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Abstract 

There are four distinct stages of enterprise telecommunications 
management adoption. Like Maslow’s Hierarchy of Needs, each 
stage addresses a defined set of telecom management needs and 
desires.  

The needs of each stage build upon those of the previous stages. 
When the needs and wants associated with any particular stage 
are fulfilled, other more sophisticated and often more strategic 
needs and desires emerge. The four stages are: 

• Accuracy 
• Allocation 
• Analysis and Planning 
• Acceleration and Enhancement 

Each successive stage reflects the increased sophistication of the 
organization’s relationship with the telecommunications 
environment, and the increase in the strategic significance of 
telecommunications to an organization. Hence, network-centric 
organizations, whose business operations could not exist without 
the telecommunications infrastructure, are most likely to attain all 
stages of ETM. 
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Stage of Enterprise Telecommunications Management 

There are four distinct stages of enterprise telecommunications 
management adoption. Like Maslow’s Hierarchy of Needs, each stage 
addresses a defined set of telecom management needs and desires.  

The needs of each stage build upon those of the previous stages. When 
the needs and wants associated with any particular stage are fulfilled, 
other more sophisticated and often more strategic needs and desires 
emerge.  

Each successive stage reflects the increased sophistication of the 
organization’s relationship with the telecommunications environment, and 
the increase in the strategic significance of telecommunications to an 
organization. Hence, network-centric organizations, whose business 
operations could not exist without the telecommunications infrastructure, 
are most likely to attain all stages of ETM. These four stages are depicted 
in the following graphic: 
 

Stages of Enterprise Telecommunications Management 
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We offer the following brief descriptions of the four stages of ETM 
depicted in the preceding graphic:  

Accuracy Stage 

• Know and manage the services, equipment, applications, and 
users that actually reside within the ETM environment 

• Know what services, equipment, applications, and users 
should reside within the environment  

• Assess whether the bills and invoices associated with the 
telecommunications environment are correct.  

• Provide accurate inventory and inventory-management 
processes that can support other ETM applications. 

If an enterprise does not have an accurate accounting of its 
telecommunications environment, any subsequent application of 
management technology to that environment is likely to be 
ineffective. The inaccuracies will overwhelm the practicality of 
moving to a further evolved stage of ETM. 

Example: Fortune 1000 company in office equipment business 
uses a software-based telecom inventory management system 
that includes a workflow process that ensures proper business 
and technical routing for new service and equipment requests. 
Orders are placed automatically with the carrier, and all databases 
are updated. Having an accurate inventory allows better financial 
analysis of invoices and charges. 

Allocation Stage 

• Leverage the accuracy stage of ETM 
• Ensure resource availability for services, equipment, 

applications, and users 
• Allocate the costs associated with those resources  
• Charge and bill the appropriate service, application, or user for 

resources used. 

Example: The previously mentioned F1000 office equipment 
company uses software tools to evaluate information from call 
detail reports, service bills, resource usage reports, and the 
accurate inventory. This allows it to determine what resources 
specific users and applications utilized and how much to charge 
for those services. Since there is specific knowledge about 
specific use, specific cost allocations cans be made. 
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Analysis and Planning Stage 

• Leverage accuracy and allocation stages 
• Fine tune the network configuration and design 
• Optimize environment for performance and cost 
• Develop a project management infrastructure for 

telecommunications network enhancements and changes 
• Start to answer questions:  

“How well are we doing what we are doing?” 
“Should we be doing something different?” 
“Can we be doing things better?” 

This is the first strategic-oriented stage of ETM. Having an 
accurate and properly allocated environment provides the 
information that an organization, especially an NCO, can use to 
plan future requirements and analyze the performance of the 
current environment.  

Example:  A major international food-service company uses 
inventory-centric, software-based ETM technology to manage the 
installation and activation of the telecommunications infrastructure 
into new locations. Because the number of new locations opened 
is extremely high and they occur quickly, delays in opening stores 
can have substantial financial impact. The inventory-centric 
software provides the company a new-store service template and 
a carrier-neutral ordering process – very important when stores 
are opening around the globe. 

