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I AR R R EREERERR - TR - EERERSHEEES
BI > FHAERARNES - EHRRERIRERER - TEEEHSROERANEERE
TR ARG TE - MREREER  BAREERF - PRIRBOR - REATEEL
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4,000
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1998 | 1995 | 2000 | 2001

@ Cable
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+ 5 2002

2003 | 2004 | 2005 | 2006 | 2007
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3 ERNEREMEERN
3.1 RRAEE A SHESRI AT

FR BB A TR S AR - RN —B0 ATl RAFATHEE R LR L
BOMETRES B  fesre B (B B HIRERS - BRORSROIRNE - SKhE - fUF FLARMERS
LR OB TIF B2 el e R e (End-to-end)3 R HBIRE - SARIRTEE
I - REBREERASY - B BB - SISE SRS EEE(CNM - CRM)SRRES S 1k
(SLAEEHIFMRER

—(EHEE R BRI BB T(F - FILUERIZSRRE SR B TRR
SRR FARTY - TS RERHE] - WSt R ERRMEER R RE P IRIEE S AH
RREEFF - UELR TR AR - SRR R - fEm T RERRITE
ERE - WSEREDUR BERIRE -

— (B R E M AR S LIF - UHAEE RTERER GRS T HuF
KSR R EEERRE S - WIS BRI - RMERREEEEEL 2
EROHERHEE T BRSEEEFHEATIRGHE - 488 web-based FR{AHK
% REE S L REHEN SR AR RS SRR DR P T E CAYRERER
W SEERE AR BRSO WS ESH S E N ERE S © 2R
PRS- B HEEGR IR E RN R -

IP HBRS B (SR K P M R TSR R R 2 AR AIREIEE - FTLALL 1P A8
B ELRE Y ST BRI R AR - BEAFMERRTRRESEEE SR
2 fAikEs L RERA - THELRATHEE P fER: - RMBANEERE— AR &
BEROETEREER P R FIETRERE - —ERMATSIREC S WRA
#5 - SEREEFIE (ST 2N - BEEE - WHM - Scalability - HiEREME)(2 FIRLR) K&
FREEIIRER(ESE - FEEFREFSEARM - BERREH - FFEA.....FF
FAEREREAEE R BT SRE AR MR A T - B8 Laley Tl -

—(EEERGREETTE B IRE RS A2 EEEHRD - ZHEMUH
EEEERB RSB IR MRS - HEIREE - EREE - IRESIEE - FER
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B2 AAEHaHEERL -



3.2 RA%LEL0RH

2 E A ARAIE - IR SE & (Customer Qos Management » Service
Quality Management) - ET5/488& R &(Service Planning and Development Network
Planning and Development) - AE#5#t%£(Order Handing > Service Configuration) - g%
fHRE% 38 (Problem Handing » Service Problem Handling) - 1R#5&# (Invoicing and
Collections » Rating ~ #8%%# (Network Provisioning » Network Inventory
Management > Network Maintenance and Restoration Network Data Management) -
% R (Customer Interfere Management Process) » LU E SR INLIERS -
3.21 % £ QOS # 2 (Customer QOS Management CQM)

FEEEIRFSRALS MBS RE R TR SR E 5 TR SR E (SLA)TE
IR o TR LER  ZEE T BRI ER IR < W E R g TOM
R L B HIThRE - 5 QOS EHH HEENEIEREREE2E] SLA &5 » 2
REEWEE - HUBEEE & PR SLAQOS #3 - BERREATS SLAQOS 21
¥ BREFRESERE/ER - EHRESERS - #F SLAEPEN RD F%F -
ERFHEAHE > FEZUE—RREAZFH SLAQOS BH I » ILHRTHE
SRR EFS - BATISEE R EE Y E PR EEA - HRiFHREE
{EEF QOS BHE R#MHE FEE] SLA Ik - DIERIRB R R=ELEE - IPVPN
R » HAth MOD ~ ADSL 48 - FTTB H#8 R AESRIRHS thIEMRIER AR -

