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Google’s recently announced plan 
to enter into the open-access 
networking business in the 

United States has raised questions about 
how providers can build and operate 
open networks successfully and profit-
ably. Open networks, which are rare 
in the United States, allow all users to 
interconnect to basic network functions 
and interfaces on an unbundled, equal-
access basis. Fortunately the many suc-
cessful examples of open networks in 
Europe, particularly in Sweden, dem-
onstrate important lessons about how to 
manage Internet-based services, such as 
broadband access, IP telephony and TV 
services, in a competitive marketplace.

This case study shows how automat-
ing all aspects of a service provider’s in-
frastructure and providing subscribers 
with virtually instantaneous access to 
the services they want can create profit-
able new revenues and increase customer 
satisfaction while managing personnel 
costs and delivering better overall ser-
vice levels.

ChallenGes of a  
GrowinG network 
In this example, the operator of an open 
network in Sweden is responsible for 
managing the infrastructure, technol-
ogy, operations and billing for service 
providers on a Metro Ethernet network. 
For convenience, we will refer to the op-
erator (which does not want to be identi-
fied by name) as Open Network Opera-
tor, or ONO.
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ONO’s experience demonstrates 
that, by promoting competition among 
multiple suppliers of network services, 
network operators can support plans 
suited to every subscriber’s needs and 
budgets, and ultimately offer services 
that deliver good value to subscribers. 

ONO originally evolved out of a lim-
ited network created in the early 1990s 
by a Swedish public housing authority. 
Designed to meet the needs of citizens 
in a city of 75,000 people, the network 
evolved to serve the needs of the entire 
surrounding area with fast and efficient 
broadband network services. 

As the community grew, the opera-
tor had to expand the network to meet 
the challenges of a rapidly growing cus-
tomer base, and the company’s small 
staff had difficulty managing billing and 
customer support. When billing and 
customer support complaints began oc-
curring too frequently for management 

to handle, ONO knew there had to be a 
better, more efficient way to keep its net-
work running and its customers happy. 

Having a major university in the ser-
vice area created additional challenges 
that come with a highly transient popu-
lation of students, especially the large 
number of moves, adds and changes 
that occurred seasonally based on the 
university calendar. In addition, a grow-
ing business community was demand-
ing more services, such as Web hosting, 
IP telephony and better support options 
for business-critical services. Residential 
customers were demanding faster Inter-
net speeds, more choices and packages 
that would offer additional discounts for 
buying more services. 

Recognizing the need to improve 
service for customers, ONO decided 
that offering an automated, self-service 
portal would make the network easier to 
manage and put its customers in a posi-

When the community began to grow, so did the 
network – and new tools were needed to  

keep pace with that growth.
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tion to get the service and support they 
needed, when they wanted it. The opera-
tor believed that Internet users should 
be able to manage their services on the 
Internet itself.

ONO decided an optimal solution 
would be to provide information on a 
broad range of services, ranging from 
very basic Internet and telephony ser-
vices to bundled offerings of high-speed 
Internet, e-mail, low-cost IP telephony 
and other advanced services. The portal 
would have to meet the needs of basic 
Internet users as well as offer advanced 
services for sophisticated residential us-
ers and businesses.

Finally, because ONO is responsible 
for collecting billing information for all 
services that are offered to the end cus-
tomers by service providers, it needed 
to ensure a flexible and accurate way to 
capture billing information and deliver 
it to the service providers for regular 
monthly billing.

automation and self-serviCe 
Working with COS Systems, ONO de-
fined the capabilities needed to deliver 
a self-service portal that would address 
customer satisfaction issues, reduce the 
expenses of managing its network and 
drive new revenue by offering a wide 
range of service and support options 
to meet the needs of all its customers. 

The solution was to implement COS, 
an automated provisioning, operations 
and management solution, from COS 
Systems, a division of UDK based in 
Umea, Sweden.