Acceleration and Enhancement Stage 

• Leverage previous three stages 
• Facilitate network environment that accelerates business 
• View telecommunications as the basis of business enabling 

processes 
• Convert the network from an expense item into a strategic and 

competitive advantage 
• Treat cost of telecommunications as strategic investment/cost 

vs. simple operating expense  

This is the most strategic stage of ETM. It fulfills needs and wants 
for network-centric organizations where IT and 
telecommunications functions are viewed as strategic components 
of the business, rather than support functions. The operational 
transformations that are embodied within being network-centric 
are at the core of this stage of ETM.  
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Summary 

Using the glossary of Maslow’s Hierarchy of Needs, stages one and two – 
accuracy and allocation – are “instinctoid.” We class these stages as 
tactical, rather than instinctoid – i.e., stages of ETM that address the 
basic levels of ETM. This includes getting the right things in place, 
knowing what those things are, paying for the right amount for those 
things, and making sure that costs are allocated to the proper users and 
applications. The first two stages of ETM apply to ALL enterprises, 
whether or not they are network-centric.  

When an organization is network centric, the higher-order stages (three 
and four), become more important. The presumption is that the accuracy 
and allocation stages are implemented, and now the organization can 
focus on strategic-level ETM to better analyze and plan its environment, 
and to use the telecommunications environment as a competitive 
advantage, accelerating its overall business. 

 

Rivermine Software, developers and marketers of software-based telecommunications 
management solutions for network-centric organizations, commissioned this paper. The 
company offers a spectrum of inventory-powered ETM solutions. Specific solutions include 
financial management, service order processing, and personal device management. 
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Abstract 

There are four distinct stages of enterprise telecommunications 
management (ETM) adoption. Like Maslow’s Hierarchy of Needs, 
each stage addresses a defined set of telecom management 
needs and desires.  

The needs of each stage build upon those of the previous stages. 
When the needs and wants associated with any particular stage 
are fulfilled, other more sophisticated and often more strategic 
needs and desires emerge. The four stages are: 

• Accuracy 
• Allocation 
• Analysis and Planning 
• Acceleration and Enhancement 

Each successive stage reflects the increased sophistication of the 
organization’s relationship with the telecommunications 
environment, and the increase in the strategic significance of 
telecommunications to an organization. Hence, network-centric 
organizations, whose business operations could not exist without 
the telecommunications infrastructure, are most likely to attain all 
stages of ETM. 
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Accuracy Stage 

The initial stage of enterprise telecommunications management 
(ETM) is the “accuracy” stage. This stage is the base of subsequent 
ETM stages and drives all ETM applications, such as financial 
management, order processing, asset tracking, etc. It is the fuel that 
enables inventory-powered ETM. 

A cursory definition of the accuracy stage is to have an “accurate” – 
what, where, how, and who – accounting of the services, equipment, 
users, and applications that utilize the telecommunications network. 
This information is used to create and maintain an inventory that 
drives all the other stages of ETM and all ETM applications. This 
inventory – an inventory of assets – is itself an asset. Effective use of 
this asset can dramatically impact the expenses associated with 
telecommunications networks, accelerate the efficiency of the 
network-centric organization (NCO), and increase the return on 
investment.  
 

Once an accurate 
inventory has been 
created, the challenge is to 
maintain and improve the 
accuracy as the 
telecommunications 
network environment 
changes. Having an 
enforced workflow process 
that controls the ordering 
of services, devices, and 
applications does this. 
Empirical research by 
several major corporations, 
including AT&T, Marriott 

International, and Ikon Office Solutions1, indicates that most financial 
inaccuracies associated with the operation of a telecommunications 
network, are largely a manifestation of inventory inaccuracies.  

The Accuracy Questions 

As NCOs work to attain the accuracy stage of ETM, several very 
specific questions about the elements that comprise the network will 
be answered. These include: 

What is it? 

The first step in achieving the accuracy stage of ETM is having clear 
descriptions of services, equipment, users, and applications. These 
need to be easily understood, non-ambiguous, and consistent with the 
business processes of the network-centric organization. The 

7/12/2004                                      Rivermine Software                                        Page 2 



Four Stages of Enterprise Telecommunications Management - Accuracy                 V2.0 

description includes specific functional, physical, technical, business, 
and operational characteristics that, when viewed collectively, define 
the service, device, user, or application.  

The description should make the engineering and technical aspects of 
dealing with telecom suppliers invisible to those using the 
telecommunications network and those responsible for specific ETM 
applications, such as expense management and order processing. A 
clear objective of the accuracy stage is to create definitions 
(descriptions) that help the network-centric organization make better 
business choices. 