3.2.2 BRF% & B % 22 (Service Quality Management Procurer » SQM)

s A R B RN B B AT IR SH L SRR - REtRIREs =R
HITREEs 2R S R s < IR S B e ) M AT ARG o B DAREE R B AR
BERE - BE%R - (THRERSEETRNER  EME RSB ERICEE S
18 - SRR S B HAREC 2R - DFMERES S EERER - R
T RERTI AR W R RARRE RS B RES < IR L B ThRE R S E - IR E EE RN

-6-



o> 4 IP-VPN ~ ADSL 4% - FTTB b4F - MOD &% HIERE L EESH AR ESE -
323 BR# T & & 3 (Order handling » OH)

FRFsE T B R (OH )R Bl FEE A DRI IERERR B % P AR Sa T B R AERR A, » DI R
7 - HIhREME S B2 ETE - BoEs TERTIRG vl 171 - HEMEIS & SLA A - EF{EH
e~ BAK AR - BOSt - HERTEREREEHRIVE « BAE SR ER R
BAMRE RETERMTESS - BANEERM Bundled Services - A k#sZ OH fE
HLE—ERARMERE - AR FERESTER —ERET -

E;;:*l |Order Handling Process l @

INPUTS QUTPUTS

Orders wth Speciel Discounts ard
Estimated Due Date,
elletions and Stetus Inquiries

Estimeted Due Date and Price Re;
Confirmetion of Due Dates,
Com pietion Notitication

Orders wih Special Discourts end N Estimsted Due Dates and Prics Sales
Order Handllng Responses, Confirmation of Due

D ate, Ci 1 vl

Sales

Pre-order Feasibiity Request,
Cancelletions and Status Inquiries

- Accept orders

P roblem
- Determine pre-order feasabiity QoS and SLA Terns, Protie(s H anding
- Prepere price estimate, SLA terms

- Deveiop arder plan

usomer QoS
anagem ent

Requiemens Re nal "-,- nd. :
~Pertorm credt check SLA Tern's, Campletion Natificatio

Other Service Order and Status N _ Request customer depost
( } ) Other
Service Order and Stetus
- Reserve number Providar(s)

-Assign or poart num bers/ham es/addresses

Service

Planning and Service Options, Prices -Initiste service instalietion New Changed Cust \nvaicing and
Deveiopmant 2w Chang omer Accou, )" ¢ gyections
-lssue order and track crder stetus Service Naotification and Activation

- Complete order, notify customer

Service Feasabilty, Dus Date, » - Initets biling process
Configuration Comgetian 4 Preservics Feasablity Reques zz:'ic’ .
= Corfigare Service, Aclivate Servic8 Ll 4

Service Orders to Other Providers can elther be genemted by the ordering process of by

Canti ion pracess, onthe nature of the service ordered by the
Customer. They cen also be genersted from the Network and Systems Managem ent
processes vhen part of the network infrastructure.

Reguest

Credt Buresu

3.24 FRA53% & #2 A (Service Configuration process, SC)

HRHsas e RE PR B AR e e i IR S A RS B P AR - HDDRERE BLdas

(Installations) - #HHE%FE R FATERZ IR (S THATRR) - EHHEBRB(ENEFE
-7



RO R R RS AR R EY) - B4R L AR - End-to-end JRESHIS, « SRS SR
B . B ESEFT BABAERIERR S (P-VPN « ADSL 48 FTTB L4 » MOD)
& B BRI S A -

Service Configuration Process I
Custamer | C ustomer
[T R S e

Customer
interfice
Managemant

Order Handing \ 5. service Feasability Request, Service C(;nﬁguration Feasability, Due Date, Order Handing
onfigure Sarvee, Actam ompletion
Service

- Design salution ( pre-order )

M"wr_, - Assign capacity ( pre-order ) € omplatian Notfoaton D
S— - Configure networkand CPE 4

