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Outsourcing In Telecon

11.30 Transforming The Delivery Of

9.00

9.30

9.40

10.20

11.00

Coffee and registration

Opening Remarks From The Chair

Peter Johnson

Director Outsourcing Technical Solutions,
Networks Services Division

Why Outsource? Examining The
Development Of Outsourcing In
Telecoms

* Analysing outsourcing trends in
telecoms - moving from time to
market to cost control and profitability
— to what extent is outsourcing a

strategy for a difficult market?
— what can telecoms learn from
other industries?

« Examining how operators’ outsourcing
strategies are changing and identifying
which functions are currently
outsourced and could be outsourced
- network build
— network maintenance
— network operations
— T systems
— customer care
— business processes

« Contrasting the requirements and
benefits of outsourcing with alternative
externalisation strategies
— out-tasking
- facilties management
— divestment

= Examining the key barriers to the
acceptance of outsourcing
— loss of control
— sentiment
— workforce concerns
— fear of outskiling

Chris Lewis

VP Research EMEA

Defining The Core Business And

Competencies Of A Telecoms

Operator And Determining Which

Functions Should Be Outsourced

« Evaluating telecoms operators and
identifying core business functions and
competencies

* Determining which functions operators
should outsource by identifying
— key strategic functions
— revenue generating functions

* |dentifying the potential impact of
outsourcing core business functions
on operators’ strategic flexibility and
business agility

e Conducting an internal assessment to
determine the impact of outsourcing
specific functions on an operator’s
business processes and organisational
structure

« Evaluating whether operators should
outsource both network and customer
centric functions

* Identifying competencies which are
likely to benefit from the synergies
available from outsourcing

« Ensuring that outsourced functions
can be successfully integrated into the
overall business processes

Irene Cackett,

Independent Consultant (Formerly CEO

)

Morning Coffee

12.10

12.50

2.20

Customer Service And Increasing
Value In TNZ/AAPT Through
Outsourcing
e Examining the journey from the New
Zealand Post Office to a Trans Tasman
telecommunications service provider
* Evaluating the role of outsourcing in
this transformation
— property
—  building network
— maintaining network
- T
— call centres
* Choosing outsourcing partners - the
“Transforming Vendor Relationships”
exercise
e Examining the pay off from
outsourcing
— financial
— customer service
— positioning for success in a
reshaped telecommunications

industry

* Lessons learnt on partnering and
outsourcing
David Bedford

CEO

Case Study: Outsourcing Network

Build And Operations Within

Lattlekom

e Making the business case for
outsourcing within Lattlekom and
determining which functions to

outsource

— design — construction

— network operations and
maintenance

« Evaluating the outsourcing strategy
adopted by Lattlekom

« Determining the operational challenges
experienced at each stage of the
outsourcing process

* Examining and quantifying the benefits
of outsourcing for Lattlekom

Harijs Civkulis

Process Management Director, Network

Maintenance Division

Lunch

Making The Business Case For

Outsourcing Network Operations And

Maintenance

* |dentifying the expected benefits of
outsourcing network operations and
maintenance in terms of
- cost - efficiency
— performance - flexibility

« Evaluating the key obstacles in making
the decision to outsource
— staff fears
— loss of control

* Meeting the challenges of winning
management support from all levels of
the business

e Selecting an appropriate outsource
partner to support core business
functions

« Examining the challenges of managing
and maintaining an outsourced
network

* Reviewing existing network operations
and procedures

e Setting appropriate SLAs for
outsourced network operations and
maintenance

« Determining the impact of outsourcing

3.00

3.40

4.00

4.40

5.20

5.30

Tel +44 (0) 20 7915 5055

these operations on Total Cost of
Ownership
Peter Johnson
Director Outsourcing Technical Solutions,
Network Services Division

Brasil Telecom: Evaluating The Drivers
For Outsourcing Network Maintenance
e Examining how outsourcing can
reduce an operator’s costs and
quantifying the potential savings
— economies of scale
— gain sharing
— cost of specialist staff
e Determining the financial, commercial
and operational challenges of
outsourcing network maintenance
« Evaluating the key challenges for Brasil
Telecom of outsourcing the monitoring
and maintenance of transmission and
switching systems
e Selecting outsourcing partners for
network maintenance
« Determining and setting appropriate SLAs
Francisco Aurélio Sampaio Santiago
Function Director - Network Operations

