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Abstract — For now, in front of telecommunication branch
enterprises of Ukraine, there is a problem of actity
improvement with the purpose of granting high-qualty services
and maintenance of competitive position, both on ternal, and
on a foreigh market. To solve this problem, telecommmication
companies appropriate to use the mechanisms of busiss-
oriented process management and improvement of ertd-end
business-processes. The purpose of this article is choice of
effective business-process model that will allow
telecommunications companies to provide modern, hiigquality
and cost competitive services. During research, cditions of the
telecommunication branch enterprises of Ukraine wes
investigated and key problems of their activity wee revealed.
Existing business-process models have been considkrand
analyzed and the optimal model was chosen, accordjrio the put
criteria. By results of the analysis a conclusion &as drawn, that to
the enterprises for business-process modeling is pedient for
using eTOM — high-level system business—oriented meldaimed
for providing of any technological services, incluthg IT. As
advantages from introduction eTOM at the Ukrainian
enterprises were analyzed.
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I. INTRODUCTION

The telecommunication industry
economy of any country. It plays a significant rate the

balanced development of global and regional economy

operates as link between the industrial sectovjeeindustry
and consumers. Telecom influences for
informatisation of the country, on rates of socgdhere
development.
industry in general, and in particular the telecamination
enterprises, - is one of priority directions of aoguntry
economic-social development, including Ukraine.

Let’s analyze the state of the Ukrainian telecomications
industry in a global context. For this purposesiekpedient to
use an information and communication
development index (IDI). IDI was developed to measthe
development and evolution of changes level in timehe
telecommunication industry taking into account taaion in
developed countries as well as
developing. IDI combines 11 indicators into a singldicator
that can be used as a tool for comparative anabfsithe
national, regional and global levels.
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Having analyzed IDI dynamics for the different coiles
(in particular European) for last 8 years, it isgble to draw
a conclusion, that in comparison with the developeghtries,
the telecommunication branch in Ukraine considgrdags
behind and borrows the 58th place among 159 ciesritr the
world (Table 1).

TABLE 1

INFORMATION AND COMMUNICATION TECHNOLOGIES DEVELOPMENTNDEX
FOR SOME COUNTRIE$2008AND 2007)[8]

Economy Rank 2008/ DI 2008 Rank 2007  IDI 2007
Sweden 1 7,85 1 7,27
Luxembourg| 2 7,71 6 6,98
Korea 3 7,68 2 7,23
Denmark 4 7,53 3 7,18
Netherlands | 5 7,37 5 7,06
Iceland 6 7,23 4 7,06
Switzerland | 7 7,19 8 6,83
Japan 8 7,12 7 6,89
Norway 9 7,11 9 6,78
United 10 7,07 12 6,70
Kingdom

Finland 12 7,02 11 6,70
Germany 13 6,95 13 6,60
France 18 6,55 22 6,09
Estonia 22 6,41 25 5,86
Italy 28 6,15 24 591
Lithuania 35 5,55 32 5,22
Croatia 36 5,53 37 4,95
Poland 40 5,29 36 4,95
Latvia 41 5,28 38 4,95
Russia 48 4,54 46 4,13
Turkey 57 3,90 56 3,63
Ukraine 58 3,87 58 3,56
Bosniaand | 64 3,65 65 3,38
Herzegovina

Kazakhstan 69 3,47 70 3,17

Such position of the Ukrainian telecommunicatioduistry

appearsin lag on those parameters, such as volume and
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quality of services, use effective mechanisms ofiagament, According to our opinion, the decision of a problém
creation a competitive environment in the market. choose a referent model of the telecommunicatidarprises

That is, in order to ensure a competitive positionthe activities should be based on the best internatiometices.
domestic and in the European telecommunication etark Use of international standards and methodologies ha
which is especially important with reference toqeeding of several indisputable advantages:

Ukraine's accession to the European Union, for ldiaa e The use of standard blocks of business-processes
enterprises, first of all, necessary to take cdrassortment, reduces the building time business of model of each
service quality level and about support of providedvices. particular company.