For example, the definition of a particular circuit should include the 
bandwidth of the circuit, the port associations, carrier information, 
usage information, physical termination information, etc. By 
incorporating this information into the ETM solution, better carrier, 
contract, and equipment selection decisions can be made, and 
contract/agreement compliance can be more easily managed. 

Where is it? 

A key characteristic of an accurate accounting of the 
telecommunications network is being aware. What are the services, 
devices, users, and applications that comprise the 
telecommunications network, and where are they? Tracking where 
network elements are located helps the enterprise deploy services 
and equipment in ways that match the physical and business-process 
configuration of the network-centric organization.  

In the case of mobile communications and mobile access, mobility 
becomes a component of the definition that is tracked in the inventory. 
Subsequent management of mobile communications and mobile 
access can then be performed within the overall ETM solution. 
Network-powered communications and connectivity, regardless of 
physical location of the user or application, is a defining characteristic 
of the NCO and is a foundation block that accelerates business 
performance. Managing mobile communications and access as a 
component of the overall ETM solution is crucial to network-centric 
organizations  

 
Does it belong here? 

While awareness places emphasis on knowing what elements are 
part of the telecommunication environment and where those elements 
are, another key objective of awareness is also knowing what should 
not be part of the environment.  

The near-term benefit of being aware is substantial expense reduction 
through the elimination of excess and unneeded services and 
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devices. Longer term, tuning network performance and configuration 
becomes inventory-powered – driven by specific knowledge of what 
and who is using the network and where that use is happening. 

By knowing the services, equipment, applications, and users that 
reside within the ETM environment, and by identifying those that 
should not, the NCO can more accurately manage the expenses 
associated with it telecommunications network.  

Noted below are specific, real-world examples of the role an accurate 
inventory-powered environment can play in improving financial 
management and return-on-investment: 

• 13,000 employee cell phones reduced to 9,000 in less than 12 
months – Cell phones still in use by ex-employees eliminated. 
 

• Over 4,000 calling cards eliminated – Overlap between cell 
phones and calling cards highlighted by accurate inventory. 
 

What impact will it have? 

Applications and devices most strongly determine the network 
resource impact. For example, a video-editing workstation is likely to 
require more network resources than a personal computer used 
primarily to run Microsoft Office, or even the same physical 
workstation supporting Microsoft Office.  

By accurately knowing the characteristics of services, devices, users, 
and applications, it is possible to make assessments as to the likely 
impact on the overall telecom network.  

For planning purposes, it is important to have descriptions that give 
some indication as to the network resources that will be required. For 
actual cost allocation, more exact utilization information is likely to be 
required.  

 
Who is responsible for it? 

The focus of the accuracy stage of ETM is making sure that all the 
assets and services are accounted for, and properly identified. The 
second phase of ETM focuses on allocation – who pays for the 
service or asset? But to set the stage for allocation, it is necessary to 
have an accurate description so that utilization can be assigned to a 
specific user, carrier, or application. Before costs can be allocated, 
responsibility must be attributable.  

For example, in allocating mobile communications costs, the specific 
user of a device must be a component of the description. 
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Staying Accurate 

ETM can be dramatically enhanced if powered by a controlled and 
structured inventory of assets, services, users, and applications. 
Without an accurate inventory, even invoice auditing for the simplest 
enterprise will become less effective as the inventory accuracy 
degrades over time. The challenge is to maintain and improve 
inventory accuracy as the telecommunications environment changes.  

The first step in ensuring continuity of accuracy is the use of a 
structure workflow process for all inventory related functions, including 
ordering new services and devices, setting up new users, allocating 
access to systems and applications, and deleting services and 
equipment, etc. Inventory-powered solutions that electronically link to 
suppliers and carriers will be a crucial component of creating the 
workflow process that ensures an accurate enterprise 
telecommunications management.  

The accompanying graphic depicts anticipated improvement in the 
accuracy of inventory-powered ETM and the degradation of accuracy 
for solutions using an ad hoc inventory control mechanism. 

