
14 | BROADBAND COMMUNITIES | www.broadbandcommunities.com | July 2013

FTTH Case sTudy

Back-Office Automation  
Is Key to Broadband Profits
When Frontier Communications purchased Verizon assets in several states, it found that 
integrating them was a challenge. ETI’s Triad made the job easier.

By Chris Beisner / ETI Software Solutions 

In 2010, Frontier Communications acquired 
from Verizon nearly 200,000 customers, 
8,000 new staff members and a complex 

array of legacy Verizon billing and back-office 
systems. To minimize its costs, Frontier agreed 
to lease the Verizon systems for only a short 
time. Its challenge was, in the time allotted, 
to successfully take full control of billing, 
provisioning and monitoring these customers 
with as little disruption as possible to the 
customers, their services or Frontier’s cash flow. 

This was a steep mountain to climb in a 
very short time. With help from ETI Software 
Solutions, Frontier accomplished this task 
within the allotted time and under budget. 

ThE FRONTIER ChAllENgE
The former Verizon subscribers were spread 
across 14 states and included customers on 
both fiber-to-the-home and copper networks. 
The FTTH subscribers were supported by 
multiple FTTH technologies, along with PSTN 
gateways, core service routers, VoD systems 
and digital addressable control systems – all 
purchased from different vendors, including 
Alcatel-Lucent, Motorola, Tellabs, GenBand, 
Juniper and SeaChange. To take full control of 
the new subscribers, Frontier had to address all 
these systems and their requirements. 

The first priority for Frontier was solving the 
provisioning challenges of the Motorola Digital 
Addressable Controller (DAC), the brains 
behind the set-top boxes, because this device 

accounted for the largest percentage of daily 
provisioning events. The journey from customer-
initiated service request (“Add HBO to my 
account”) to delivery can be long and winding. 
For many providers, provisioning is a manual 
process that involves a number of handoffs, 
starting with customer service and ending with 
network operations or fulfillment. Known 
throughout the industry as a “swivel chair” 
process, manual provisioning can be labor-
intensive, slow and error-prone. For this reason, 
automation is not a luxury but a necessity. 

“The amount of work to build a system 
in-house to implement and manage this 
integration [with the DAC] along with all the 
other technologies would have taken years, but 
we only had seven months,” says Jesse Ross, 
Frontier’s information technology manager for 
OSS/BSS applications. “We also knew that 
maintaining integrations to all these systems 
was going to be an ongoing challenge as we 
continue to roll out new services such as VoIP 
and cloud computing. It made sense to have a 
third party that can handle complex integrations 
and maintain them over the long haul.” 

When Frontier approached ETI and 
described the disparate technologies and vendors 
it had to integrate, ETI saw that the buy-versus-
build decision was an easy one because ETI’s 
Triad software is already integrated and deployed 
out of the box with most of the technologies used 
in the networks Frontier bought. As a bonus, 
ETI would be able to provide all the provisioning 
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capabilities Frontier needed through  
a single application. This approach was 
much simpler than using Verizon’s  
in-house application suite. 

AvOIDINg SwITChOvER 
hEADAChES
Managing integration between 
front-office applications, back-office 
applications and the network itself is 
often one of the most challenging tasks 
for service providers. The infrastructure 
that providers build to offer triple-play 
services, or even just video services, 
incorporates a variety of hardware and 
software products from many different 
vendors. Each hardware or software 
product typically has its own proprietary 
application programming interface 
(API) that defines how external systems 
need to communicate with it. Although 
these interfaces enable an eclectic 
mix of products to work together, 
the cost associated with building and 
maintaining them is usually high. 

Ross comments, “Integration 
projects can be very difficult, time-
consuming and expensive. You can 
either do this work in-house, go with 
large companies with framework-based 
solutions, or go with a smaller company 
with an off-the-shelf product that, 
while maybe not as customizable, still 
gets the job done. 

“It’s difficult for many providers 
to do the necessary development work 
in-house because they don’t often have 
either the necessary skill sets on staff or 
the bandwidth to tackle these kinds of 
projects. Big software firms are usually 
expensive. Licensing issues aside, the 

real, and often hidden, cost is in the 
professional services required to write 
custom integrations within the product 
framework. These costs can easily 
skyrocket, depending on the number 
of integrations involved and how 
complicated they are to write. 

“On the flip side, the risk in 
working with a smaller company’s 
product is in its ability to scale and 
in how flexible it is,” Ross continues. 
“The product has to be able to adapt to 
your network configuration. The other 
concern is whether the vendors you 
select, large or small, are going to be 
around for the duration.”

Managing integration between front-office 
applications, back-office applications and the 
network itself is a challenging task.

