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2. [bookmark: _Toc397531859]Introduction

As competitive pressures, customer expectations and the complexities of quality control for data services rise and profit margins shrink, there is an urgent need for CSPs (Communication Service Providers) to transform themselves from network-oriented to service-oriented businesses. 

Therefore, the introduction of SQM (service quality management)/ CEM (Customer Experience Management) techniques managed via a SOC is an essential component of the transition to a service-oriented business and has led to significant business benefits for a number of CSPs, such as reductions in OPEX, faster time-to-market for new services, increases in service revenue and reductions in churn. 

The market for SOCs is still in its infancy and many CSPs are evaluating the possibility of deploying a SOC for the first time while the others who have already implemented a SOC are looking for how to extend its use beyond a few use cases and how to incorporate more CEM (Customer Experience Management) methodologies.

Thus, this recommendation focuses on providing the basis of the SQM and CEM functions and key parameters related to SQM and CEM for supporting operations within environments of SOC. 

3. [bookmark: _Toc397531860]Scope

This draft recommendation:
· Provides the framework for a Service Operations Center (SOC) built on Service Quality Management functions & solutions and on an evolving customer experience – aware operations for converged networks & services.
· Identifies key parameters relating to service quality management (SQM), Quality of Experience (QoE) and Performance for supporting operations within service operations centre (SOC) environment. 
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5. [bookmark: _Toc397531862]Definitions
<Check in the ITU-T Terms and definitions database on the public website whether the term is already defined in another Recommendation. It may be more consistent to refer to such a definition rather than redefine it>
5.1. [bookmark: _Toc397531863]Terms defined elsewhere
<Normally terms defined elsewhere will simply refer to the defining document. In certain cases, it may be desirable to quote the definition to allow for a stand-alone document>
This Recommendation uses the following terms defined elsewhere:
<Term 1> [Reference]: <optional quoted definition>
<Term 2> [Reference]: <optional quoted definition>
5.2. [bookmark: _Toc397531864]Terms defined in this Recommendation
This Recommendation defines the following terms:
<Term 3>: <definition>
6. [bookmark: _Toc397531865]Abbreviations and acronyms
This Recommendation uses the following abbreviations and acronyms:
CEM:   Customer Experience Management
CSP:    Communication Service Providers
QoE:    Quality of Experience
SOC:   Service Operations Center
SQM:  Service Quality Management

<Include all abbreviations and acronyms used in this Recommendation>
7. [bookmark: _Toc397531866]Conventions
<Describe any particular notation, style, presentation, etc. used within the Recommendation, if any>

8. [bookmark: _Toc397531867]Service Oriented Center Framework
Note: Here we will give a short outline of what is SOC, and then continue with the CEM and SQM in below section. 
9. [bookmark: _Toc397531868]Customer Experience Management (CEM) and Service Quality Management (SQM)
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