Requestm
¢-conigure

Completian Notif

- Update custom er configuration recard 7
g:;:"‘_'m Request to Reomigura P g R econfiguration Campletion ::;:I":n
Mansgament g - Initiate/ accept configuration Manag gmert

requests to/ from other providers
Adds, Changes, Deews, Addional
Capacity Requiraments, Fraswic

Servce Qul Service Confgura Service Qualt
i ; - Initiate ins taliation wark srvee Comguratons .’< Mrlviomid >
T —— - Manage numbers
Dthe Dther
Frovde(s) AssTgnmunt Requast, Frousioning Provdeds)
- End to end senvice test Req uest .
o Awilable Capacity Pre-senice - Report com pletion Adds, Changes, Detetes oo
9 and Prousianing Request Resuts M:nin:vmm 4
2

Preservice Assigrment
Request, Provsioring Request.

Tast Request Natw ork
Provi sioning

Additional Capaity
Requl rements

Awilable Capacity Pre-servca - Activate/ deactivate senice
Znd 7 R R

rovsioning Request Rasult:

Pre-ordered Enginearing
signment

Planning and
Dewl o.nm-n

Network
Planning and
Devel cpment

3.25 %8 & 22 #2 /- (Problem Handling process , PH)

FIRE R AR 0 B BRAE R R - TERE - EEM R IR R » B PR - 2
REMER il B2 IR B (R B & P H 5 8¢ SPM) ~ sBA1E RIS R HLERE R TR IH A%
FPRESHESE B/ tuEdRe /585 SPM BRGNS - MEFySRTRER - FE

-8-



% o SEHE PR - SUERTRER R - 5 CQM HE (PR E RS H Ry T
1 - TERBILAMISTER B —EEE RGBS HIRE - ARICEAENRE 5
SRR P RIS T IR RIRE R R A
BEE—EEARMT -

| Problem Handling Process I
INPUTS OUTPUTS

Custormar Notifications (e.g. Problem and Resalution Notificationgy/ oaemrg.
Management muble Reports Trauble Ticlets Status Reports Man agement

OrderHandling \ qu5 ang SLA Term

Prafiles
Service Completion Notifications Dsta;
Canfiguratian

Other
Provider(s

Problem Handling Malor Trautie Tickt “

- Receive tiouble notification

- Determing cause & resolve/refer

Cudomer QaS
- Trackprogressaf resot ution Problem Repots
- Initiate actian to reconfigure, if needed

- Generate tiouble ticketsto Froviders

- Conflrm trauble cleared
nirm Regues o Re-configure Service
P, Configuraticn
- Natify customer when trautile tieared
- Schedule with and notify cudarmer of
Trouble Ticlets LR

planned work
Service

Problem
Managgment

Rating and
Disaunting

*when a trouble isreported by the cugtomer, a trouble tickst may be sent to Service Pmbism M anagement far correction. When a trouble isidentifled
by Sewice Probiem M anagement {via Service Quality Management or Network M aintenance ar Network M aintenance and Restaration) then Problem
Handling isnotified in order to inform the cugomer af the problem.

Trouhle Ticlet”,
Trouble Cleared

Service Trouble Ticket, Trouble
Problem Cleard, Plannad M aintenarte
Managamsant £ . n

SLAViolationg Planned
Maintenance, Scheduling
and Notification

Cudamsr QoS
Management

Service Quality 'y
Management  §~,g

of
Viplations

Tickets

SLA/QDS Violations,
Trouble Tickets

3.2.6 JRF%5 B RR & 32 2 5 (Service Problem Management process , SPM)

ARSI E AR Fre B A HEE AR HIRE < SRR PERR o - HIhRERE R IRHEE IR
BRE FR Hrbe (IR RREZRIE T RER B & s MRS B R R R E AR ER
EIREST - TR BRI - IR IR B IR E  E S MREE - HER
fi P ER S R ~ RS pR R B S SRAU S - B2 SC FERCIRSEROERR B AR R » 52

-9.