 

1 From presentations made at “Summit on ETM,” May 21, 2004 

 Rivermine Software, developers and marketers of software-based telecommunications 
management solutions for network-centric organizations, commissioned this paper. The 
company offers a spectrum of inventory-powered ETM solutions. Specific solutions include 
financial management, service order processing, and personal device management. 
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Abstract 

Enterprise Telecommunications Management (ETM) is not a product – it 
is a process and philosophy of business, using technology-based 
solutions and supporting services to manage the enterprise 
telecommunications environment. The process of ETM runs through four 
distinct stages. Similar to Maslow’s Hierarchy of Needs, each stage 
addresses a defined set of telecom management needs and desires.  

As addressed in the white paper, Enterprise Telecommunications 
Management for the Network-Centric Organization, the needs of each 
stage build upon those of the previous stages. When the needs and 
wants associated with any particular stage are fulfilled, other more 
sophisticated and often more strategic needs and desires emerge. The 
four stages are: 

• Accuracy 
• Allocation 
• Analysis and Planning 
• Acceleration and Enhancement 

Each successive stage reflects the increased sophistication of the 
organization’s relationship with the telecommunications environment and 
the increase in the strategic significance of telecommunications to an 
organization. Hence, network-centric organizations, whose business 
operations highly leverage their telecommunications infrastructure, are 
most likely to attain all four stages of ETM. 
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Allocation Stage 
 
Communications in network-centric organizations are typically a 
combination of various types of services such as: fixed lines, wireless, IP 
Broadband, or over the Internet. Regardless of which services are 
utilized, the initial challenges a successful ETM solution must address 
remain the same – accurately account for all the services, equipment, 
users, and applications in the environment and allocate the cost of 
resources to the proper responsible entity. 
 
The allocation stage of ETM is crucial to resource deployment and 
economic management of the communications environment. The first 
step in attaining the allocation stage is creating the proper equilibrium 
between available and required resources. By knowing what resources 
are needed and correlate them to the resources available, the network 
can be tuned for optimal performance and cost – unnecessary upgrades 
and additions can be avoided, while needed upgrades and additions can 
be definitively identified and justified. 
 
Once that resource allocation foundation is established, the allocation 
stage is focused on creating a usage-based data model of the network 
environment. This is used to apportion specific costs and charges to 
specific responsible entities.  
 
As an example, a billion-dollar enterprise client implemented an ETM 
software solution and started to allocate telecom costs by locations and 
internal departments.   By holding department managers accountable for 
their communications costs, the client immediately saw a 97% reduction 
in calling cards and a 30% decrease in cell phone usage.  
 
Without proper allocations, it is difficult to ensure that the network has the 
proper resources and also difficult to gain insights into organizational 
performance. 
 
The Allocation Two-Step 
 
Allocation begins with accurate accounting and inventory of the services, 
assets, users and applications. If you don’t know what you have and how 
it is being used, you can’t specifically allocate the cost to a responsible 
entity. Historically, inaccurate inventory and usage information has lead to 
organizations simply estimating what percentage of telecommunications 
costs should be allocated to a particular department, region, and/or 
group, often based on a non-use related metric, such as headcount or 
space occupied. Associating actual usage information and costs with 
specific resource consumption entities – users, desktops, devices, and 
applications – first requires an accurate inventory.  
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When the ETM solution is inventory-powered, it is possible to bifurcate 
the allocation stage: 
 
• Allocation of resources – Ensuring that there is equilibrium between 

the resources available and the resources required – not too many 
and not too few – to maintain a desired quality of service. 

 
• Allocation of the costs associated with using resources – Ensuring 

that usage and costs associated with resources are properly 
apportioned and assigned to a responsible entity. 

The first function of the allocation stage matches the resources available 
with the resources required. This is especially crucial as voice traffic that 
has traditionally been carried by fixed-networks, migrates to VoIP, 
potentially straining what had been a data-only network. If resources 
allocated are not sufficient, quality of service declines. There is also an 
economic management issue separate from allocating costs. Precise 
usage information and allocation of resources, curbs the pressure to 
migrate and add unnecessary resources, thereby saving money.  

Historically, call detail records (CDR) have been the primary information 
element used to allocate telecommunications costs back to departments, 
reduce misuse, analyze calling patterns/circuit use, and review employee 
productivity. With the proper use of CDRs, organizations can have a 
significant impact on reducing this telecommunications expense. But the 
veracity of the CDR-based cost allocations is, again, a direct function of 
the accuracy of the inventory.  

