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Modern Communications Service Providers

Customers demand seamless, always-on services; competition
forces constant innovation; and razor-thin profit margins leave
no room for inefficiency. Meeting these challenges requires
more than incremental changes — it demands transformational
solutions. Unified workflow solutions offer telecom providers a
path to optimize operations, improve customer satisfaction, and
scale for the future.

Industry Challenges Demand Innovative Solutions

The KPMG 2024 Technology and Telecommunications CEO Outlook' revealed that while 85%
of telecommunications CEOs anticipate earnings growth over the next three years, 71% feel
increasing pressure to secure long-term business prosperity. They cite major challenges such as:

Labor Market Shifts (many expect the impact of an aging workforce
will moderately or significantly affect labor dynamics)

Adopting Emerging Technologies (e.g., Generative Al)

Economic Uncertainty

These statistics highlight the need for telecom providers to evolve quickly. Disconnected
systems, labor inefficiencies, and outdated processes hinder progress. To thrive, companies
must embrace solutions that streamline operations, maximize resources, and prepare them
for a rapidly changing landscape.



Workflow Solutions:

The telecommunications industry operates within a framework of immense complexity,
with providers often managing an intricate web of interconnected services and systems.
This complexity grows exponentially for businesses undergoing mergers or acquisitions

as they inherit fragmented networks of outdated systems, proprietary software, and third-
party applications. Even without these challenges, many providers still rely on a patchwork
of disconnected technologies. This disjointed infrastructure undermines efficiency, limits
scalability, and creates process inefficiencies — negatively impacting customer satisfaction
and cutting into revenue potential.

Disconnected systems have real consequences:

Customer Dissatisfaction: Issues taking more than a day to resolve can reduce satisfaction
by up to 30%. Yet, the industry average for resolution is 4.1 days.?

Operational Bottlenecks: Billing, customer service, and technical support systems often
require manual intervention to connect processes, slowing response times and increasing
errors. This fragmented approach can damage a provider’s reputation, resulting in customer
churn and lost revenue opportunities.

Unified workflow solutions address these pain points by integrating

systems, automating processes, and providing visibility across
operations. The result? Faster response times, fewer errors, and greater

customer satisfaction.




Driving Efficiency

Automation goes beyond saving time — it redefines how telecom providers operate. By
integrating critical functions like billing, order management, and customer supportinto a
single platform, workflow solutions eliminate redundancies, reduce manual intervention,
and enhance overall performance.

Achieving Operational Efficiency

Automating routine tasks accelerates completion, reduces errors, and allows providers to focus
resources on strategic priorities. Over 90% of IT professionals report that process automation
not only frees employees for higher-value work but also drives business growth.? By optimizing
workflows, organizations are reducing overhead costs and positioning themselves to respond
more effectively to operational challenges.

Enhancing Customer Experiences

Integrating disparate systems and streamlining workflows reduces resolution times while
ensuring consistent service delivery across all customer touchpoints. According to Gitnux,
automation alone can save an organization up to 77% in terms of time, enabling faster
response rates and enhanced customer satisfaction.* Faster responses and improved
efficiency are essential in a competitive industry where customer loyalty hinges on
meeting rising expectations.

Supporting Scalability And Adaptability

Workflow solutions support seamless scaling, enabling providers to expand services or
integrate acquisitions without system overhauls. With the workflow automation market
projected to surpass $45 billion by 2032, these tools are vital for meeting growth demands
and adapting to market changes.

Unified workflow solutions offer more than
operational upgrades — they empower telecom
providers to align processes with strategic goals,
improve customer satisfaction, and maintain

a competitive edge in an evolving industry.
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The IDI Workflow Module:

At the heart of operational transformation lies the IDI Workflow module. Built directly into

IDI Billing Solutions’Billing and Operational Support System (B/OSS), it connects seamlessly
with essential systems, consolidating tasks into a single, user-friendly platform. This unified
approach eliminates complexity, giving employees full visibility into workflows while enhancing
coordination across teams.

Intuitive Design for Tailored Automation

With its intuitive interface, the Workflow module allows users to design and manage automated
processes based on specific business rules. Tasks can be routed efficiently to employees, teams,
or groups, with workload-based optimization to prevent bottlenecks and maximize efficiency.

Pre-Built and Custom Automation

The IDI Workflow module accelerates operations with a robust library of pre-loaded automated
actions, enabling employees to replace tedious manual tasks — like data entry or duplicative
system processes — with efficient, streamlined workflows. By eliminating these “swivel-chair”
tasks, teams can redirect their focus to higher-value activities that drive organizational success

Designed for versatility, the Workflow module supports both technical and non-technical
automations. Back-end processes, such as sending HTTP requests to third-party systems,
and customer-facing tasks, like mass dispatching personalized email templates, can all be
automated with ease. This flexibility empowers service providers to customize workflows
that align perfectly with their business rules and operational goals, delivering unparalleled
efficiency and adaptability.

Seamless Data Integration

The Workflow module ensures smooth data transfer between systems, routing information
precisely as needed. This automation drastically reduces errors, speeds up processes, and
boosts operational efficiency.

By eliminating inefficiencies and enabling real-time coordination, the IDI Workflow module
transforms telecom operations. Whether leveraging pre-built automations or creating custom
workflows, service providers gain a flexible, adaptable tool that enhances performance,
reduces complexity, and empowers teams to deliver exceptional customer service with

speed and precision.
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Achieving total control over workflows is essential for service providers to enhance efficiency
and maximize performance. Poorly designed workflows, when automated without refinement,
can perpetuate inefficiencies rather than solve them. The IDI Workflow module addresses this
challenge by providing full visibility and control over the telecom billing ecosystem.

