
126  |  BROADBAND PROPERTIES |  www.broadbandproperties.com |  March/april 2011

Service ManageMent SySteMS

Network operators need to de-
sign operations and manage-
ment systems that are tailored 

to their particular networks and that 
meet the needs of their service providers 
and subscribers. This is the story of how 
Quadracom, a Swedish network opera-
tor, scaled its regional network to pro-
vide coverage in more than 40 cities and 
rural areas and added dozens of services 
and providers while reducing head count 
and improving customer satisfaction. 
The key to such cost-efficient growth is 
to develop a service-driven network.

As an open-access network operator, 
Quadracom deploys next-generation 
services to its subscribers and its net-
work of competitive service providers. 
It manages dozens of municipal FTTH 
networks all over Sweden, delivering 
secure access for service providers and 
subscribers. 

Although Quadracom is not a house-
hold brand in the communities it serves, 
many local, regional and national service 
providers offer branded services, such as 
Internet access, VoIP and IPTV, over the 
networks it manages. 

Quadracom’s network serves more 
than 40 municipalities, 110,000 residen-
tial customers and 1,000 business cus-
tomers. Almost half  its 22 service pro-
viders offer Internet access with speeds 
that range from 1 Mbps to 1 Gbps, with 
various support options and pricing 
plans. Several providers offer multiplay 
services with bundled discounts. 

As Quadracom grew, it faced the 
challenge of scaling its network without 
proportionally increasing its manage-

Building a Nationwide  
Open-Access Network 
A Swedish network operator grows revenues and reduces operating  
expenses with an automated service management system.

ment costs. Staffing reductions became 
necessary to maintain profitability. To 
meet the needs of its ever-growing net-
work, Quadracom invested in software 
to manage subscribers and providers. 
However, its early investments in man-
agement software did not achieve the 
cost reductions or operational efficien-
cies it required. 

securely manage the network infrastruc-
ture, their services and their subscribers. 
In addition, the company wanted to of-
fer a service marketplace where network 
subscribers could shop for and select the 
services they wanted and have them ac-
tivated immediately. A subscriber using 
such a marketplace would not have to 
call a salesperson during business hours 

Service providers’ time to market is reduced 
from days to just minutes. They no longer have 
to request the network operator’s assistance to 

activate customers or manage services.
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Although Quadracom dramatically 
reduced its staffing requirements, it was 
still faced with high personnel costs and 
too many manual processes. Adding 
new services and service providers took 
way too much time and effort. To effec-
tively grow its services, subscriber base 
and average revenue per user (ARPU), 
Quadracom undertook a more intensive 
automation initiative to enable its ser-
vice providers to manage as much of the 
process as possible. 

Quadracom decided to implement a 
solution that would let service providers 

or wait for a technician for routine ser-
vice activation, moves and changes.

Jan Söderholm, the chief technical 
officer of Quadracom, realized he needed 
to implement more automation and self-
service capabilities in his operations. As 
Söderholm sums up the situation, “Our 
management software was a real mess 
and was just not able support our service 
providers and support our staff or cus-
tomers the way we wanted it to.” 

Despite having already invested in 
management solutions, Söderholm re-
alized that if the network he wanted to 
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build was going to succeed, he needed 
a solution far more powerful than what 
he had. The solution would have to be 
Web-based, secure and capable of sup-
porting greater automation in all key 
aspects of managing services, service 
providers and subscribers. The most im-
portant requirement was to be able to 
manage the software in Quadracom’s 
data centers throughout Sweden from a 
single location.

With these needs in mind, Quadra-
com began to search for a solution that 
would meet all its needs today and pro-
vide a foundation that would support its 
future growth plans. It identified several 
important features. The solution would 
have to

• allow service providers to manage 
and support their service activations, 
services and customers without as-
sistance from Quadracom except for 
network outages 

• enable network subscribers to browse 
and order available services from any 
service provider on the network by 
using a simple Web portal tailored 
for each network being managed 

• provide an easy-to-use billing feature 
that would enable customers to enter 
billing information once and share 
it with service providers and bill-
ing parties on the network and that 
could support the many different 
billing models in place across all the 
networks under management

• deliver 24/7 availability with fault-
tolerant and redundant capabilities 
to ensure that the service market-
place and management portals were 
continuously available for network 
subscribers, service providers and 
operations staff.