The inventory-powered ETM environment supports tools and technology 
to capture near real-time usage data. When this usage and cost 
information is combined with traditional CDR-type information, the 
enterprise can achieve a more accurate and timely allocation of 
telecommunications costs. This is especially true when the ETM solutions 
are used to manage all telecommunications capabilities, including VoIP 
and mobile communications. 

During the allocation stage, information on the user, services, assets, and 
applications are translated into a usage-based data model of the network 
environment. Specific usage and cost data from this model is then 
allocated based on one or more of the following: 
 
• Application-based allocation – Allocation of usage based on resource 

consumption of specific applications. For example, the allocation 
stage is likely to incorporate a methodology that accounts for the 
bandwidth required to transport email messages between servers, the 
disk space needed to store the emails, the number of messages sent, 
and the number of emails received. 

 
• Location-based allocation – Costs can be allocated based on physical 

location, ranging from regional to national, to a specific building, or 
office within a building. For example, an F500 company determined 
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during its allocation process, that it was paying for circuits that 
terminated at a competitor’s facility. 

 
• Organization-based allocation – This is allocation of cost to an 

organization and elements of an organization, including individual 
users. For example, mobile communications costs associated with a 
specific cellular number or device, such as a Blackberry.  

The integration of this information with the corporate general ledger 
provides a highly accurate allocation of the actual cost and usage. 
Because the resource allocation of the environment is more precise, 
Thereby the cost-allocation can be more precise. Economic management 
of the telecommunications environment is improved since 
telecommunications costs no longer need to be lumped into a generic 
overhead pool. 

VoIP as Another IP-based Application 
 
One of the hottest telecommunications issues is the migration of voice 
traffic onto the Internet (Voice of Internet Protocol – VoIP). This presents 
a new set of ETM challenges, as the actual use of virtual, on-demand 
voice circuits needs to be accounted for. This requires viewing VoIP as an 
IP-based application. The management and allocation issues posed by 
VoIP has become similar in scope to those presented by other major 
applications, such as an ERP application from SAP or Oracle.  
 
ETM solutions need to account for any network-resident application – the 
users of the application and the resource use of that application. Tracking 
these characteristics as a function of the inventory supports accurate 
allocation of the cost associated with supporting that application. 
 
In the case of VoIP, the inventory tracks the specific IP-enabled devices 
used for voice (PCs, phones, etc), and the switches/PBXs and gateways 
used to support VoIP.  
 
Summary 
 
Historically, allocation, in the context of telecommunications 
management, has been interpreted as cost-allocation and charge-backs, 
usually driven by Call Detail Reporting. With the advent of the network-
centric organizations, allocation has become a resource and costs issue. 
 
Today, the allocation stage sets the foundation for the final stages of ETM 
– analysis/planning and acceleration/enhancement. It addresses two key 
issues – allocating telecommunications resources and then allocating the 
costs/charges associated with those resources. As the allocation of 
resources phase improves, the overall telecommunications environment 
becomes more cost-effective and efficient. Better resource allocation 
supports more accurate tuning of the network environment, while 
appropriate cost allocation supports enhancing the overall business 
performance. 
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Abstract 

Enterprise Telecommunications Management (ETM) is not a product – it 
is a process and philosophy of business, using technology-based 
solutions and supporting services to manage the enterprise 
telecommunications environment. The process of ETM runs through four 
distinct stages. Similar to Maslow’s Hierarchy of Needs, each stage 
addresses a defined set of telecom management needs and desires.  

As addressed in the white paper, Enterprise Telecommunications 
Management for the Network-Centric Organization, the needs of each 
stage build upon those of the previous stages. When the needs and 
wants associated with any particular stage are fulfilled, other more 
sophisticated and often more strategic needs and desires emerge. The 
four stages are: 

• Accuracy 
• Allocation 
• Analysis and Planning 
• Acceleration and Enhancement 

Each successive stage reflects the increased sophistication of the 
organization’s relationship with the telecommunications environment and 
the increase in the strategic significance of telecommunications to an 
organization. Hence, network-centric organizations, whose business 
operations highly leverage their telecommunications infrastructure, are 
most likely to attain all four stages of ETM. 
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Analysis and Planning Stage 

The initial challenges a successful ETM solution must address are an 
accurate accounting of all the services, equipment, users, and 
applications, as well as a proper allocation of network resources and 
costs. 
 
