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WHAT is happening?

Operators are 
customer
complaint

champions.
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Great
Surprise:

Mobile Telephony
is the telecom

service with less
complaints in 

ANATEL
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WHY Does It Happen?

Performance Attributes

 Quick Problem Solving

 Billing transparency

 Prioritization of Customer Needs

 Keep up with the Promisses

 Friendly and motivated Staff

 Easiness of payments

 Awareness of products and services

used by customers

 Relevance and timing of

Communication

 Frequent introduction of new 

products and services



HOW Can We Improve?

 Hear!

 Listen!

 Analyze!!

 Antecipate...

 Map, diagnose, act!
 Simplify!

 Processes

 Capacitate First!

 Organize, train, learn

 Voice Of the Customer

 Empathy
 Automatize x Humanize

 Big Data – Analytics

 CEM – 360°
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HOW Can We Improve?

• E2E QoS

• Integrity

• CEM

QoE: audio, video
quality, ease of use

QoA: application
performance; 

endpoint, servers.

QoS: network performance



The Future of Digital Transformation

2x

2x 3x



Traffic Profile Evolution

M2M

Internet Video Mobile Video



QoE and QoS



Mobile Networks Quality - Yesterday
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What does our subscriber expect?
What must we do to surprise him?

Data

Network 
Available

Access 
whenever

wanted

Keep the
service for 
how long
wanted

High 
Throughput
(up/down)

Low latency

Voice

Network 
Available

Access 
whenever
wanted

Keep the
service for 
how long
desired



Mobile Netwoks Quality – Today, Tomorrow
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How to fulfill individual needs? 
Applications, content and experience, instead of network only.

CONTENT

Video

Network 
Available

Access to
the

network 
whenever

wanted

Keep the
service for 
how long
wanted

High

Throughput
(Up/Down)

Low
Latency

Fast
Download 

Time

No Stalls

HD, Full
HD, 4K

VOICE

VoLTE
VoWiFI

Network 
Available

Access to
the

network 
whenever

wanted

Keep the
service for 
how long
wanted

Sharpness

HD Voice



Mobile Network Quality Today, Tomorrow- Video

• Aplicativos de mobile vídeo 
demandam velocidades de 
download superiores a 3Mbps
para carga de imagens e 
‘bufferização’

• Velocidades de upload inferior 
a 1Mbps para troca de 
sinalização e ACK dos 
terminais

Referência: Ericsson Smartphone Lab (2016-12)



Engineering, Operations, TI, Network, O&M, 

Customer Care, Marketing  B2B, 
Marketing B2C, ...

Dashboards & Visualisation

Big Data

Analytics

ETL

Infographics

Dashboards

Executive Reports

Data Source

2G 3G
LTE

SNMP f low s

CDRs

logs
streaming

Real-Time
Data

Transform
Enrich

Reports
Insights
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Service 
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KPI
Operational
Performance OSS

(probes)

Tools

E2E QoS Framework



QoE – New Model

Media Server

Falcon Push

PbManager

• Dashboards
• NET
• CLARO
• Regulatory

 Servers Configuration
 Users Management



Use Case for Data Analytics

IMEI+CGI

Network Usage

Data Collection
IMEI = TAC

Maker
Model
Tehcnology

Station (Site)
Technology

Volume of
USAGE

DB GSMA

Network Inventory

CGI

TAC

CDR



Heavy User TABLE Mediation

IMEI=TAC

Maker
Model
Technology

Coverage 2G, 3G, 4G

Classification
Heavy Users

DB GSMA

List of Heavy Users
City
GSM Data/Voice
GSM Only Terminals
Dual Sim Devices (2nd Slot)
Network – O&M, Provis.

IMEI+CGI

Use Case for Data Analytics



Bills Paid

“delivering great experiences actually reduces the cost to 

serve customers from what it was previously. Unhappy 
customers are expensive — being, for example, more 
likely to return products or more likely to require 

support. ”



Mobile Landscape – dynamic market

Pain points from the customer’s perspective:

 Are device or package comparisons well 

communicated?

 Or are customers left confused by the range 

of options open to them? 

 Are customers being forced to speak to 

multiple agents to solve a single query?

 Are terms and conditions – whether for 

insurance or for plans – well understood 

before a sale is completed?

 Do customers call back at a later date 

because they are confused by what they have 

bought?

Bain & Company forecasts that 

companies excelling in customer 

experience grow revenues four to 

eight percent beyond the rest of 

their market.

Bill Safran, CEO of Vizolution –Vanilla Plus, 11 Oct 2017



Lessons Learned, U.S. Inspiration for Us

 Sprint Free Guarantee: If a new customer or an existing 

customer adds a line of service and is not completely satisfied, 

they are able to deactivate and return the device within 30 

days.

 Total Equipment Protection (TEP) by offering a month-long open-
enrollment period to any customer who did not enroll at the time of 
purchase.

 Sprint Premier, an exclusive loyalty program

 feature Sprint.com that provides notifications and alerts about 
customers' activity on their usage, billing, payment options, 
devices

 family-focused microsite on Sprint.com making it easier for 
parents to manage their children's wireless usage

 Sprint Family Locator will locate up to four phones, enable a 
parent to use a phone or PC to locate a child's device on a map.

 Sprint added new customer-friendly capabilities to its online 
social-networking community of more than 50,000 registered 
contributors


