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Integrated Management for Telecom Operators



Telecom in India is entering into its ~ second orbit of growth

From Urban to Rural Rural thrust is driven by investment programs from mobile operators, consumer demand, low
tariffs and the low penetration rates across rural India

Rural Tele density in India stands at ~11%, as against Overall Tele density of 29.83% ( Aug’ 08)

From Voice to Data Next generation growth pushed by low tariffs of voice services !!

The advent of rural connectivity brings with it new possibilities of e-commerce, e-governance, Telemedicine and
e-education, all set to empower data and broadband growth.

New wave of technologies bring with them new wave of entertainment and Value Added Services like music, gaming,
and other Premium Rate Services.

From Commodity to Service Customer Satisfaction to be the mantra of success !!

Intense competition and Number Portability to ensure that only the providers with a differentiated service offering
survive in the market

India is the second largest
mobile market in the world in

terms of number of subscribers

Mobile subscriber base
expected to reach 620mn by end
of 2012 -50% penetration !!

Broadband subscriber base

expected to reach 47.5mn by

end of 2012
In the wake of intense competitive pressure and cut throat pricing, Telecom firms grapple with dwindli ng
ARPUs. At the same time, Operating Costs are on the rise with increasingly complex networks being buil t.

Hence, a comprehensive study of Revenue and Cost dr  ivers will not only pump in margins in the short te rm,

but will also unlock lot of hidden potential value eventually.
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To remain competitive, providers need to deploy str uctured
interventions across Revenue and Cost Drivers

SUBSCRIBER EXPERIENCE

COST
DRIVERS

REVENUE
DRIVERS

Superior Quality of Service

Smart Technology
Architecture | Favorable Regulatory < Enhanced MoUs \
Framework

QoS |

Efficient Higher Contribution
Network/Capacity e of VAS / Data
Optimization

Reduced Cost of < Reduced Order-Cash
Acquisition & Service Cycle

- _ High
Effective Supply Chain ¥ Pproduct-Realization
Positioning Portfolio

Materials and Franchisee / Vendor
Inventory Management v Tie-Ups

It becomes imperative for Telecom firms to adopt a structured approach that enables actualization of | ong-term

and short-term success to them.
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Many processes in a Telecom company can be likened to similar
processes across a Range of Companies and Industries

Are any of the following business issues troubling you every now and then?

How do | balance superior service to my subscribers at lowest Cost of Servicing?

Is there some easy way for me to consolidate and institutionalize my standard work across all the
circles?

How do | optimize my costs across all products and verticals?

Why are my Fulfillment cycles, lead times and costs greater than my counterparts?

What should | do now, when my technology is not delivering promised results and network utilization is

also poor?

To stay competitive, Telecom firms should
leverage the learnings not only from
International Telecom experiences, but from
other industries as well.This holds strong grain
for the set of Management Concepts and

Service Innovation frameworks that have been

successfully deployed by industry leaders.

FRONT-END PROCESS - Eg.Subscriber Enrolment

BACK-OFFICE PROCESS - Eg.Billing and Collection Efficiency
CUSTOMER SERVICE PROCESS - Eg.Service Request Processing
CHANNEL INTEGRATION - Eg.Circle Level Consolidation, DSA Efficiency

FRANCHISEE MANAGEMENT - Eg.Vendor Management, Outsourcing partnerships
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Integrated Transformation across  Strategic and Operational

Levers enables a corporate to manage concurrent expectatio

ns

ECS possesses deep expertise for actualizing the elements of excellence in business.We have worked

with an eclectic mix of organizations across range of sectors, and have assisted our clients with deep

interventions across Strategic as well as Operational levers.

STRATEGIC LEVERS —

Vision Actualization
Growth Strategy

Culture Transformation

Operations Risk Mgmt

Process Excellence-Lean Six Sigma
Strategic Cost Mgmt & Spend Reduction
Process Reengineering and Redesign
Balanced Scorecard and KPI design

Org Structure Redesign and Manpower Planning
Sales Effectiveness & Measurement

Enhancing Employee Engagement
New Product & Service Development
Metrics Dashboard design

Process BRS Design
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OPERATIONAL LEVERS —»



Robust Process Excellence Architecture  prepares
organizations to handle variations imposed by envir onment

Deployment of Quality principles in Telecommunications is especially potent in that it is proven to be
a powerful driver in eliminating rework, process bottlenecks and duplications of efforts that can injure

customer relationships and choke profitability.