Once these two stages have been achieved, the successful ETM solution 
can be used to provide support for network configuration and planning, 
and project management. Knowing what resources are needed allows for 
network tuning and supports project management for deployment of new 
services, applications, and equipment. When this occurs, the analysis and 
planning stage of ETM is being addressed. 

Analysis in this stage means being able to evaluate the architecture of the 
network and its performance, with respect to the business objectives of 
the organization. Planning means leveraging the accuracy and allocation 
functions to ensure that the proper resources are available and deployed 
on a timely, efficient basis – knowing what will be needed and then 
tactically supporting the deployment of those services and resources. 

Having an accurate and properly allocated environment provides the 
information that an organization, especially an NCO, can use to plan 
future requirements and analyze the performance of the current 
environment. This makes the analysis and planning stage of ETM a 
strategic function. 

Specific activities addressed by the analysis and planning stage of ETM 
include: 

• Ensure adequate network resources 
• Fine tune the network configuration and design 
• Optimize environment for performance and cost 
• Ease roll-out and integration of new communications 

technologies into the enterprise environment (i.e. mobile 
communications) 

• Relate telecommunications services and expense to business 
performance 

• Provide a project management infrastructure for 
telecommunications network roll-outs, enhancements, and 
changes. 

As an example, a major international food-service company uses 
Rivermine’s inventory-powered, software-based ETM technology to 
manage the installation and activation of the telecommunications 
infrastructure at its new locations. Because the number of new locations 
opened is extremely high, and occur rapidly, delays in opening locations 
can have substantial financial impact. The inventory-powered ETM 
solution provides a new-location service template and a carrier-neutral 
ordering process – very important when locations are opening around the 
globe. 
 

 



Four Stages of Enterprise Telecommunications Management – Analysis                V2.1 
 

9/16/2004                       Copyright © 2004 Rivermine Software                            Page 3 

Summary 

Analysis and planning are intertwined with and sequential to allocation 
and accuracy. While accuracy and allocation focus on tactical issues such 
as expense management and assignment of cost, analysis and planning 
spans tactical and strategic issues. Tactically, this phase provides the 
enabling foundation for managing the acquisition and deployment of 
services, applications, and equipment, and for fine-tuning the 
performance of the network. Strategically, it addresses a number of ROI 
and forward-looking questions: 

• “How well are we doing what we are doing?” 
• “Are we getting good value for the expenditures?” 
• “Should we be doing something different?” 
• “Can we be doing things better?” 
• “What should we be doing in the future based on what we’re 

doing now?” 

Creating an ETM solution that addresses analysis and planning cannot be 
done without first creating an ETM solution that is inventory-powered, as 
opposed to one that is invoice-centric. This indicates that older generation 
ETM solutions that are invoice-analysis and service-biased are not likely 
to be broadly useful to the NCO. We believe that analysis and planning is 
a defining characteristic of the latest generation of ETM solutions. 
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Abstract 

Enterprise Telecommunications Management (ETM) is not a product – it 
is a process and philosophy of business, using technology-based 
solutions and supporting services to manage the enterprise 
telecommunications environment. The process of ETM runs through four 
distinct stages. Similar to Maslow’s Hierarchy of Needs, each stage 
addresses a defined set of telecom management needs and desires.  

As addressed in the white paper, Enterprise Telecommunications 
Management for the Network-Centric Organization, the needs of each 
stage build upon those of the previous stages. When the needs and 
wants associated with any particular stage are fulfilled, other more 
sophisticated and often more strategic needs and desires emerge. The 
four stages are: 

• Accuracy 
• Allocation 
• Analysis and Planning 
• Alignment and Enhancement 

Each successive stage reflects the increased sophistication of the 
organization’s relationship with the telecommunications environment and 
the increase in the strategic significance of telecommunications to an 
organization. Unless organizations achieve the first three stages of ETM, 
they may not be able to achieve the expected accelerations that 
accompany alignment of the telecommunications network infrastructure 
with the business processes. 
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Alignment Stage 

The initial challenges the successful ETM solution faces are managing 
and optimizing the telecommunications network as an entity unto itself. 
Stage one of ETM addresses the management of expenses. The second 
stage facilitates the allocation of resources and assignment of the costs of 
the telecommunications network, while the third stage helps enterprises 
plan and optimize the network. The first three stages make it possible for 
the enterprise to deliver the network that is needed at the optimal cost. 
 