&
Waldeck Pinto de Araudjo Junior
Director - Information Technology

Afternoon Tea

Developing Successful Partnerships

To Maximise The Strategic Benefits

From Outsourcing Network Build and

Maintenance

« Defining and agreeing outsourcing
objectives

e Determining the cost drivers for
outsourcing and managing cost
reduction

 Competence development for multi-
customer business

e Programme management of the
outsourcing plan

« Developing and implementing multi-
country agreements

« International outsourcing — adapting
solutions to local needs

e Gaining employee “buy-in” for
outsourcing

* Maintaining partnerships and
managing continuous improvement
after outsourcing

Martin Kirke

Outsourcing Director

Case Study: Delivering Outsourced

Network Field Operations To Cable

& Wireless

* Examining the key drivers for
outsourcing network field operations

« Determining the impact of outsourcing
on the quality and cost of service

« Examining how the handover to the
service provider was managed

* What obstacles were encountered and
what lessons were learnt?

« Evaluating the benefits of outsourcing
network build

Graham Roberts

Managing Director

Closing Remarks From The Chair

Drinks Reception
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8.45

9.00

9.10

9.50

Coffee and registration
Opening Remarks From The Chair

Negotiating And Managing The
Outsourcing Contract And SLAs
* Structuring the outsourcing deal to
share the business benefits of
outsourcing
— joint ventures and other SPVs
— alternative structures
— the “Virtual Telco”
= Meeting and managing the legal
requirements and risks of
outsourcing
- TUPE
— asset transfers
— managing service provision
« Establishing SLAs for outsourcing
— penalties and incentives
— maintaining and updating
SLAs
= Managing price and benchmarking
long term outsourcing contracts
« Exiting the outsourcing partnership
Rory Graham
Partner

Joint Case Study: Optimising

The Benefits Of Outsourcing

 Examining the drivers for
outsourcing and evaluating the
potential benefits
— network evolution
— cost savings

e Setting SLAs and maintaining QoS
for the network
— measuring service levels

* Selecting an appropriate
outsourcing partner and managing
the ongoing relationship

e Examining how outsourcing
impacts Total Cost of Ownership
and long term shareholder value

Robert van Maasakker

CFO

&
Johan Wibergh
VP Managed and Support Services

Each presentation will last
35 minutes

11.00 Morning Coffee

11.30 Developing A Cost-Effective

Due to unforeseen circumstances, the programme may change and IIR reserves the right to alter the venue and/or speakers

And Flexible IT Infrastructure

Through Outsourcing

* Focusing on what you want to
achieve - key drivers, aspirations
and implications

« Innovation and change - making it
happen

* Getting the best out of your
outsourcer - aligning objectives,
successful governance

e Setting scope - end to end
processes (BPO) or just IT?

Les Mara

Executive Director

12.10 Increasing Efficiency And

Minimising Costs Through
Business Process Outsourcing
« Defining business process

outsourcing and identifying the key

business processes that can be

outsourced

— examining the opportunities
for telecoms operators to
exploit business process
outsourcing

* Evolving from outsourcing tactical

functions to strategic functions
« Evaluating the potential risks
from outsourcing business
processes
— using KPI based SLAs to
maintain control
* Quantifying the potential cost
savings from business process
outsourcing
— example case studies
Mark Farmer
Director Product Marketing

12.50 Lunch

2.10

Outsourcing Billing To Reduce
Costs And Increase Flexibility
= Examining the drivers for
outsourcing billing functions
— cost control
— development of next
generation services
— skills shortages

* Determining which elements of the

billing process should be
outsourced
— end to end billing
— rating and bill production
— new services
« Evaluating the costs and benefits
of outsourcing different billing
functions
 Examining the potential risks of
outsourcing billing
— loss of control over customer
information
— reduced potential for
differentiation
« |dentifying appropriate SLAs for
outsourced billing
Richard Brand
Director Solutions Marketing