After looking for proven products 
that could meet all its needs, Quadra-
com determined that COS System’s 
product, COS, offered all the capa-
bilities it desired. Quadracom awarded 
COS Systems a contract to conduct a pi-
lot deployment on its network to verify 
that the COS solution would in fact de-
liver all the capabilities it needed.

The pilot project proved to Quadra-
com and its service providers that COS 
enabled them to manage everything 

they needed between their data centers 
and their subscribers. Quadracom’s 
service providers saw the benefits from 
COS immediately. 

Söderholm says, “Once our service 
providers saw we could totally auto-
mate the sale and instantly activate the 
services their subscribers ordered, they 
were hooked! It is the perfect solution 
for our needs and exactly what they 
had been asking for. We experienced an 
immediate reduction in the number of 
calls needed between the service pro-
vider, subscriber and our staff and cut 
the service delivery time from days to 
just a few minutes in most cases. Our 
service providers were happy because 
this accelerated their time to revenue.” 

Using the COS best practices deploy-
ment methodology implemented in the 
pilot project, COS Systems and Quadra-
com deployed COS management to 
the entire network in less than 90 days. 
Once the deployment was complete, 
service providers and subscribers had a 
secure and easy-to-use model to order 
and deliver network services. Accessing 
services using COS is as easy as 1, 2, 3:

1 Go to an easy-to-use Web portal to 
shop for services, learn about ser-
vice and provider options and make  
selections.

2 Enter address and billing informa-
tion once and have it securely deliv-
ered to service providers. 

3 Sit back, wait a few minutes and en-
joy the new services. 

LessoNs LeArNed At  
QuAdrAcom
Söderholm comments, “The only way we 
could profitably manage the Quadracom 
network was to slash our cost of operating 
our 22 municipal networks. By centraliz-
ing and consolidating all the operations 
into a single network operating center, we 
were able to cut staffing costs and imple-
ment a high degree of automation in our 
network. Our service providers could 
easily and securely manage their custom-
ers while we managed the network and 
service providers. COS enabled us to dra-
matically improve the economics of our 
network by lowering operational costs 

and increasing ARPU by offering more 
services at competitive prices.”

He adds, “Implementing COS on 
our network gave us the ability to lever-
age automation, self-service provision-
ing of services from multiple providers 
and simplify billing to network sub-
scribers. By lowering our management 
costs and improving ARPU, we were 
able to build a powerful, secure and eas-
ily managed network with competitive 
services and prices.”

service Providers BeNefit 
Service providers also realize benefits 
from doing business with larger networks 
where they have a larger customer base 
and where they can focus their market-
ing resources. Providing services on a re-
gional or national network can dramati-
cally reduce the marginal cost of service 
delivery, billing integration, customer 
acquisition and new service creation.  

One provider on the Quadracom 
network says, “COS makes it easy for 
us to offer our services by simplifying 
the integration of our service ordering, 
billing and operations systems onto the 
networks where we offer services. On 
networks that use COS, we can offer a 
new service in hours instead of weeks 
and achieve higher ARPU with lower 
management costs.” 

The provider adds, “New service or-
ders arrive electronically and contain ev-
erything we need to enable services for 
customers. Their addresses and network 
services are added to the network outlets 
in their homes or businesses, along with 
the information we need to bill them, 
making it easy to integrate them into 
our order management, service manage-
ment and billing systems. The level of 
effort required to offer services on net-
works managed by COS is helping us 
drive our growth strategy. We are eager 
to offer our services on COS-managed 
networks because they are easier to 
manage and more profitable.” 

Since deploying COS, Quadracom 
has accelerated its efforts to expand its 
customer base. Now that it can manage 
additional networks, it can benefit from 
the wider choice of services and provid-
ers that COS enables without increasing 
its operational staff.  BBP