Proceeding from above told, at the given stageocis and e There is an opportunity of comparative analysihwit
economic system development in Ukraine, the is$oeshe processes of other enterprises.
improvement of the telecommunication branch enisegr e Decreases the risks of the dependence from the
activity are very actually. analysts, who develop a business-process model.

For this reason before scientists and expertsificaeirs e The alignment of business-processes on the basis of
there is a question of the lean operator developnjest so, the open international model gives a transparerfficy o
which is easily adaptable to changes in the modern structure for all interested parties, includingdstors.
environment and in the same time supplies to corssim e Precisely formalized standard blocks of business-
highest degree of providing service and maximalfipfor processes easier to deduce on outsourcing, bringing
investors and founders [2], [11]. to a focus to primary activity of the enterprise.

[I. THE CHOICE OF A TELECOMMUNICATION ENTERPRISES During research process a number of business-oces

BUSINESSPROCESS MODEL models has been considered, such as: frameworlaneath

Having analyzed a condition of business at théelecom Operation Mape{TOM), Information Technology
telecommunication enterprises of Ukraine, we cdocate Infrastructure Library (ITIL), Control Objectives of
such features [1]: Information and related Technology (COBIT), America

e High degree fragmentation of processes and systefigoductivity and Quality Center (APQC) Model, Porte
have a negative impact on business flexibility #ad Model, as well as inner techniques designed by ulong
ability to adapt to change that contributes to th€ompanies — the International Business LanguagesoPWC,
timing of introduction of new services, increasthg Model Business Technology Optimization (BTO) lifetsy
cycle order — payment. approach HR12].

e The inefficiency and a low level of end-to-end The criteria for comparing different models of mess-

process automation conduct to increase in opewtiorProcesses were selected as follows:

charges that influences on profitableness. e Openness@pportunity for modeling new, originally

e Due to absence of a free competition in the Ukaaini not considered parties of Business - system and
telecommunication market, the enterprises develop adding new business- processes or their grjups
their business-processes less in order to fillntsie e Systematic Business-process model must be as a
needs than their own needs. In addition many system, where provides integrity, hierarchy and
operators, reducing the charges, lead to deteigorat communication between element, and all enterprise’
in the quality of customer service. business-processes should be envelpped

e Use formal implementation of process approach to ® Business or technology orientation; _

processes modeling in order to obtain the 1ISO 9000 elaboration of everyone business-process up to a
certificate (relative to products and services iqyal level of elementary operations)
e Appreciation of Information Technology (IT)
Consequently, high operational charges, long deveént SPeC'f'C_'tY_i _ o
of new services, clients’ dissatisfaction, chroamd inefficient * Appreciation of Telecom industry specificity.

mechanisms of business dealing, - all of it makefficult to _ ) _
Ukrainian enterprises to succeed in a dynamic macro Comparative analysis of different models and fraowes

environment conditions and to compete on the EumpeOf business processes was conducted with usagéheof t

telecom market. hierarchy analysis method, based on the dat@gponding
Manner that ensures the effective operation ofctete (© the description of standards. _

companies is such mechanism of economic activitatwh BY results of the analysis, shown in Table 2, wesid a

focused on process management, improvement ofeeade  conclusion, revealing that the best for use ¢lBOM -

business-processes, requires a high level of atimmand systematic, high-level, business-focused the madakd at

decreasing operating costs and improve customericeer granting by the enterprise of any technologicalvises,

quality. It provides a choice of referent modelactivity and  including IT.