Case Study: Outsourcing
Interconnect Billing Within BT
Belgium
= Making the decision to outsource
interconnect billing
 Examining the cost benefits
available from outsourcing to a
bureau compared to an in-house
system
— headcount
— time to launch
— hardware and software
licences
= Non-cost related advantages of
outsourcing
— dimensioning & tuning
testing new technologies
— upgrades
focus on core activities
— vendor partnerships
* Checklist for vendor selection

e Future of outsourced interconnect
billing systems

Vincent Coessens

Manager, Interconnect Billing

3.30 Afternoon Tea
3.50 Panel Session: How Much Further

Can Operators Exploit

Outsourcing?

* Forecasting how the market for
outsourcing in telecoms will
develop
— how will definitions of core

competencies change?

* To what extent should outsourcing
be viewed as part of a long term
change in the telecoms market?

e How much further can operators
exploit outsourcing?

* Which industries can telecoms
learn from?

— to what extent does telecoms
differ to other industries?
 What functions should operators
aim to outsource in the future?
4.30 Closing Remarks From The Chair
4.40 End Of Conference

For further information on the
programme content and speaking
opportunities contact:

Tom Davies, Senior Conference
Producer, IIR Telecoms +44 (0) 20 7915
5022 / tdavies@iir-conferences.com

For further information on
sponsorship opportunities contact:
Ed Malkoun, Senior Business
Development Manager, IR

+44 (0) 20 7915 5086
emalkoun@iir-conferences.com

About IIR

IIR is the world’s largest independent
conference organiser, arranging over
4000 events each year in 25 different
countries. Our independence, together
with our in-depth research, analysis and
understanding of the telecoms market
ensures that we consistently produce
highly successful, unbiased and truly
market-led events, which regularly draw
the participation of key decision makers
world-wide.

© Copyright IIR BV, 2002

Fax +44 (0) 20 7915 5056



Outsourcing In Telecoms

One Day Post-Conference Workshops -
Wednesday 26 March 2003

Optimising Telecoms
Network Outsourcing
Strategies
Objective

To give participants greater detail on the process of deciding whether to
outsource, identifying and setting targets and choosing a partner. Through
discussion and interaction, participants will be able to explore with experts
how outsourcing might be applied in their specific organisation.
Participants will leave with a clear idea of the issues involved and the
pitfalls that need to be addressed.

Programme

1. Why outsource? What to outsource?

Outsourcing is a big decision. For an operator, the decision can touch at

what has traditionally been the heart of their business. Therefore

thorough preparation before even talking to potential partners is key.

* What are the desired outcomes of outsourcing?

+ Deciding what could be outsourced and what should remain in-house

= Determining the criteria by which the success of an outsourcing project
should be judged

2. Creating the business case

Outsourcing as a business case has got to work for both the operator
and the chosen partner.

* Testing feasibility

* Establishing a realistic internal benchmark

* Ensuring all costs are covered

3. Choosing a vendor

Often operators treat outsourcing in the same way as any other
equipment procurement. This leads to frustration from both the bidding
and the adjudicating parties.

* Establishing the initial selection criteria

= |dentifying suitable candidates

= Key criteria for the shortlist candidates

4. Considering the HR issues

Any outsourcing project centres around people. Handling the staff
transition correctly is vital to ensuring business continuity throughout the
project.

e Legal constraints and requirements

* Roles and responsibilities of the operator and the partner

= Maintaining staff motivation

5. Achieving a contract

The contract is critical. It sets the tone for the relationship.

= Areas specific to outsourcing

* Ensuring adequate flexibility to accommodate business or
technological change

* Incentivising the partner: rewards and penalties

* Ensuring a smooth termination

6. Executing and migrating to the new

So far, we have talked of theory. The execution of the contract puts all
this into practice.