For telecommunications equipment and services, short and long-term success depends on excelling

in operational focus, financial discipline and opportunistic growth.

ECS Value Proposition

Cutting edge approaches like Re-engineering, Lean, Six Sigma, Change Management and
Organization Restructuring are being increasingly adopted by firms to manage growth.ECS approach

concurrently manages multiple dimensions of

Improvement through Lean Six Sigma to improve the existing processes and services
Design for Six Sigma to create new products and services operating at high efficiency
Competency for Six Sigma to provide and develop competencies to organization entities

Business Process Re-Engineering with Value Stream Mapping to identify, quantify and manage

Non-Value Adding steps along the entire Value Chain

Benefits

We are pioneers of six sigma in India and have been offering six sigma consulting since 1998. Our
six sigma consulting proposition has assimilated key learning from TQM, Real time strategic change

and Motorola University over a period of time.
A Process focused Organization with Change Management skills
Continuous Improvement Culture

Cycle Time Reduction, Defects Reduction, Cost reduction, Cash Liberation
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Responsive Customer Service is the foremost differentiator
for the organization in hyper-competitive telecom | ndustry

The telecom industry in India today no longer talks only about customer service — instead, it is
addressing the broader topic of the “customer experience”, which includes the full range of customer
contact from when a service is ordered to when it is delivered. With commoditization of products,
complexity of offerings and incumbent Mobile Number Portability, differentiated customer experience is

the most important driver to subscriber retention.

ECS Value Proposition

ECS believes that a positive, managed customer experience must be consistent, intentional,
differentiated, and valuable so as to give the organization competitive advantage. Our Key approach has

helped organizations in

Focus and Measurement on Service Quality Dimensions of

-- Reliability, Assurance, Tangibles, Empathy and Responsiveness
Development of Service Excellence Framework in line with International Standards
Creation of Customer Service Measurement Scorecards and Dashboards

Customer Service Process Re-engineering so as to balance costs and reduce Non-Value steps

Benefits

Efficient Customer Service Models ensure increased subscriber loyalty and reduced subscriber churn
Improved C-Sat Scores
Reduction in end-to-end servicing Turn Around Time

Overall reduction in Cost of Servicing

Copyright of ECS Private Limited



Strategic Cost Reduction is imperative to counter cut-throat
pricing and disruptive technologies, that may jeopa rdize
revenues

Admittedly, cost elimination with a short term view of countering quarterly revenue challenges does
not hold much grain in the high gestation telecom industry. It is worthwhile to take a committed step
towards complete cost optimization with a long-term view .In order to fund innovation, provide best-in-
class services, pick-up best technology and attract best talent, the telecom companies are now

overhauling their cost structures by pulling out strategic as well as operational cost flab.

ECS Value Proposition

ECS has expertise in handholding the companies in dealing with cost pressures using time-

tested techniques as under:

Suggest Re-pricing levels using First Principle Costing and Aggregated Buying
Enhancing Capacity Utilization and Productivity enhancement for improving Realized costs

A framework to derive Structural operating cost synergies and Overhead cost reduction

Benefits

Efficient Customer Service Models ensure increased subscriber loyalty and reduced subscriber

churn
Improved C-Sat Scores
Reduction in end-to-end servicing Turn Around Time

Overall reduction in Cost of Servicing
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Managing Operations Risk proactively is vital to support
organizational growth plans

In a growing market like Telecom, new opportunities, new avenues are opening up every day.
Proliferation of new products, emergence of new channels, rapid change in technology, new customer
segments hold the promise to be the goldmines to increase shareholder value. However, the
increasing business complexity, tightening corporate governance norms, increased investor and
consumer awareness, could also turn the same goldmines into hotbeds of unknown operational risks.

If ignored, these unattended time-bombs can trigger huge losses.

ECS Value Proposition

Management of Operations Risk needs to be an orchestrated effort and demands conquest of ‘on the

ground’ challenges.

Risk Strategy to provide clear guidance on risk appetite,policies for risk management
Risk Intelligence and Analytics to ensure timely information and analytics for the management
Risk Assessment and Mitigation involves identification of expected operational risk losses.

Key Risk Indicators, identification of which requires a robust and well planned approach towards

risk identification and monitoring.