effective system of business-processes developing.
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TABLE 2
COMPARING ANALYZE OF BUSINESSPROCESS MODEL
o > € =
2 2 85,8’ s 538 S x |8 E_ >
Criteria of business-process model choice g £ 2285| © EZ S -8 |88 %g
S | % |285E| 88| 258 |EREg
8 o |8gs SET g8 2 |§<£¢2
, " 35 wo3g < < ©
Business-process models and frameworks specificatio o © o=
2 The eTOM business-process framework is the mostelwid Yes Yes BO 5 level of| Yes/ Yes
< _5 accepted and adopted standard for business-gsexein the detail “Resource
g IS telecommunications industry and other relevamnagement Management
i 2 area. It describes and analyzes different levelsrdkrprise & Operations
o O ’g processes according to their significance and ipyidor the (application,
& g =S business. The eTOM also provides a neutral refer@omnt for Computing &
= 9 internal process reengineering needs, partnershligs)ces, and Network)”,
% E general working agreements with other companies. includes IT-
= It includes vertical major process area and hotadoprocess management
area across an enterprise’s internal organization. processes
= ITIL is a library what describes the best practiokgngaged in| Yes No* TO 2 level of | Yes/ No
IS % the IT — services provision environment departmeatsl detail ITSM
T .8 enterprises activity organization. business-
%5’3 ITIL defines 10 basic processes what supplies stippand process
€25 provision of IT services - IT Service Managemeneng&e
:/5 ‘g Level Management; Capacity Management; Continyity
g 2 = Management; Cost Management; Availability Managetnen
a 8 Incident Management; Problem Management; Configumrat
E E Management; Software Control & Distribution; Change
Management [10].
= o CobIT is a set of standards for audit and IT mameyg, created Yes No* TO 2 level of | Yes/IT-area | No
E © by Information Systems Audit and Control Associat{tSACA) detail business-
s 8 © < | and IT Governance Institute (ITGI). CobIT 4.1 canta process| process
SN 2 2 | model for the governance and management of IT.sthpe and
:r! _g g E content of these processes will aim to cover thieehd-to-end
= 885 | scope within the business and IT specialist fumstioof
= '.g g 2 | management activities.
o= It represents IT-sphere activities as a processemashich
O = consists of 4 domains: Align, Plan & Organize; BuiRcquire
& Implement; Deliver & Support; Monitor & Assess|[9
§ =5 APQC Process Classification Framework serves aghalével, | Yes Yes BO 4 level of| Yes/ Yes
S¥X o industry-neutral  enterprise process model that wall detail “Manage IT”
a gg( organizations to see their business-processes #omross-
c g ™ industry viewpoint. APQC also presents a list ofy ke
S8 fi indicators for business-processes amdefl as a
5 8= performance indic p
oL o result of information exchange between the largest most
S _5 o successful organizations in the world. It considessbusiness
E 'g 8__/ process description standard and contains theitteshational
8% o practices of business engineering [5].
9 290 Model including 13 groups of processes, which ipooated
2o into 2 categories: Operating process; ManagememtSupport
processes.
Porter's model (Value Chain Model) consider the pany as a Yes No BO 2 level of| No No
g g circuit of basic actions (BP), each of which ada@due to a detail
€9 product, and these basic actions optimization mepes profits
g E and minimizes expenses.
This model includes group of the basic and auxilBiP [14].
o Price Waterhouse Coopers company adapted the \Giai | Yes No BO 3 level of | Yes/ No
T f—-_ Model for its use at classification and structuiza of detail “Developmen
sg° business-processes and developed The InternatBusihess t and support
= ‘gg Language” on the base of this conception, whatwalldo of systems
g 4 87 | analyze and compare processes in various fieldstofity on a and
EQD uniform basis. technologies”
= g This model includes the value chain processes arsdiriag
processes [13].
5 This methodology is the approach to IT managentbat, helps| Yes No TO 1 level of| Yes/ IT-area | No
© 3% o | optimize the business outcome of IT efforts. Busine detail business-
9 € @ T | Technology Optimization lifecycle approach can gedhe gaps process
] § g g between IT strategy, applications and operatioasise
-
<

It includes the business-process groups such aste§y,
Application and Operation [6].