* Actions for success

* Managing transition problems

Workshop Leaders

Alcatel will be joined by other experts in the outsourcing field. Further
details will be announced on the conference website.
www.iir-conferences.com/telecomsoutsourcing

A Practical Guide To
Outsourcing Customer
Facing Operations
Objective
Participants will learn how to:

* Build understanding of the practical issues around setting
up an outsourced programme

e Manage a new service introduction in conjunction with
outsource partners

e Determine SLAs and KPIs that are both meaningful for
your business and practical to deliver

* Measure and manage an effective two way relationship
with your outsourcer partner

Programme

This workshop will take a customer centric view of the practicalities of
outsourcing customer facing operations including contact centres and
billing operations.

It will be based around a composite case study (drawn from a range of
client experiences) of an existing operator looking to launch an
innovative new service. It will cover the aspects of:

e Risk/reward profile of different options - in-house,
outsource, offshore

e Compatibility and integration with existing systems
and processes

e Scalability of solutions depending on uptake

e Technical support of customers adopting the new
service

e Managing staff skill sets in new areas

e Aligning operational delivery with marketing
programmes

The workshop will look at some of the practical issues surrounding
implementation including:

e Timescales
e Data migration and consolidation

e Setting and managing SLAs and performance
indicators

Workshop Leaders

Mark Hennessey
Marketing Director, Customer Management Group
Convergys

Richard Brand
Director, Solutions Marketing
Convergys

registration@iir-conferences.com




Outsourcing In Telecoms

10 Compelling reasons to
Attend Outsourcing Telecoms

1.

10.

Learn from David Bedford, CEO of AAPT, how
outsourcing was used to refocus AAPT’s core
business

Identify the impact of outsourcing on telecoms
operators’ operational costs and efficiency
Discover how Lattlekom outsourced network
design, build and operations

Evaluate how outsourcing billing can drive cost
savings and increase flexibility

Hear how Brasil Telecom have exploited
outsourcing for network maintenance

Examine how to negotiate and manage
appropriate SLAs for outsourcing

Evaluate how Cable & Wireless have
outsourced network field operations

Discover how to fully exploit outsourcing in
optimising your IT infrastructure

Robert van Maasakker, CFO of O, NL on
optimising the benefits of outsourcing

Take advantage of big group discounts to enable
you to bring the team! Contact Anthony Bennett
on +44 (0) 20 7915 6667 / abennett@iir-
conferences.com

Outsourcing in the News

"Telecoms Operators are turning more urgently to
outsourcing as a way to shed expenses and improve
operating margins the market for telecoms outsourcing
will top $5.3 billion this year"

p$ y (CWI 21.10.02)

“Network operators outsource to survive...
Competitive operators are farming out their
infrastructure requirements so that they can focus their

resources on offering services.” (CWI 6.5.02)

"Behind strategic outsourcing's growth is a realisation
that a specialist may be able to provide a routine service
at lower cost, and with better technology”

(The Economist 29.11.01)

Representatives of fixed and mobile operators,
network manufacturers, software vendors,
outsourcing specialists and consultants including
CEO, CFO, CTO, Directors, Heads of Department &
Managers of: Outsourcing, Strategic Planning,
Network Planning & Design, Network Operations,
Billing, IT, BPO Business Support Systems, OSS,
Business Development, Sales & Marketing

Senior Event Sponsor

business and technology consulting, network design -

Alcatel designs, develops and builds innovative and competitive communications networks, enabling carriers,
service providers and enterprises to deliver any type of content, such as voice, data and multimedia, to any type
ALCATEL of consumer, anywhere in the world. Relying on its leading and comprehensive products and solutions portfolio -
stretching from end-to-end optical infrastructures, fixed and mobile networks to broadband access — and on its
full range of professional services, Alcatel’s customers can focus on optimizing their service offerings and revenue streams while optimizing
their operating costs. To meet today’s increasing demand for customized network solutions, Alcatel’s professional services range from
integrating Alcatel and third party equipment including operation support systems -,
implementation management up to technical network operation and maintenance services. With sales of EURO 25 billion in 2001, Alcatel

operates in more than 130 countries. www.alcatel.com
Assomate Sponsor

Convergys is the world's leading billing, customer care and employee care specialist. With 45 contact centres across the