The fourth stage, alignment, uses the entirety of the ETM solution to align 
network-based applications and business processes with the 
telecommunications network. Aligning the telecommunications network 
with network-based applications, solutions, and processes can profoundly 
accelerate and improve business performance. The result of this 
alignment: operation efficiencies, reduced costs, and increased revenues.  
 
Between 1998 and 2003, the adoption of network-based business 
solutions has resulted in a cumulative cost savings of $155.2 billion to a 
sample of 2000+ U.S. organizations. In addition, these organizations 
indicate that their network-based business solutions have also helped to 
increase revenues cumulatively to approximately $444 billion. (Source: 
NetImpact Study 2003, Momentum Research)  
 
At the very macro level, the impact of network-based solutions and 
processes on the overall U.S. economy is potentially enormous. The 
aforementioned NetImpact Study estimates that migration to network-
based solutions and processes will be responsible for nearly half of the 
increase in productivity rate in the U.S. over the next decade.  The 
Congressional Budget Office estimates that the U.S. productivity growth 
rate will continue to grow during the next 10 years at a rate of 2.1 percent. 
This 2.1 percent represents an acceleration of .9 percentage points over 
the productivity growth rate of 1.2 percent from 1974-1995. Network-
based business solutions could contribute roughly 48% of the .9-point 
increase in the productivity growth rate. 
 
Some of these revenue increases and efficiencies would be possible 
without an ETM solution, but using a latest generation ETM solution 
allows the enterprise to achieve maximum efficiency and revenue 
enhancement. The more fundamental question to consider is whether 
deploying and aligning widely distributed networks and network-based 
solutions would be possible without a sophisticated ETM solution. 
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Alignment and ETM  

Alignment, stage four of ETM, enables the transition of the enterprise 
from a focus on specific system and platform-centric solutions, to being 
network-centric – using network-based solutions and business processes. 
It enables this transition by helping the enterprise network-based 
solutions and processes with the telecommunications infrastructure. 
Specific network-centric solutions and processes that the sophisticated 
ETM solution can help align include: 

• Deployment of network-based solutions 
• Mobile and wireless communications  
• Mobile access deployment 
• Enterprise-wide telecommunications security 
• Adoption and deployment of Virtual Private Networks 
• Use Quality of Service policies and tools to prioritize network traffic 
• Adoption and deployment of VoIP. 

For an enterprise to gain the benefit of transitioning to network-based 
solutions and processes, there needs to be an alignment between the 
solutions and processes in use by the enterprise and the 
telecommunications network. Three key steps need to be addressed:  

• Ensure an adequate telecommunication network to implement 
enterprise-wide, network-based solutions and business processes. 
 

• Adopt network-based solutions that automate business processes 
as they relate to key enterprise functions. 
 

• Implement enterprise-wide telecommunications management 
systems that can align network-based applications and processes 
with current and anticipated telecommunications capabilities. 

An example of what happens when there is a high degree of alignment 
between the technical infrastructure and the business processes is on 
display is Cisco Systems. Cisco’s migration of customer service and 
support functions to network-based solutions and processes has yielded 
an impressive set of measurable business accelerations. Cisco believes 
that its use of a networked infrastructure to support its service and 
support applications has yielded the following results: 

• Annual expense budget for the service and support functions 
decreased by more than 20% 

• Number of cases resolved each month up by more than 25% 
• A decrease in the average cost per case resolution by 30%. 

(Source : Cisco Systems in NetImpact Study 2003 from Momentum 
Research) 
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Summary 

Achievement of the first three stages of ETM turns ETM into a strategic 
solution that helps the enterprise deploy network-based solutions and 
business processes, realizing the benefits of being a network-centric. 
Without an enterprise telecommunications management solution, it may 
not be possible to be network-centric. If the enterprise is not network-
centric, its ability to efficiently participate in the networked economy is 
diminished. 

Enterprises that want to maximize the return on their investments in 
network and communications technology must take a holistic view, 
ensuring that networks, applications, and processes are in alignment. Key 
to this view is having management and measurement tools that are able 
to envision and manage the telecommunications environment in its 
entirety – including applications, processes, users, equipment, and 
services. Then the telecommunications network and environment can be 
aligned with the network-based solutions and business processes that are 
characteristic of the network-centric organization. 
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