Comprehensive Workflow Visibility

The Workflow module features an intuitive interface that offers real-time insights into ongoing,
queued, and dependent tasks. Service providers can proactively monitor progress, allocate
resources, and manage personnel with precision. The dashboard extends visibility to sub-
processes, enabling end-to-end tracking and ensuring no step is overlooked.

Resource Optimization and Transparency

The module’s dashboard provides detailed insights into resource allocation, showing which
employees and assets are assigned to specific tasks. This transparency prevents overburdening
teams, ensures tasks are distributed effectively, and maximizes workforce productivity.



Performance Benchmarking for Continuous Improvement

One of the most valuable benefits of this level of process visibility is the ability to establish
baselines for performance. By configuring benchmarks, service providers can measure
workflow performance against predetermined expectations. When tasks exceed expectations,
teams gain actionable insights to refine processes, implement additional automations, and
optimize operations further. The dashboard tracks how workflows perform against benchmarks,
helping identify trends and opportunities for continuous improvement.

Accelerating Revenue Cycles

By streamlining critical tasks, the Workflow module reduces billing cycle times, enabling faster
revenue collection. With comprehensive governance and real-time insights, service providers
can transform their operations, drive sustained efficiency gains, and position themselves for
long-term success.

Customer Success Story:
Unlocking The Power Of Workflow

When leading technology services and communications provider, Access

One, sought a solution to streamline operations and automate daily tasks,

IDI's Workflow module delivered. By leveraging tools like Assignment Sets

and Splitters, they tailored workflow routing to fit specific needs, including
product and service types and task complexity. The implementation of Triggers
proved transformative, enabling seamless, event-based integrations across
platforms for the first time. This breakthrough allowed Access One to automate
and synchronize processes across multiple systems, dramatically improving
operational efficiency.

“We love using the Workflow engine. It’s really open,
it’s flexible, it allows us to automate a lot of our business
processes that we normally wouldn’t have been able to
do ourselves,” shared the Director of Information Systems
and Technology at Access One.



Driving Long-Term Efficiency
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The Workflow module’s Trigger feature enables automation for specific events, crossing
departmental silos to ensure all business units are informed. For example:

When a customer disconnects service, a Trigger notifies account management to handle
the cancellation promptly.

Triggers can also automate updates to billing processes or customer communications,
ensuring seamless operations without manual intervention.

° With a gallery of pre-built Triggers and granular configurability,

OGN
ﬁ# providers can deploy automation quickly, tailoring it to their

business needs.



Transforming Telecom Operations

In the fast-paced telecom industry, where efficiency and customer satisfaction are non-
negotiable, the IDI Workflow module delivers a game-changing solution for streamlining and
optimizing workflows. Fully integrated into IDI’s robust B/OSS platform, this module simplifies
processes, automates routine tasks, and maximizes resource utilization — all through an
intuitive, unified interface.

Seamless Integration, Unmatched Simplicity

By eliminating the need for standalone platforms and complex third-party integrations, the
Workflow module offers unmatched simplicity. Service providers can automate operations
at every level, reducing manual workloads and achieving greater productivity and
profitability — without introducing unnecessary silos or complexity.

Powerful Automation and Continuous Optimization

What sets the IDI Workflow module apart is its unique blend of comprehensive automation
and actionable insights. Providers not only gain tools to standardize workflows but also real-
time visibility to refine and optimize them continuously.

Agility to Drive Growth

With its ability to simplify operations and enhance scalability, the Workflow module empowers
service providers to respond to market shifts with agility. Faster, more reliable processes

lead to improved customer experiences, strengthened competitiveness, and accelerated
business growth.

The IDI Workflow module isn't just a tool —it’s a transformative solution enabling telecom
providers to thrive in a rapidly evolving industry.




Ready To Build A Better Experience?

At IDI Billing Solutions, we don't just provide tools— we partner with you to transform your
operations, enhance customer satisfaction, and drive measurable results. With our proven
expertise in workflow and billing automation, we empower telecom providers to streamline
processes, scale effortlessly, and deliver exceptional service.

Take the first step toward building a better experience for your team and your customers.
Contact us today at 800.208.6151 or request a consultation call at idibilling.com/demo.
Together, we'll redefine what's possible.
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https://www.idibilling.com/demo

About IDI Billing Solutions

For nearly 30 years, IDI Billing Solutions has been a trailblazer in the telecom

space —revolutionizing the industry through a world-class, cloud-based billing and
operations support system (BSS/0SS). Designed to support innovative offerings, complex
rating schemes, and diverse business models, IDI's robust platform delivers on our
commitment by providing customers with the freedom and flexibility to enhance the digital
experience, automate operations, expand services, and seamlessly scale as their business
grows. Through innovative technology, people, partners, and systems, we're dedicated

to building a better experience for those we serve by providing advanced customer
experience management technology, backed by proven best practices, relevant use cases,
and comprehensive service, that telecoms need to stay ahead of the curve. At IDI, we are

a guiding force — deeply committed to enabling our customers to deliver optimal digital
experiences for their customers.

Sources:
'https://kpmg.com/kpmg-us/content/dam/kpmg/pdf/2024/2024-ceo-outlook-technology-and-telecommunications-report.pdf
*https://www.ericsson.com/en/reports-and-papers/consumerlab/reports/the-zero-touch-customer-experience
3https://camunda.com/wp-content/uploads/2022/01/WP-StateOfProcessAutomation2022-FIN-en.pdf
*https://www.rezolve.ai/blog/ai-powered-issue-tracking#:~:text=According%20t0%20Gitnux%2C%20automation%20alone,take%20
action%20before%20issues%20escalate.
*https:/straitsresearch.com/report/workflow-automation-market
®https://www.mckinsey.com/capabilities/operations/our-insights/the-imperatives-for-automation-success
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