. globe and more than 35,000 agents, handling over 1.7 million service interactions per day, Convergys is the world’s largest
CONVE RGYS provider of outsourced customer management solutions. The company, which has a long history of working with leading
telecommunications companies, from AT&T and BT to Orange France and Vodacom, offers a range of proven solutions and
offshore services that enable clients to minimise costs and enhance efficiency. Convergys’ billing solutions support leading wireline and mobile
telecommunications companies across EMEA and beyond. Its unrivalled variety of delivery models includes a managed service option, which allows
clients to focus on their core business. It provides a predictable cost model adjusted in-line with expected revenue streams and enables companies
to upgrade key infrastructure whilst minimising capital, development and operational costs. www.convergys.com

Supported by

e

Application Service Provision (ASP)

Please contact Julie Vindis, +44 (0) 20 8676 9916 — Email: events@noa.co.uk for details to become a member, to attend member meetings,
sponsorship opportunities and conference participation or visit our web site: www.noa.co.uk

Official publications

The Outsourcing e-Information Portal

fﬁ OUTS LR IMGTE T

The PMP Group provides a range of marketing services in the UK and globally, including highly regarded business publications such as
i Conspectus, IT Services & Solutions, Management Consultants’ News and Consultants’ Advisory, conferences and market research for
oy both IT decision makers and their advisers. To find out more about how PMP can help you, visit www.pmp.co.uk

OutsourcingCentral.com, The Outsourcing e-Information Portal provides informative outsourcing information for corporate
OutsourcingCentral.com decision makers to make knowledgeable decisions about outsourcing before purchasing. Bringing together buyers and
sellers to help create win-win partnerships in the outsourcing marketplace is the mission of OutsourcingCentral.com. To
qualify for a FREE Subscription go to www.outsourcingcentral.com and click on the FREE Subscription link.

NOA - The Association for Effective Business Outsourcing

The NOA is an independent body whose objective is ensuring effective business outsourcing by:

* promoting best practice, delivering information on market developments in business technology outsourcing to its members
(benchmarking, standard contracts, market research, tariff reviews etc.,)

« providing a monthly forum for members to meet, learn and discuss outsourcing issues

 communicating the benefits and lessons learnt of business outsourcing encompassing contact centres, IT infrastructure, e-business and

Outsourcing Center, an Everest company, is the world’s largest online educational community for outsourcing. We specialize
in branding, lead generation, thought leadership, best practices and innovation in outsourcing. Our mission is to build the
industry by helping people understand how to create value in outsourcing. Visit us at www.outsourcing-center.com.

www.iir-conferences.com/telecomsoutsourcing



Outsourcing in Telecoms - monday 24 - Tuesday 25 March 2003 CG2069
Optimising Telecoms Networ k Outsourcing Strategies CG2069W

Wednesday 26 M arch 2003

A Practical Guide To Outsourcing Customer Facing Operations CG2069X
Wednesday 26 March 2003

Please do not remove this label, even if incorrect - it contains your customer code Venue and Accommodation Details
Brussels Marriott, Rue Orts 1-7, Brussels 1000, Belgium
Phone: 32 2-516-9090 Fax: 32 2-516-9000
Delegates are responsible for the arrangement and payment of their own travel and accommodation.
However IR have negotiated a specia room rate at the Brussels Marriott. Please contact them
directly stating that you are an 11R delegate, or complete the hotel booking form that you will receive
upon registration.

UNABLE TOATTEND?

Nothing compares to being there - but you need not miss out.
Simply tick the box, complete your details below and send the form dong

with payment. Your username and password for your online documentation = OUTSOURCING
will be sentt to you within five working days of the event being held.. IN

O Online docs @ £399 VAT is not charged TELECOMS
Visit the website for samples and other available documentation
Fax the form to : +44(0) 20 7915 5056

If you have any questions, please contact 5 _

Claire Gdianaon +44 (o) 20 7915 5156 www.iir-documentation.com

Your VIP number is on the address |abel. If thereis no label, please quote
ABCDEFGHIJKLMNOPQRSTUVWXY Z

T
= —i
= =

Decide what you want to attend

for more than one delegate please photocopy this form.

