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An analytical study for processes at ETOM
(Enhanced Telecom Operations Map) related to
customer satisfaction in telecommunications sector

Abstract

Syrian telecommunications companies are considered as one of the most important
service organizations in Syria, as they are based on providing all forms of
communication in society, and therefore these companies must constantly develop the
mechanism for providing their services and improve the level of their quality in order
to achieve customer satisfaction, and this will be reflected in the final result on the
profits of this company and on its market share and its position in competition in the
telecom services market in Syria. Within the framework of continuous improvement of
companies is the Processes Management, which are considered important assets of the
company. Understanding processes, controlling them, measuring their performance,
developing them, in order to reduce the percentage of errors to the least possible in and
provide products and services with high quality and added value to customers.

ETOM is an integrated framework has been standardized by the ITU-T
(TeleManagement Forum, 2010) and provides a standardized telecom-oriented
Business Process map covering all functions of an operator, and it proposes a complete
set of hierarchically layered processes describing all operator activities and processes
in a standard way.

ETOM is a framework used to model, map and standardized processes and services
that cover all operational functions in order to improve service quality and customer
satisfaction. Therefore, this research aimed to provide a analytical study on ETOM and
its principles, layers as well as to identify the mechanism to apply this framework in a
standard way that prevents repetition and reduces processes errors and thus improve
the key performance indicators of the process and the quality of services. In order to
achieve the goal of the study, all processes related to customers satisfaction and their
services were identified in order to analyze, model and map all these processes and
improve the level of customer satisfaction in telecommunications sector according to
the proposed framework in ETOM.

Keywords
ETOM -enhanced Telecom Operations Map,

ITU-T, International Telecommunication Union — Telecommunication
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