To learn more, visit us at www.mapcom.com or call us at 1-800-745-MAPS.     
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Fewer than five meetings were 
required to bring ETI staff up to date 
on the details of Frontier’s network 
configuration, to communicate the 
issues involved in converting customers 
from Verizon’s systems and to put a plan 
in place for the transition. Ross quickly 
realized that with a single investment in 
ETI, he could solve all Frontier’s video 
and access network provisioning needs. 
Moreover, ETI also offered well-defined, 
business-level APIs that enabled Frontier 
to easily integrate its other systems to 
Triad. By coupling these inbound APIs 
with Triad’s out-of-the-box provisioning 
capabilities, Frontier found a simple 
migration path from the Verizon 
systems to Triad. To help ensure that 
the project went as smoothly as possible, 
ETI also taught Frontier staff how to use 
Triad to load, scrub and verify much of 
the data themselves. 

“Working with a customer-focused 
company such as ETI allows us to 
reduce up-front costs. Plus, the quality 
of its custom software development is 
better,” says Ross. “A bigger vendor’s 
software might have more features, but 
it definitely costs more to buy, plus it 
requires greater customization – and 
thus a bigger budget – than people 
expect. Large companies have less 
incentive to make customized changes, 
whereas ETI will evaluate a change 
request on its marketability and price 
its development accordingly.” 

Ross estimates that, without ETI 
and Triad, Frontier would have had 
additional labor costs for 33 people 
working for six months at 50 hours a 
week to convert the Verizon subscribers 
and integrate the systems, including 
20 people just for software coding 
tasks alone. With a loaded labor rate 
of $80 per hour, this represents about 
$3.4 million in cost savings. Just as 
important, Frontier staff could not have 

pulled off the conversion alone within 
the timeline they had to meet.

ETI’s Triad continued to be a 
profitable investment for Frontier as it 
finished turning up the flow-through 
provisioning of Frontier’s video 
interfaces. The next step was to repeat 
the process for Frontier’s newly acquired 
fiber optic infrastructure, which was 
spread across three technology platforms: 
Alcatel-Lucent, Motorola and Tellabs. 

Having three flavors of FTTH all 
under one roof wasn’t a problem for 
Triad, because it has interfaces to all 
three types of equipment. Now, when a 
Frontier customer calls in for support, 
no one has to touch anything. Triad 
talks to the element management 
system of the appropriate network and 
to any related devices, such as GenBand 
or Juniper service routers. 

ONgOINg SAvINgS  
BOOST BOTTOM lINE
In addition to speeding up the 
switchover process and saving 
human resource costs on the front 
end, Frontier also found that Triad 
creates long-term savings by reducing 
ongoing labor costs. The application 
saves about 54,080 person-hours 
per year – the equivalent of about 
26 full-time employees by most 
definitions – that otherwise would 
be spent managing end-user services. 
In addition, field technicians have 
access to Triad via proxy applications 
developed by Frontier that are made 
possible by Triad’s inbound APIs. 
These applications enable technicians to 
remotely manage device assignments, 
change services and perform various 
troubleshooting functions.

Frontier’s Ross explains, “We have a 
sustainable model now that we’ve all but 
eliminated manual provisioning from 
our service operations. Before, if we 
added 100,000 subscribers, our cost to 

service them would go up because we’d 
need to hire more people to support 
the additional customers. Today, if the 
same scenario occurred, we would have 
to hire only five people instead of 15, 
thanks to our automated processes.”

Frontier also discovered that Triad 
helps eliminate disparities between 
billing and provisioning data that 
typically occur when manual processes 
are in place. The longer these manual 
processes are left in place, especially if 
the customer base grows, the greater 
these disparities become, increasing the 
number of customer billing and service 
mistakes. Because service changes 
made in Triad are automatically 
communicated to the billing system, 
Triad minimizes these mistakes and 
also speeds up service delivery – 
essentially recapturing lost revenue that 
results from delays in order completion. 
The result? Operating costs go down, 
and customer satisfaction goes up. 

CONClUSION 
For Frontier, the decision to work  
with ETI boiled down to reducing 
time-to-market and risk. The fact that 
ETI had the majority of interfaces 
Frontier required already built and 
available made the decision easy. In 
addition, Frontier’s IT staff was freed 
up to focus on integrating Triad 
into Frontier’s architecture and even 
had enough bandwidth to build an 
enterprisewide front end that tied all 
these systems together.

Though not every service provider 
faces the challenge of converting a large 
number of subscribers onto existing 
platforms, almost all wrestle with the 
complexities of system integrations. 
As the Frontier case study illustrates, 
attempting to build and maintain 
these integrations in-house may not 
be the most efficient or advantageous 
option. To make the best decision, 
providers must identify the priorities, 
opportunity costs and risks associated 
with different approaches. v

Chris Beisner is vice president, product 
management for ETI Software Solutions. 
You can reach him at cbeisner@
etisoftware.com or 770-242-3620.

Having three flavors of FTTH technology under 
one roof wasn’t a problem for Triad because it 
has interfaces to all three types of equipment. 
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