Tick Date Title Code
O 24-25 March 2003 Outsourcing in Telecoms CG2069
O 26 March 2003 Either Optimising Telecoms Network Outsourcing Strategies CG2069W
O 26 March 2003 or Customer Care and Billing Outsourcing CG2069X
: Remember, if two or more delegates
Work out the price R L e b

. . . ) ) . . . multiple bookings discounts.
In addition to the multiple day discount, register before 24/02/03 and benefit from the following great early bird prices...

Use this column if registering Early bird price - available for Use this column if registering Full price
befor e 24/02/03 (Tick box) registrations before 24/02/03 after 24/02/03 (Tick box)
0 All Three days Save £100! £1690.00 +VAT @21% (£2044.90) 0 All Three days Save £100! £1890.00 +VAT @21% (£2286.90)
0 Conference only £1095.00 +VAT @21% (£1324.95) 0O Conference only £1195.00 +VAT @21% (£1445.95)
O Workshop only £695.00 +VAT @21% (£840.95) O Workshop only £795.00 +VAT @21% (961.95)
Personal details Mr/Mrs/Ms First Name Last name Job Title Department
1st delegate
2nd delegate
To assist us with administration of this booking please supply the following details :
Mr/Mrs/Ms First Name Last name Job Title Department
Head of department
Booking contact

Company name: Address:

Post code/zip: Tel: Fax: Email:
No. of employeeson your site: 1) 0 0-49 2) O 50-249 3) O 250-499 4) 0 500-999 5) O 1000+ Nature of your company’s business:

" Sicp 3 [N

Payment should be made within 14 days of registration. All registrations must be paid in advance of the event.
Billing address if different from above:
O Cheque. £ Enclosed is our cheque in favour of IR Ltd. (VAT No. BE 465 660 970) Please ensure the conference code is written on the back of the cheque. Code: CG2069/W/X
O Credit Card. Please debit my: O Visa, O Amex, O Eurocard, O Mastercard Card no.

Expiry date: Signature: Please note that cards will be debited within 7 days of your registration on to the conference

O By Bank Transfer — should be made to: Barclays Bank plc, 54 Lombard Street, London, UK. Account name: IIR Ltd - Receipt Account Number: 80686468 Sort code: 20-00-00. Swift code: BARCGB22 Please
include the delegates’ names, registration number and reference CG2069/W/X in the transmission details.

Five easy ways to register

Telephone - +44 (0) 20 7915 5055 Fax — complete form in black ink and fax to +44 (0) 20 7915 5056
Email — registration@iir-conferences.com Please include the code printed  Web — www.iirconferences.com/tel ecomsoutsourcing
on your address label in email correspondence, it will help us to process Post — Customer Services Manager, |IR Ltd, 29 Bressenden Place,

your order quickly. London SW1E 5DR, UK

Data Protection- Personal data is gathered in accordance with the Data Protection Act 1998. Your details Incorrect Mailing- If you are receiving multiple mailings or you would like us to change any details or

may be passed to other companies who wish to communicate with you offers related to your business remove your name from our database, please contact our Database Department on +44 (0) 20 7915
activities. If you do not wish to receive these offers, please write to the Database Manager at the above 5135/5693 quoting the reference number printed on your mailing label. Alternatively, fax this brochure to the
address. mailing department on fax number +44 (0) 20 7915 5679 or email: integrity@iirltd.co.uk. Amendments
What Happens I | Have to Cancel?- Confirm your CANCELLATION in writing (letter or fax) before can take up to six weeks so please accept our apologies for any inconvenience caused in the meantime.

10th March 2003 and receive arefund less a 10% service charge. Should you cancel before the 17th March @ Additional Requirements- Please notify IR at least one month before the conference date if you
2003 then you will receive arefund less a 50% service charge. Regrettably, no refunds can be made for w3 have any additional requirements e.g. wheelchair access, large print etc.

cancellations received less than one week prior to the conference.

www.iir-confer ences.com/telecomsoutsourcing Tel. +44 (0) 20 7915 5055