R - SRR (NM)A 3 DU S R SR B R IR 3R  ARASHIRE S 40 ~ RERR R LR
REER - 3 B B AR R R - — R AR R R TR i R R A
ST IR IIRE R AE IR I B R - DU REEIRES(P-VPN -
ADSL 44> FTTB -8 - MOD)RFIRE IR S EERIR -

\Sewlce Problem Management Process I

. Cudomer QoS
impacted Service
Performante Management

Jata, Neaotia
sgn Changes

Problem N .
Handling Tmuble Vicet Service Problem Sew 2 et
Management Repo
Sanvice ) - lsiate and reslve @rvice i Service
Configuration Reconfiguration Comp letion problems Request to Re-configure Configuration
. . - {dentify chronic failures el
Sevice Quallly - Determine impacted sewvice
ua 0S Viglatlo erformance ble
Management Q ne P I::garel Ti
N - Provide performance data
- Recommend setvice re-design

Sr—gfi(dar(s Sewicel SLA Affecting Problem if sppropriate Trouble Ticket*, T muble Cleared f{:’nbdlﬁ?g
Resniution, M aintenanace Resolufion Planngd M aintenance

Sewice! SLA Affecting Problem Resolutign
M aintenence Relution.

Sewice De

Other
Providen$

Service Problem Indication;

Tes Requed
Netwark
Maintenance
and Regoration

* When multiple toubles are repotted by customersaf a srvice, a report may be sent from Probiem Handling to
Sewice Problem Management for conectian. When a trouble isidentified by Sewice Problem Management &ia
Network M aintenance & Regoration) then Sarvice Prablem Management notifies P mblem Handling.

Metwork
Maintenance
and Regtoratian

3.27 W B 4 4% 12 42 K (Network and system Management Process)

BB SN TIE » ISR SR 2 E (Network Planning and Development,
NPD) - #8E&{it#5(Network Provision , NP) - #8& & 738 (Network Inventory
Management , NIM)LLE: #8R& 4 5% & [5115 (Network Maintenance & Restoration ,

NMR) - {8 & A2 (Network Data Management , NDM)&%% » & BREEHEERATHERE

-10-



o AR R B R (NPD) B B T RS M SO BB A R A -
FRETRMELS - THEESBLEE(NP) - SRR E(NIM) - SR R I (NMR )
— (B R R R B AR R » TR (R S HRE AR > DR E
SR E R - BN (NDM) T S 5% - E R
SR HERRATE A HCE AR B SR TTRA -

| Network Planning and Development Process I

INPUTS OUTPUTS

Service
Configuretion

New Service D escription,
Capadty Plan

Additional Cepecity
Request Pre-ordered Engineering
Assignm ent

Capabiies/
Capeacity

Service
P lanning end
D evelopment

Service Quakt . N " . Netvark
Netvork Qptmizstion Resuts Network Planning Configuration Requremerts
and Development v
:snng:mb:r: apadty/ Perfam ance Data - Develop and imdement procedures Maintenance Rules/ Poficies ::‘iﬂmme

and Restoretion

- Negotiate and implement netwark
fevel agreements

- Develon new netwarks

and architectures
Supporting Documents

8 _Performance Goais u:‘rﬂmo:,?

- Plen required network capacity
- Plan the mutetion of netvork cepecity
- Ogtimize network

N etvork
Mai tenance Capedity Request
and R estoretion

- Issue orders to suppliers
and cther providers

INnm:y Capadity Reouest, Work - Plen the logicel retwork canfiguration Orciare Supgpiier
Managsment Order Compietian

Other
Provider(s)

Alternativ.e-

-11 -



Network Provisioning Process ]

INPUTS QUTPUTS

Pre-service Request, Prav isioning N N .
v Available Capadity, Pre-service and
Request, Test Req Provisioning Raquéﬁ Resutts

