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Global industry association for Communications Service Providers

« Widely adopted frameworks, standards, and best practices

— eTOM (Enhanced Telecom Operations Map): A
comprehensive business process framework for telecom
operations.

— SID (Shared Information/Data Model): A standardized
information model for telecom data.

— Open APIs
 Collaboration and community

gnite

17-19 June 2025
Copenhagen

Leading
the Way to an
Al-Native Telco

Register Now

— CSPs, vendors, systems integrators participate
* Events

— Digital Transformation World (DTW): June 17,
Copenhagen

— August conference in Dallas
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2 TMForum Catalysts for 2025

Rapid collaborative projects to solve industry challenges | Present results at DTW

NeuroNet Orchestrator

Domain Network, Customer Service

Problem Today's customers expect better service quality.
Bad experiences can lead to churn. Too much

statement manual work & silos today in network operations.

Solution Autonomously handle network situations and
manage closed loop experiences

Highlights + Sense events

Detect situations

¢ Orchestrate remediation

« Take action

¢ Communicate with customers
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qeema

vodafone

Dynamic Plan Builder with Gen Al

Domain Sales & Marketing
With increasing global competition, CSPs face
Problem gg p
statement challenges to retain, grow and differentiate
Solution Quickly create competitive / customized attractive
plans

Highlights + Identify market gaps, optimize pricing, adjust plan
features
+ Accelerate with Gen Al / ML

« Agentic Al to fast-track approval

verizon Bell -H
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Event Detection

I

Prescriptive network
correction agent

%E%T%W

Orchestration
Engine

Stage 1: Detect & Prescribe

*  Qeema analyzes telemetry & shares events «  Passeson:
« Identifies root cause (Machine Learning)  Eventdata
«  Prescribes corrective actions (A.l. Agent) +  Agent insights

»  Corrective actions




>
accenture
A.l. Agents -

Network Intelligence

Impact Agent -

Weather Impact
Agent

S*&PEGA

Orchestration
Engine
/

Action Executor -

« Auditlog ofall processes (orchestration layer)

+ Al agent communications:

Closed-loop (Assure & Optimize):
Customer impact, SLA, compliance, etc.
Open-loop (Sense & Anticipate):
Weather, news, trending topics, etc.

Stage 2: Orchestrate

Validates remediation plan (Al orchestration)

Selects workflows to execute
(Al'agent logic, ML, and orchestration rules)

Pass

—>  Next Best Action Engine

——» Workflows

es on:
Workflows:
Prescriptive Information
+  Agentinsights
NBA Engine
Customers' impact details
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Al Agents -
Network Intelligence

Impact Agent ~

Weather Impact _
Agent

Next Best Action Engine
/

S PEGA |

Workflows

Action Executor ~

Stage 3a: Execute Pre-Existing Workflows

Trigger Al workflows (Pega Process A.l., ML & automation)
Run network actions (Action Executor A.l. agent)

Query NBA Engine (decisioning & ML)

Interact with relevant A.l. agents
Communicate via digital channels (automation)
*Pass parameters & customer events downstream
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Al Agents -
Network Intelligence

Impact Agent €——

Weather Impact
Agent

—

Pega GenAl #
Blueprint™

A

forum
eTOM-aligned

Action Executor ¢——

Next Best Action Engine
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S* & PEGA ﬁ
Workflows
M-ho(cuggggglown @

Ad-hoc Workflow n-1
(used 2x)

Ad-hoc Workflow 7
(used 1x) > @

@ Ad-hoc Workflow
(not yet approved)

Archived Workflows

(timed out) 2 @
/4

DE—
a
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Stage 3b: Create and Execute Ad-hoc Workflows

Creates and validates eTOM-compliant +  If ad-hoc workflow meets requirements:
Pega ad-hoc workflow (A.l. Agent) »  Tracks usage/success
Automation: . Promotes to pre-existing pool after sufficient runs
+  Gets human sign-off; promotes approved (ML & Automation)
workflows to ad-hoc pool . Communicates with customers via preferred channels
+  Executes ad-hoc workflow .

If ad-hoc workflow's TTL expires, Archive workflow

. Passes on:
Workflows

Sub-workflow parameters

NBA Engine

Customer event information
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Proactive NBA Engine| ~—- m

Stage 4: Proactive Customer Engagement

«  Event-triggered to proactively engage with «  NBA Engine selects optimal action/channel + Passeson:
customers impacted by CSP events (Rules & ML): from thousands, in real time +  Customer and response information
+  Reduces churn rates (Decisioning and ML) to workflows for fulfilment

Increases NPS
*  Builds trust & Loyalty
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Proactive NBA Engine

S PEGA

L& PEGA

Workflows

Ad-hoc Workflow n

(used 3x)

Orchestration

Engine @

Ad-hoc Workflow 7
(used 1x)

Stage 5: Learn & Adapt

All actions logged for audit and traceability «  Ad-hoc workflow governance:
Continuous feedback retrains models (orchestration, «  Promote high-value workflows
NBA, workflows), measures effectiveness +  Archive underused to prevent automation bloat




Key Outcomes

, Operational Agility @ Auditability & Compliance

ﬁ'
(":;\) Proactive Customer Experience @ TM Forum Alignment
v
‘J Continuous Self-Improvement $ OPEX & Sustainability Gains

L& PEGA
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Dynamic Plan Builder




Challenge

With ~ 35% of customers switching annually, the industry is blee

and loyalty.
Increasing competitive Churn Rate
landscape
new Plans telecom customers switch
Promotions/year to providers annually

capture market share

CSP’s

e Struggle to differentiate themselves
e Difficulty in sustaining growth & critical retention
strategies

e Lost market share & reduced profitability

10-15%

decline in customer
retention due to complex domains

Annual rev
growth rat

2-5%

compared to 7% in other

Retention Rate

pricing

Customers

e Difficulty to navigate through various plans/offerings
from various CSPs
e High-churn rate due to market competition & loss of

brand loyalty

Footer or citation 14



Dynamic Plan Builder with Gen Al

L& PEGA

Solution in Action- Product Manager Experience

Enter Product Guidance

Plan Creation Intent

Gereazel)mmms Yerk J

New P eguest
° st hen P
L
Pre-ut Pae
vy
s
Commer

Plan Details

Basic Information

Plan | Plan Name
Lad Busioess Pan

Plan Start Date Pan End Date

0] B o

Plan Details & Features

Business Type Pan Category

Corporate Business

ustomes Segment Pran Features

Businesses Teat, Voice, Data, Business Tools

e

tion da
228005 51240

an Descriptio

Aplan designed for smal businesses,
reated by

admin

Streaming Qu

un

View Al Generated Plans

4

Generate Dynamic Plans ~ Werk Status

APOO1
AROOR
AP0
oo
APO0S

Busness Pan

Edery Pan

Famiy Share Pan

Unlimited Data Pan

eermatond Py

Price looks Comprehensive

Footer or citation

15



Key Outcomes

Concept to Market Accelerations
, (Months to Days /Hours)

YV i
A ARPU Improvement
\ 4

6 Market Differentiation

L& PEGA

@ Proactive Measure for Major Churn Reasons
@ ODA-In-Box Component Plug-n-Play

$ Operational Efficiency ~ IT & Business
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