*- give a systematic view only on IT business-psxe
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Strategy, Infrastructure & Product Operation
Strategy & Infrastructure Product Operations Fulfillment | Assurance | Billing &
conumit Lifecycle Lifecycle Support & Fevenue
Management Management Beadiness Management

Marketing & Offer Management
| [T [ [{]] [ | [
Service Development & Mana gement Service Management & Operations

Besource Management & Operations
(Application, Computing and Network)

Customer Relationship Mana gement
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I l il [ |1 il | [
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Fig.1. The eTOM level 1 model

development and management of products (serviassyell
as the creation and management of sales channels.

The eTOM is a structural model of business-procgsse , Operations
which covers all aspects of activity service-preval and This group is the central part of all methodologyda
other enterprises of telecommunication branch [7]. includes all processes associated with the maintenand
The eTOM framework is a part of New Generation @pen  management of customer service: supporting opestisales

System and Software (NGOSS) program, which is mé&nt management, relationship management with supplers
support of the concept of “the effective operatorand partners, quality assurance, billing.

provides creation of complete decisions which d@ th o Enterprise Management

enterprises by more flexible and allow them to ¢farm This group includes the core business-processesssaxy
effectively their activity accordingly to modernritions of g support the activities of the enterprise: finahc
economy. management, human resource, risk, etc.

The eTOM purpose consists in forming an industrgwid  Also in Fig. 1 are shown seven vertical groups rd-to-
conception that will allow maintaining a compietit due to eng processes required for customer support anthesss
implementation of business operation principlesttoa basis management. Within these groups, the processesrtital
of business-processes. map eTOM focuses on the key, customer-orientec;gsses

The structural model of eTOM gives opportunities éad-  that ensure the realization of services, troubleshg and
to-end business-processes automatization becatesgélsents quality assurance and billing (Fulfilment, Assuranand
activities in the form of combination element prsses [4]. Billing, FAB). Processes of support of operatioaafivity and
The eTOM model provides structural decomposition ogupp|y of its readiness (Operation Support and Read,
process elements, consistently specifying theiraitletin - OSR) are separated from proceeding in real time FAB
process of specification level increase. Accordin®) the processes, to emphasize importance of supportiznenation
eTOM model in its first level of specification ddusiness- of FAB processes that is importance of direct oe-lsupport
processes of the enterprise are divided into thresical of clients; while OSR processes provide an opematio
functional groups (Fig. 1): environment in which FAB processes are realized.the

process of the Strategy, Infrastructure and Pro@strategy,

» Strategy, Infrastructure & Product Infrastructure & Product, SIP) area is a verticabup of

In the given group merged business-processes assiiCi processes and strategies for its development ¢8iya&
with  strategy development, building of infrastrueu Ccommit) and two vertical groups of processes Litdey

Management (Lifecycle Management) [2], [3]. Theseugs

[ll. THE ETOM BUSINESSPROCESS MODEL
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are separated from the others, because in comtrélse main e Manage and develop the IT infrastructure of company
operational processes they do not take directipatte work based on the business-process model in accordance
with the client. with the needs and business objectives;
It should be noted that in the structural modebo$iness- e Convert business-processes as a result of mergers o
processes identified also horizontal processesctifumal takeovers;
groups (Fig. 1). e To improve effectiveness within  structure
The eTOM structural business-processes model has th departments and project teams through a clear
following advantages: definition of responsibilities between the various
1) It covers all processes of telecom companies. business-processes;
2) Clearly identifies the processes of marketing, e Integrate eTOM with other methodologies such as
emphasizing their importance in the information Balanced Scorecard, ITIL and others;
business. o Repeatedly to save resources in the development of
3) Clearly identifies the processes of enterprise architecture business-processes, as well as miaimiz
management. _ the risks of depending on the errors of analysts wh
4) Emphasizes that the company pays the highest are building the model.

5)

6)

7

8)

9)

priority processes, the priority in terms of cusers)
namely the sale of services, troubleshooting and
quality assurance and billing (FAB).