Service
C onfiguration

Service
C anfigunstion

Network
Provisioning

- (Re-)configure initial network
instailation and reconfigure
due to capecity probiems

- Admirister the logical netvork
prepere for service grovisioning

- Menage connection

et
Regquest, Work Orders and
Supporting Documents:

- Test the netwark

Start/ Stop Usage/ Performarce Data,
Cantigurmtion Comm ands, Test

Cheange Everts, Commend
Contrmations, Test Rasuis

E lement

M ansgem ent Management

Network Inventory Management ProcessJ

INPUTS QUTPUTS

Service
Canfiguration

Service Quality

Adds, Changes, Detetes Network Topolagies Management

Netwark
Maintenance
and Restorstion

Network
Maintenence
and Restoration

Woark Orders and Supporting
Documents, Start/ Stop/ Cancel,
{Re-) Configuration N otification

Mainterence Schetided/
Ready/ Camplete

Network Inventory
Management

- insteilation and administration of the
physicet netvork

Netwark
Provisioning

- Perform work in the retwark

- Manage numbers

Networ
P rovisioning

- Manage the repair process Network
Planning and

Development

Documents, Feasmilty Recuest:
PreService Requests

Reque:
Cam pletion

- Align invertary with netvoric

- Manage spare parts process

Element
Managemert

- Monage fauty parts process

Network Deta

Starlf Siop Management

New Spere/ Repair Pats Avaisble,
Testing and Calibration, E quipment
Problems! Upcietes

Notifications,

-12-



l Neatwork Maintenance and Restoration Process I

Network
Maintenance and
Restoration

- Anglyae protlern { inchiging testing)

« SAutreante e datonation
bk qunity

N « Jsren higtoas Sals of netvaxx
’r @t per
et o ) Eont €yt o So Lo e
{Re-} Configaration . Deaments, Stan! Stop!
M ptwok ¢ Laoos S stment
Prow iicning K Ioveatory
Management
3.2.8 & £ B ik % £ & (Invoicing and Collections process;|C)

EEER G B IERE A AR RS - PR ERE R FIRBERELIGEE e - HEFH
RDP EUSIRETZR! > ENSN2HRIRBERIIIRE - LUETIERIKE - & P IREZRENHE
B9« —(EEFERMRE B — R R ER BN TR IR MR B R g e > QIR AT PO
BRI R ERINE TIF R & PIRBER -

13-



{Invoicing and Collections ProcessJ

Customer l
- INPUTS

Billirg Ineuiry,
Peymert, Collectins

Invoicing and
Collections

- Creste end distrioute invaices Accourts Pavable, Receiveble et s
- Collect paymeris e
- Handle customer account inquiries

Other o
A rovider(s) ‘ Billing R ecords

Rating and

- Debt management

- Bill on kehalf of other providers

Discourting Accourts Payable, Receiveble esry & Other
Functions
(not covered)
3.29 3t % £ A (Rating and Discdunting Process , RD)

SR P B M e B B T PR SR I HIZR = B A IR A T B AU
BRECIRERE - KEFNIRER KR ER KB eI EEEHFERZ
MREE - RENEEE K EFRE - REEHARERIREEBREY - HISHPEM
RHEERES - ERERRSERE I ETHERASTE—EEARNA  SIREHETE
DEE T RRBEA ISR E LA BERICE -
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3.3 RRAEEHEFERIN

B fif BT BAEMERE 5L ADSL 53 » R E OB T 2R W DU BUR R B
2. (& Cardiff - Belfast - Coventry + Birmingham - Manchester - Leeds -
Newcastle -+ Edinburgh -~ Glasgow 28t ) - HEGHALFER F E & Alcatel 2 Fujitsu f{
% » THrt 2003 FErp HEERS 100 BF LR

