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Industry Overview

Significant changes are occurring in today’s telecommunications industry, including changes in products/services, business processes, and technology.  Along with these industry changes come an increase in the complexity of the business model and a corresponding increase in risk of revenue leakage, excess expense, and margin reduction.  This heightened risk should be of concern to telecommunication providers, especially given the current state of the industry.  In today’s environment, a carrier will likely face average revenue leakage of approximately 5 – 10% of total revenue without proper revenue assurance techniques in place.  Various IT experts have documented revenue leakage. Telecom revenue loss can occur at many points in the order, provisioning and billing cycle.  Some documented areas include the following:
· Failure to process all data files

· Failure to receive call records accurately

· Change of call type

· Switch upgrades

· Changes in switch coding

· Changes in tariffs

· Billing incorrect rates

· Rounding errors

· In-house coding not recognized by business logic

· Not billing for all the network

· Duplicate records

Errors in any one of these areas can produce losses in millions of dollars (USD).

Saudi Telecom Overview

Saudi Telecom Company (STC) is in the midst of major business transformation.  The company is in the process of evolving from a government ministry into a commercial enterprise.  The rate of change is accelerating as the company moves to position itself for the challenges of market liberalization.  To effectively compete in the open telecom marketplace, STC wants to establish sound financial processes to maximize revenue.  Recent audits of major telecom revenue streams have determined that poorly designed revenue systems and processes can lead to significant revenue losses.  To minimize potential revenue leakage, STC wants to proactively assess and document, both manual and automatic business processes, related to telecom revenue generation.  Since STC lacks competency in telecom revenue assurance, STC seeks expert partners to provide services and technologies to identify and correct revenue leakage.  Additionally, STC looks to our expert partners to help establish an internal Revenue Assurance Competency Center (RACC) functional unit that will act as a host for knowledge transfer and ongoing learning.

Moreover, STC wishes to control known and unknown factors in its revenue stream process. By doing so STC wants to implement a revenue assurance program that will identify the leakage or overpayments that occur in it’s revenue process and take the necessary actions for effective improvements.  STC would like to partner with leading experts in revenue assurance, in order to implement the applications, technologies and processes required to successfully execute this program.

The purpose of this Request for Proposal (RFP) document is to invite qualified companies to bid suitable cost effective solutions for STC to implement the above.   STC will conduct the evaluation process based on the responses to this RFP and will award contract(s) to the successful company(s) for the deployment.

Goals and Objectives

The main objectives of the revenue assurance program can be stated as follows:

· Evaluate and test STC’s revenue stream for end-user usage and service revenue leakage.

· Identify any current leakage and quantify its annual impact on STC based on the tests and evaluations performed.

· Identify the root causes for the leakage.

· Implement solutions to quickly recover revenue.
· Recommend potential solutions to fix the root cause.  
· Develop the Revenue Assurance Competency Center (RACC) capability. 

· Institutionalize the RACC program to handle all future revenue assurance requirements within STC.

Information Technology Requirements

This section summarizes the IT standards and requirements for solutions.

· The application of state-of-the-art IT services and technology.

· Adherence to Industry Standards.

· Highly scalable and modular.

· Bilingual – Arabic/English capability preferred for all technologies.

· Ensure confidentiality and integrity of all data across the enterprise.

· Rapidly deployable.

· Minimal intrusions into STC ongoing billing and provisioning activities.

Business Requirements

Some of the business needs to be addressed by this program are:

· Communication of revenue assurance methods and results across all STC business units.

· The capability to introduce and integrate new services, systems and processes within the revenue assurance program.

· Increased revenue collection.
· A quantified accounting of revenue loss.

Functional Overview


The proposed revenue assurance solution will be broken into three phases:  The first phase will include an assessment and documentation of all order, provisioning and billing business processes.  The second phase of the project will include data acquisition, data analysis and the identification of solutions to prevent revenue leakage.  The final phase will center upon the establishment of an STC Revenue Assurance Competency Center.  RACC will serve as a vessel for knowledge transfer and, ultimately, institutionalize revenue assurance as an ongoing discipline within the organization.

Assessment and Documentation

Part-1 of the project is the discovery, assessment and documentation of all telecom revenue processes.  External experts will be required to trace End-to-End business processes related to revenue.  The scope of the investigation shall include all business processes that could lead to revenue loss through error or deception.  The assessment and documentation phase of the project must include both manual and automatic processes.  The major deliverable for this phase of the project shall be a document that identifies the major process steps within the STC revenue stream and their associated input and output parameters.  The assessment portion of the document shall pinpoint high-risk revenue operations that could lead to leakage. Particular areas of interest include debt collection, analysis of pricing plans and billing complaints.  The proposed activity will require consulting services. The expected scope shall include:

· Review of relevant Integrated Customer Management Service (ICMS) and associated billing systems data workflow.

· Review of relevant ICMS and other billing systems data integrity capabilities. 

· Review of Lucent, Ericsson and Siemens telecom switch devices.

· Review of Comptel mediation devices.

· Review Lucent Communications and Information Services software (COM/IS)

· Review back-end Billing processes.

· A document containing relevant business processes and revenue assurance assessment.

· A stream analysis of relevant service rating, billing and Call Detail Records (CDR).

· Identify the revenue assurance architecture.

· Identify issues related to revenue leakage.

 Analysis, Test & Resolution

Part-2 of the project includes the detailed analysis and testing of revenue processes discovered and documented in the first phase of this project.  Through analysis of processes and collected test data, the selected external experts shall identify current revenue leakages and manual processes that are susceptible to operator errors and deception. The proposed activity will require consulting services and relevant test equipment. The expected scope shall include:

· Evaluate and test STC’s revenue stream for end-user usage and service revenue leakage.