Clearly identifies the vertical and horizontal pees
group.

Allows passing to the concept

A particular advantage of the eTOM framework ist tthee
implementation of a conceptual model effectively in
enterprises with different levels of process mayuri
of customer(immaturity of processes, clarity of processes thalrule of

relationship management that will provide servites processes). This is a _gre_at importance for the iviea
consumers and self-control, increase the efficiesfcy enterprises of communication, most of whom haveresi

information that is tailored to the needs of custesn Process management. _ _
(Customer Relationship Management, CRM). Using eTOM as a busmess-proc_esses modeI_W|_II geovi
Highlights the need to manage resourcestructural support for such enterprises; will helistribute
(applications, by means of computer processing arfg@sponsibility within the organizational structuesd form
network resources), on top of technology anghains of end-to-end business-processes.

integrates functional processes of network and Today in Ukraine eTOM as the structural model of
systems management in processes of systems dnbsiness-processes use only 3 from 1187 of ecanomi
resources management (Resource Management amdities, included in the State register of tefapwunication

Operation). operators and providers on 05.10.2009 [16].
Allows interacting with the chains of processesrfro  In their activity eTOM use CJSC “Kyivstar GSM”, S
external partners. “MTS Ukraine” and OJSC “VympelCom” (Beeline Ukrajne

Provides a common vocabulary of terminologyit allows operators systematize their businessgsses, make
processes, management and coordination, there@¥nsparent process chains, decrease operatiopahsas and
achieving the consistency and understanding betwegpynificantly improve quality and a range of offérservices,
operators. what cause a significant increase of subscribeeseb To

09.2010, the share of these operators subscribee bas

The eTOM business-processes model implementatidineat respectively 39.88%, 32.05% and 4.35% [15].
Ukrainian enterprises of telecommunication branchll w Also necessary to note, that eTOM usage for

enable:
[ ]

o telecommunication enterprises business-processeatelimg,
Create a common vision processes for alicts as an original basis of operators merge asdration,
telecommunications companies: telecom operatorgng as well as at coming on the international stoakket.
equipment vendors, application developers and g example of it, is the merge of CIJSC “KyivsGBM”
integrators; _ _ and OJSC “VympelCom” (Beeline Ukraine). As a resofit
Use the industrywide conception of processes anghtworks association, subscribers will receive aighuality
information in order to facilitate interaction "apéor  services. So up to the end 2010, the new enterprits own
- Operator” “"operator - customer”, "Operator 44 2 o, of the Ukrainian telecommunication servicesket.
supplier”, which will facilitate the rapid provisioof

services, IV. CONCLUSIONS

Conduct a comprehensive analysis, design and_l_ dav. in front of Ukrainian tel icati s
optimization of business processes by identifyind a . oday, infront o rainian telecommunication epreses

eliminating duplication of processes with the samis the task of their activity efficiency improvindzor this
functionality: purpose it is necessary to reconsider principledbudiness

Undertake assessment of cost performance, effi;ciengfsgzgseznd to organize uniform structure of bussae
and other parameters; P '
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Olga Korzaéenko. Telekomunikacijas uzpémumu darbibas uzlaboSana ar eTOM struktuslo biznesa procesu moda ievieSanu

Miusdieras Ukrainas telekomunikijas nozares uZmumiem ir uzdevums veikt to dablas uzlaboSanu augkas kvaliites pakalpojumu sniegSanas tial
nodroSirat konkugtspejigu stvokli ka iekja, ta af argja tirga. Lai risimatu So probimu, telekomunikcijas uziemumiem ir nerktiecigi izmantot uz procesa
vadiganu urend-to-endbiznesa procesu uzlaboanu owargbiznesa vadanas memismus. Sis rakstadrkis ir efekiva biznesa procesu mddez\ele, kurs
atlauj telekomuni&cijas unémumiem sniegt modernus, kvalitais un konkugtspejigus pakalpojumus.