Benefits
Boost in investors’ and Regulators’ confidence
Strengthening of internal controls
Improved reporting and monitoring system
Preparedness for scalability of operations

Reduced losses from unexpected risks
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Our Credentials...

ECS worked with a leading private sector insurance to improve its post issuance operations

and service delivery

ECS used four point formulas to come up with a new servicing model for the customer servicing.

Reduction in end-to-end turnaround time of servicing to 3 working days from existing levels of 38 days
Reduction in annualized cost of customer servicing by 25%

Improvement in customer satisfaction level, a survey was conducted and score of top boxes was as
high as 90%

Organization wide six sigma implementation at a Hospitality Major with Pan-India Presence and a
Turn-Over of Rs. 800 Cr

ECS conceptualized, proof tested, and implemented the Six Sigma journey for the entire organization

spread across 4 phases turning the client into the most customer responsive hospitality firm in India

Accrual of financial benefits to the tune of 1.81% of revenue in FY0506. Accrual in FY0607 around
4.25% of the revenue

All employees aware of basic methodology. 23% of total workforce including unskilled staff practice the
methodology daily (~4100).

Customer satisfaction ratio improvement by 10.8% w.r.t LY.

17% of the managerial staff qualified to handle and train others on tools and techniques.

Creation of lead and lag process measurement systems.
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Our Credentials...

Managing Operational Risk in the largest Private Se  ctor Bank of India

ECS mapped end-to-end processes across the entities to identify the known and unknown risks

Mapping of existing controls against the risks identified
Recommending and implementing actionable risk mitigants for key open risks
Documentation of risk scorecard and quantification of Health Index

Updation of the internal audit checklists to facilitate future reviews

Improving Sales and Cost-to-Income ratio in a leadi  ng NBFC, dealing in Vehicle Finance

and having Pan-India presence through 120 locations

ECS recommended and implemented Sales Initiatives that led to immediate benefits.

55% increase in disbursements in upgraded locations over a period of 6 months
Immediate 26% increase in income & 16% improvement in cost-to-income in piloted region

Immediate 30% increase in sales FOS productivity in piloted regions

Improving the reliability of Captive Power Plant fo r one of the largest Engineering Companies

of India

ECS led the project using Six Sigma Methodology

Increased generation of 435000 KWH from CPP due to improved reliability

Tripping reduced to 1 in 6 months from 4 in the previous six months

DG Mean Time To Repair improved by 50%
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About ECS...

Founded in 1991, ECS provides Management Consulting services to its clients through its functional
practices and through industry focused verticals. Consulting at ECS is a coordinated effort to build, protect,
and deliver value. We have a strong ‘Implementation Focus’. We work along-side clients with a hands-on
approach to implement our recommendations, and measure the results. We create involvement and

ownership across levels in the client organization, resulting in sustainable quantum benefits.

Our Approach and Methodology

ECS has vast experience in successfully deploying appropriate methodologies to different business
situations, to derive maximum business benefits for our clients. Methodologies like LEAN, BPR, Strategic
Planning, Product Development, Six Sigma and others have been used across diverse businesses &
industries to deliver significant bottom-line & top-line benefits to our clients. We do not follow a ‘one size fits
all’ approach as we understand that each organization is different with its own business & cultural canvas.
Our collaborative approach to consulting ensures driving change management is easier within the

organization for the leadership team.

Our Clients

Our list of bluechip Indian & MNC clients is extensive. We have worked with almost all of the BT 100 firms

and with leading conglomerates in UAE.

Our Offices

Gurgaon

804 Signature Towers, Tower A, South City, Gurgaon-122001

Tel: 91-124-2383301 / 02, 2383278, Fax: 91-124-2383295

Mumbai

2A, Wing A, 8th Floor, Prism Towers, Mindspace, Goregaon (West), Mumbai -400 062
Tel: 91-22-40033400-01, 40074600 Fax: 91-22-40074700

Chennai

1st floor, Mootha Centre, 23, Kodambakkam High Road, Nungambakkan, Chennai — 600 034
Tel: +91-44-42123471, 42123481, Fax:+91-44-42122190

Bangalore

Tel: +91-80- 40794128

Write to us at; Visit us at:

Harsh Bisht , Vice President — Services (harsh_bisht @ecs-limited.com) www.ecs-limited.com