· Evaluate billing systems manual procedures for operator and system revenue accounting errors.

· Evaluate billing systems manual procedures for security issues related to revenue leakage.

· Identify and quantify any discovered revenue leakage.

· Pinpoint root causes for any discovered leakage.

· Propose solutions to mitigate any discovered leakage.

· A document summarizing revenue stream analysis.

· A document summarizing tests and results.

· Certify STC revenue assurance framework.

 Establishment of Revenue Assurance Competency Center

STC intends to establish a Revenue Assurance Competency Center  (RACC).  The group will operate within the STC IT sector; members of the group will be assigned the full responsibility for revenue assurance within STC — including planning and strategy, testing and analysis, and the establishment of Best Practices.  One of the goals of the RACC is to develop deep skills in processes, technology and methods. The major goals of the initiative are as follows:

· Establish revenue assurance as a formal discipline within STC.

· Develop key knowledge assets, skills and processes associated with revenue assurance and enable the resource for the benefit of STC.

· Build and develop skills, capability and best practices for revenue processes and operations.

· Monitor and assess revenue assurance technology and tools and select a flexible set of approved tools.

· Understand the impact of change management in relation to revenue assurance.

· Develop leadership, management and relationship soft skills.

· Develop, educate, and communicate revenue assurance information within STC.
The selected external expert shall recommend an organizational structure for the new functional group, including the makeup, size and roles of the staff for the new organization.  The bidder shall identify resources for training and growth, including relevant books and journals, training organizations, web sites and professional organizations.  The expected scope shall include:

· Propose an organizational structure for RACC.

· Identify RACC roles and skill sets.

· Identify relevant test equipment.

· Identify training resources.

· Identify resources for growth and learning.

· Provide knowledge transfer through one-on-one work teams.

Architecture and Systems Overview

The Revenue Assurance system is composed of two sets of tools:  Sensors and analytic tools.  Sensors are implanted at critical interfaces among the network of Order entry, provisioning and billings subsystems.  (Note: Figure-1 illustrates the STC order entry, provisioning and billings systems; and the possible locations for revenue assurance network sensors).  Sensors capture and store data for analysis.  Some sensors can be configured to generate revenue assurance events for real-time monitoring.  Sensors share IP bandwidth with other operational components; they must be carefully configured to ensure that they are non-obtrusive in regards to ongoing telecommunications operations. The analytical tools use a variety of algorithms to search for evidence of revenue leakage.  Unlike the sensors that operate in real-time, the analytical tools investigate historical data.   












Figure-1: The Scope of Revenue Assurance among Order Entry, Provisioning and Billing Systems.

Project Management

The Revenue Assurance program will operate under the governance of the IT Steering Committee, which will appoint a Project Manager who will also act as the sponsor and owner of the project.  The Project Manager will partner with the external experts' project leader for project planning and implementation.   The selected external experts shall provide regular progress reports and participate in management reviews as required by the STC Project manager. The project shall be managed in accordance with the approved project work plan and any deviations subject STC change control procedures.

Cost Justification & Budget

If major telecommunications companies in North America and Europe are susceptible to revenue leakage, STC should be extremely interested in a revenue assurance program.  The organization has few defined business processes and the operational network is heterogeneous, using a variety of vendor equipment that could easily be improperly configured at numerous points in the order entry, provisioning and billing subsystems.  If effectively implemented, a revenue assurance program should be self-funding; returning significant cost savings that should more than compensate for the initial investment and ongoing program maintenance.

It is estimated that the three phases of the project should span approximately 8 months.  Four months are allocated to revenue assurance investigation and four months are allocated for the establishment of the Revenue Assurance Competency Center; the RACC is the vehicle of choice for knowledge transfer between external experts and dedicated STC staff.  I would estimate that three senior external experts would be required for the duration of the project.  To ensure proper knowledge transfer, three senior STC technical persons would be required to support the external experts and act as receptacles for knowledge transfer and training.  Revenue leakage sensors must be purchased with additional equipment for data analysis.  Additional money would have to be allocated for supplies and research materials for the RACC.  Note: No new facilities for staff would be required; STC has ample available office space.

The estimated budget for the project is summarized in Table-1.

	Budget Item
	Year-1

	Year-2
	Year-3

	External Experts (3)
	300,000
	0
	0

	STC Staff
	100,000
	110,000
	121,000

	Revenue Leakage Sensors (10)
	100,000
	0
	0

	Data Analysis Equipment (3)
	100,000
	10,000
	10,000

	Supplies
	25,000
	25,000
	25,000

	Facilities
	Available
	0
	0

	Revenue Assurance Library
	5,000
	5,000
	5,000

	Totals
	625,000
	150,000
	161,000


Table-1

Evaluation

The success of the revenue assurance project will be measured against revenues captured and costs avoided.  Based upon savings achieved by several benchmark Western telecommunications companies, STC anticipate a return upon the first year investment within six months of project implementation.  In fact, the Gartner Group estimates that 2 to 5 percent of services delivered by the world's largest telecommunications providers are unbilled.  Taking the conservative number of 2 percent, then we can estimate the cost savings to STC at $120 million.
  If the Gartner Groups analysis is accurate, the potential financial returns for this project more than justifies the initial investment.
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� All budget items in US dollars


� (6 billion [revenues]* .02) = 120 million  (USD)