3.3.1 ADSL g #

BT ¥ ADSL BB =438 » 4BIE IP stream - Data stream - Video stream % -
Hrp IP stream S 7552575 ® BT #9 ISP #24t EM8HRES i Data stream HIESHAh ISP
#8502 VPN ¥ > Video stream HIATAAH] MOD A% - {EREIE E#R - FHFT 2003
SEEE T RIS -

HAERS R B MM » B ATM REEE - AR - IP stream HRTHE LAY
R4 512Kbps / 64-256Kbps « 1Mb / 256Kbps + 2Mb / 256Kbps 2= =f& » H4 Rt
HTETUIRTS - A 256K, 512K, 1M & 2M & (2M FEES SDSL #24it)  {#/H VBR-nrt #
fit > FE 10 : 1 f92EHH - Date stream @3 KER FHEEHEMAF - BrEREL 512K/
64-256Kbps ADSL - & 500Kb/1Mb/2Mb downstream i 256Kbps upstream f
%5 0 H VPN iR % 5 (@ xDSL AR B —ERH - ATM F#pik%HIE CBR -
VBR-rt~ VBR-t+ UBR HERIE S JHES 1M B 10M - Video stream HIFE{E 1T 2.3M
bps > 77 192 kbps » ffij ATU-R £ LAN /ME £ ATM25 - {#FH Video over ATM £y »
Hoh F{TSEE T 2300 kbps #1 Video » 228 kbps Hi#lF5E & data » E{T4EE T 160
kbps £ &IERSE K data » 32 kbps & boot %% -

E#f BT DU EAEMBRIHEET.L - EOERIRHEE L (R SHE
RAFANE 3.2 EHEEIHVBIEERREF -

-15-



Customers

VP shared between all
customers

3.3.2 B F o Ha

BT BEBZHF 5B UEZEHE > 47818 Platinum - Gold - Enterprises &1
Microbusiness > {RIRFTEH BEETFTMAVIRES S E B - IRE/MERARE - RIS - IR
MR - IRESEE - MREE - FP RS SRERIE A PRSI
Hix FfarygE SR ERBKANE T AESY » W RMEERRENE FIRESHS
AR -

Clear Sky

Other SMFEs within DTI definition (3.6m)

~ 60-100k VAT reg on Consumer lines

~ 200k non-BT with Thomson/YP entry

* 100k VAT reg start-ups (consumer/cable)
* >2m informal home-based

microbus (<<£50k turnover) on
consumer/cable lines

Vatued CHents

NB - CRS kas had majer effoct on
Micre base sive versus previous
segment connis

BY.comibusingss Connections that get results, BY 77




4 SRR

BRI EEEEAEIEE AEHE ADSL-FTTB- MOD - I[P VPN ~T1 [ FE#& -
SDH DIk B FARES - RS h 3B GRS R RS IR - RRAEFE
BEEMHLEE HEAEHEPEE ARE-HEERR REEEE ERRNE
1 EAESEER AR E AR ELOIR B2 » N LB FHRER - MEREHRRENE - AR
BN FRIRIRES SR B R B R IRV E RS rTREB A 2 2 THR
SHEERG]  RULBRBE S REEREER AL ERD R satt -

LLRFFIREARLE R AR SHEERMAARR R 22  (HREFRTAEHE
RTHIEER BTG DR R S TR E RRI B S DU ARG - X8 HP - Alcatel
EREEE S HERAEERT - YRR EMEE R RE L M e R iR - Atrie
NOETIRER BAR - DIBAMT - SIEM - RIEREMRESAMBERER » AR
MERR  DREEN - B - SRR AERSREESHNE—RRP et > i
EMARB A& S EREEER KUGMMEERMZIIGE - ERNAAT THES
THRMEERFIFERTEIR » K ARARRAN FRREFHEERR L -

DRSS A P AR E R & AR R BN A i e E R AR
EEE RS - HIR - EEEEMURESELARR > BT RIRMIIRMHEER > BOK
BDBIRA A AAE R HEREAUESE - 38 T 2R PR R B BB IR A THERE SR HEE
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