COS delivers complete automation of 
routine network provisioning, operation, 
configuration and management. ONO’s 
customers can simply log into the portal, 
view a list of services available and select 
services from the provider or providers 
of their choice. With this automated 
provisioning capability, network own-
ers and operators can maintain control 
of network operations and billing while 
enabling service providers to offer best-
of-breed services and support.

The service providers themselves use 
COS to select which services they want 
to offer, set up IP addresses and pro-
vide customer support, while relying on 
ONO to provide the billing data from 
network information it has available.

The network operator developed the 
self-service portal as part of its overall 
automation plan, working with Roger 
Olofsson, who heads up the product 
and technical teams at COS Systems. 
Olofsson says, “We learned by working 
with the network operators that, given 
the choice, most consumers prefer a 
self-service portal – where they can re-
view and select the service and support 
options that meet their needs at a time 
that is convenient to their schedule –  to 
waiting in an automated telephone sys-
tem queue that is only available during 
normal business hours. Because the net-
work provides Internet dial tone, all a 
new resident needs to do is plug a com-
puter into an available network jack. 
This immediately connects residents to 
the portal, where they can select, acti-
vate or manage their services.” 

The network operator got a secure, 
reliable system that its users could de-
pend on. COS’s automated provisioning 
accelerated revenue to the service pro-
viders while saving time and resources 
at the help desk and the network opera-
tion center. 

By offering these capabilities, ONO 
delivered a broader range of services to 
its customers without having to invest 
in developing and integrating of all the 
services into its networks.

open network operator profile

• A subsidiary of a Swedish public housing authority with 
15,000 apartments/housing units

• One of Sweden’s first open-access network providers of 
Metro Ethernet services

• Pioneer in the use of electronic contracts and online order-
ing of network services

• Leading provider of advanced network services to residen-
tial and business customers since the early 1990s

• 20 million SEK (~US$3M) in annual revenue
• Number of employees: 2
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meetinG the network  
operator’s needs
COS had an immediate and dramatic 
impact on the operator’s network: New 
network connections increased by 40 
percent and customer satisfaction im-
proved by more than 80 percent. The 
experience has demonstrated that satis-
fied customers who find it easy to order 
and manage services are more likely to 
remain as long-term customers and buy 
additional services.

Today the network operator has six 
ISPs offering a total of 40 services on 
the self-service portal. With more than 
10,000 customers, it has 70 percent net-
work penetration and its portal handles 
more than 8,000 new service orders 
each year.

ONO’s managing director says, 

“COS gives us the ability to offer the 
services our customers want at competi-
tive prices that meet their needs with-
out our having to create and manage 
all the services we offer. Our customers 
can move, add, remove and change the 
services they buy from us by simply log-
ging into the portal and choosing what 
services they want or managing the ones 
they are using.”

This self-service capability as been 
cited as a key feature of the system by 
business users who can easily increase 
their Internet access speeds overnight or 
on a weekend so they can copy data to a 
remote site for testing or disaster-recovery 
purposes using cloud-based resources.

The network operator also uses the 
COS system for provisioning and man-
aging other equipment connected to the 

network, such as security devices, remote 
offices, water and electricity usage meters, 
elevators, fans and access control devices 
in the entrances of housing units.

The managing director sums it up 
nicely: “By offering our customers secure 
and immediate access to the services 
they want, we can maximize revenue 
while minimizing support costs from 
our existing customers and make it easy 
for new customers to do business with 
us. In today’s world, where anything can 
be obtained from the Internet immedi-
ately, don’t you want your customers to 
be able to get what they need from you 
in the same way? By being able to offer 
and manage new services without hav-
ing to increase our staff size, we have the 
best of all worlds – less work, happier 
customers and increased revenue.”  BBp

For more information about  
COS Systems, please visit the Web site at 

www.cossystems.com.

Self-service capability allows business users to 
increase Internet access speeds overnight. 