PetiSanas laik izmekEts Ukrainas telekomunikijas nozares wgmumu sivoklis un noteikti to daribas galveds probémas. Ir izskati un analizti
eksistjoSie biznesa procesu mdden iz\elets optinalais uzsidito kriteriju kopums. Anakzes rezultta izdafts secigjums, ka ugémumiem ngrktiecigi
izmantot biznesa procesu mo#elnai eTOM — & sisemisko auggtka limenu biznesa oriegjoSo modeli, paredtu jebkadas tehnolgijas (IT t. sk.)

pakalpojumus shieg3anai. Ir analis af eTOM ievieSanas priekSrbas Ukrainas ugmumos

Ouabra Kop3aueHko. YcoBeplIeHCTBOBaHHE IeSITEILHOCTH TeJeKOMMYHMKAIMOHHBIX NMPEANPHATHII MOCPEICTBOM BHEAPEHHsI CTPYKTYPHOIl Mojeau
ounsnec-npoueccoB eTOM

Ha cerommsimuuii AeHb Tepea MPEMIPUATHSIME TEICKOMMYHHKAIIMOHHON OTPACIH YKPaWHBI CTOWT 3a/lada YCOBEPIICHCTBOBAHHS ICSITEIBHOCTH C IEIBIO
MPEIOCTaBIEHHsT BRICOKOKAUYECTBEHHBIX YCIYT M 00CCIIEUEHHUs] KOHKYPEHTHOTO TIOJI0KEH s, KAK Ha BHYTPEHHEM, TaK U Ha BHEIIHEM pbIHKe. J[iist penenus 1ot
POBIIEMbl  TEICKOMMYHHUKAIIMOHHBIM PEANPUSTHAM 11eJIeCO00pa3sHO KCIIONB30BaTh MEXaHW3MbI BeICHWs OW3HECa, OPUCHTHPOBAHHBIC Ha IPOLIECCHOE
yIpaBJICHHE U YCOBEPIICHCTBOBAHKUE CKBO3HBIX OM3Hec-mpoeccoB. Llenbto 1aHHOM cTaThi sIBIsieTCs BBIOOP S (EKTHBHON MOJEN OU3HEC-MIPOLECCOB, KOTOPast
MO3BOJIUT TEIEKOMMYHHUKAI[HOHHBIM MPENPUSITHSM MPEIOCTABIATH COBPEMEHHBIE, KAUECTBEHHBIC U KOHKYPEHTOCIIOCOOHBIE [0 CTOMMOCTH YCITyTH.

Bo Bpemst mccreoBaHHs ObUIO M3y4€HO COCTOSHHS IMPEANPHUSTUAN TENEKOMMYHHKALMOHHON OTpacid YKpauHbl, ONpEIENCHbl KIFOYEBbIE MPOOGIEMbI HX
JIeATEIbHOCTH. BBUIH paccMOTPEHBI M IIPOAHAIM3HMPOBAHBI CYLIECCTBYIOLINE MO OH3HEC-TIPOLIECCOB U BHIOpaHa ONTHMANIbHASI C TOYKH 3PEHHs MOCTABICHHBIX
kputepueB. [lo pe3ynprataM aHammsa CAENaH BBIBOJ, YTO MPEANPHATHSIM U MOJICIHPOBAHHS OH3HEC-MPOIECCOB IEnecoo0pa3Ho ucmombp3oBath e TOM —
CHCTEMHYIO BHICOKOYPOBHEBYIO OU3HEC - OPUCHTHPOBAHHYIO MOJIEIb, HAIICIICHHYIO HA TPEI0CTABIICHHUE JTIOOBIX TEXHOIOTHYCCKHUIA yCIuyT, B T. 4. u UT. Tak xe
[POaHAIM3UPOBaHBI PeUMyILecTBa oT BHeApeHust e TOM Ha YKpauHCKHUX IPEIIIPUSITHSL.
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