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1 	JUSTIFICATION


1.1 	Problems to be addressed :


All regional telecommunication development conferences have recognized the need to improve maintenance. Several studies confirm that poor maintenance is a very common cause of congestion in many developing country telecommunication networks.  Adequate maintenance organization and materials and spare part management would significantly improve accessibility and quality of the networks and, hence, increase traffic and revenues without the need for significant investment. National plans for the improvement of maintenance were elaborated for several African countries within the framework of the PANAFTEL project. Experience indicates that such plans are necessary but not sufficient condition for improvement of maintenance. Time has arrived to assist the Administrations to manage the networks in view of maintenance with the concept of Telecommunications Management Network (TMN). To ensure implementation of such maintenance organizations requires: 


·	commitment and support from top management


·	training and tools, such as guidelines and management information systems (MIS) for those responsible for the organization of the maintenance, restoration of the network and for day-to-day maintenance.





Questions Nos. 2/2 and 3/2 for Study Group 2 are relevant to this programme.





1.2 Situation by the end of the period :





Guidelines or handbooks developed and tested in at least 10 LDCs. A prototype MIS for maintenance developed and tested in these countries and end-users of guidelines/handbooks and MIS from these countries trained.  Maintenance organization based on TMN concept will be implemented or imrpoved in these countries. National Plans for Improvement of Maintenance (NPIM) will be implemented on request in these countries. All this will contribute to improving accessibility of networks, reducing fault rate and fault repair time in the participating countries and, thus, to increasing the revenue. The pilots will provide models for other developing countries.





1.3 Beneficiaries :


The participating telecommunication operators will benefit from better qualified maintenance staff, improved maintenance organizations and management information systems. This will allow the existing networks to handle more traffic and offer better quality of service, which will contribute to generating more revenue. The MIS will also facilitate the production of executive management information and thus contribute to improve overall management and facilitate the  production of standardized telecommunication indicators, proposed by the ITU Information Service (Programme No, 11). Improved revenues and better overall management will contribute to attracting more investment for telecommunication development in participating countries. Other countries will later benefit from the guidelines, handbooks and tools developed in the programme. 





Advanced telecommunication operators and private consultant firms contributing to the programme may also benefit from the experience made in this programme and use these in their own organizations as well as when offering their services to other developing countries which may follow the models tried out in the pilots. Benefits for participating telecommunication services and measurement equipment providers include possibilities to influence and accelerate telecommunication development in new markets where they will have a competitive advantage due to greater visibility and contacts developed through participation in the programme.  Improved revenues will give investors better return on their investment.





2. DEVELOPMENT OBJECTIVES


The overall objectives of this programme are to improve the maintenance organization, including the Management Information System (MIS) designed to monitor quality of service, handling of customers' complaints and fault repair, and to improve material and spare-parts management in developing countries, as required to reach the quality of service (e.g., call completion rates, fault repair time) presently achieved in developed countries. During the period 1995-1998, it is planned to develop maintenance guidelines, support software and pilot maintenance organizations and centres in some 10-20 countries in developing regions, with priority given to the LDCs.





The experience gained would be shared through regionally organized seminars and through the mechanism of study groups. BDT experts and consultants would assist in the introduction of guidelines and support tools in the participating countries and later in other countries. The participation of telecommunication entities in advanced countries in the development of guidelines/handbooks and support software will be necessary to achieve these goals initially.  BDT experts, particularly those based in the regions, and in some cases consultants employed by the BDT, would provide assistance to individual countries.








3. MAIN ACTIVITIES


7.1  To develop guidelines or handbooks for maintenance�
�
Outputs/Indicators:





·	Guidelines (GL) or handbooks (HB) Produced


·	Use of GLs, HBs and MIS


·	Acceptance (opinions) of GLs, HBs and MIS








�
Success criteria:





Acceptance of draft GLs or HBs by ITU-D Study Group 2


Availability of guidelines/handbooks in the Administrations


wide (at least 80% of trained staff) use of tools


predominantly positive opinions about their utility (meet users’ needs)�
�
�
�
�






7.2   To develop MIS for maintenance�
�
�
Outputs/Indicators:





A prototype of MIS prepared


�
Success criteria:





Availability of a prototype (Software) in the interested Administrations


wide (at least 80% of trained staff) use of tools


predominantly positive opinions about their utility (meet users’ needs)�
�






7.3   To train users of Guidelines, Handbooks and MIS �
�
�
Outputs/Indicators:





Trained staff


Revised Guidelines and Handbooks





�
Success criteria:





Nationals in participating country trained and capable of using of Guidelines, Handbooks and MIS


Revisions accepted by ITU-D Study Group 2


�
�






7.4   To assist users of Guidelines, Handbooks and MIS in preparing improving maintenance�
�
�
Outputs/Indicators:





Improved maintenance organization


Maintenance performance indicators included in MIS








�
Success criteria:





Maintenance organization implemented & working as planned


performance indicators used to improve maintenance�
�



�



4. POTENTIAL PARTNERS AND COORDINATION ARRANGEMENTS





Potential partners of this programme are the Administrations, public and private equipment and service suppliers, financing institutions, and other international and regional organizations concerned with telecommunications.





Contributions to this programme can be made in kind, for example by:





providing specialists for participation in the development of guidelines, handbooks and MIS; 


providing MIS for maintenance used by the contributing organization


submitting information on typical maintenance problems, needs for guidelines and for MIS.





or in cash by providing funds for fellowships, consultants, translation of documents, etc.





This programme will be coordinated by the PSP Department of the BDT in close consultation with the Regional Divisions at HQ and the Regional offices in the field.
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