
Classificado como Público

Customer Experience - CEx
A path of TIM Network Evolution

Co-author: SIQUEIRA, Carlos Eduardo Braz

Author: WILBERT, Henrique Luiz

TIM BRASIL

ITU Workshop on Telecommunication Service Quality

Istanbul, Turkey, 3-4 September 2018



2

Classificado como Público

Agenda

CeX: a path of TIM Network Evolution

WILBERT, H. L. & SIQUEIRA, C. E. B.

Context & Concept
Existing scenarios

Benefits
Quality and information usage
Associated costs reduction

Multi Collectors Project
Highlights
Measurement evolution

ANATEL
Mobile indicator
Broadband indicator

TIM Brasil
About us



3

Classificado como Público

TIM Brasil

CeX: a path of TIM Network Evolution

WILBERT, H. L. & SIQUEIRA, C. E. B.

About us

#2 in Mobile Net 
Services 

Revenues

Best and Wider
4G

Network

>85k km of 
fiber optical 

network 
throughout the 

country

Presence in 
Brazil 

since 1998

Introduced the first 
plan focus on data 
for smartphones

#1 in prepaid 
users

#2 in postpaid 
users

(excluding M2M)
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Existing scenarios

Former model

• Quality entity “A” (EAQ)

• Technology partner “X”

Switch-over

• Quality entity “B” (EAQ)

• Technology partner “X”

New model

• Quality entity “B” (EAQ)

• Technology partner “Y”

2016 2017 2018
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Quality and information usage

SP
RJ

PR

AC

(27 Probes)

(27 Probes)

(27 Probes)

(27 Probes)

UF

Client 1

Client 2

Client N

Former model New model
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Associated costs reduction

60%

35%

38%
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Highlights

 Dedicated servers to each Operator project

 Embedded solution, not dependent on volunteer membership

 Stand-alone and centrally management

 Greater representativeness of collected indicators from customer experience perspective

 Daily export of performed tests with sufficient detail for reporting, identifying offenders and effective triggers for corrections

 More than 1 million measurements/month, distributed by 3.296 municipalities throughout the country (jul-2018 data)

 Technical definitions with more effective participation, related to methodology and technological partners
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Measurement evolution
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Measurement evolution

Fixed probes without location identification, making it

impossible for any analysis, diagnosis and improvement

action

Basic KPIs and low capillarity (Network Technology used,

Device Technology, Download and Upload Rates, Latency,

Signal Level)

Mobile probes with better diagnosis possibilities actions for

improvement

Experience KPIs (Network Technology used, Device

Technology, Download and Upload Rates, Latency, Jitter,

Packet Loss, Quality of Coverage, etc.)

Possibility of creating georeferenced accompaniments and

also to correlate the results of the tests with KPIs coming

from other sources of information of the own operator (Call

Trace, CDRs, Signaling, etc.)
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Mobile indicator

By jul-2018, ANATEL was able to release all mobile Federal States indicator

* TIM has no obligation to measure the indicators in Acre, as we do not have the minimum number of clients defined by the regulation
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Broadband indicator

By jul-2018, ANATEL was able to release all broadband Federal States indicator
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