
AVAILABILITY 
IMPROVEMENT 
TO THE 2G & 3G 
NETWORK

CASE STUDY:



EXPERT TEAM

Utilising both their existing 
trusted consultants and 
in-house resourcing 
function for a wider reach, 
Comvergent deployed a team 
with vast mobile experience, 
underpinned by ITIL service 
lifecycle knowledge. 

Along with Comvergent’s 
Senior Business Analyst, 
this expert team were able 
to identify issues and make 
recommendations to build a 
new support model.

THE OBJECTIVES

The remit for the Comvergent team was to 
review existing processes and provide a platform 
for sustained critical improvements to the 2G 
and 3G network.

Working with the customer, Comvergent 
identified three main areas requiring 
improvement and set key project objectives:

 > To review the current problem management 
process, then define and implement a solution 
in order to improve root cause analysis.

 > To review the current incident management 
process, then define and implement a solution 
in order to improve mean time to repair.

 > To review first line network management 
processes and increase first-time-fix rate.

IDENTIFYING TO IMPROVE

During the project, Comvergent 
analysts captured the real-time 
performance improvements and 
bench-marked these against 
the improvements in network 
availability to show the benefits 
of the process changes, as 
Comvergent Operations Director, 
Mark Smith, explains;

“By working closely with our 
client to ensure that any open 
incident was driven through to 
resolution or until a root cause 
had been identified, we were able 
to improve the diagnostic process. 
This in turn provided our client 
with the knowledge necessary 
to manage recurrent issues, 
continually improve Mean Time 
To Repair (MTTR) and ultimately, 
increase network availability.”
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INCREASE IN DEMAND

With technology evolving at a record pace and 
end-user demands continuing to grow, mobile 
operators are increasingly faced with the need 
to improve the capacity and performance of their 
networks. 

In light of these challenges, an industry-leading 
managed service provider appointed Comvergent 
to review their end-to-end network fault 
management process and, as a result, define a 
customer service improvement plan to achieve 
and maintain their network availability targets.



OVERCOMING COMPLEXITIES

Due to work taking place on multiple live 
customer networks, the project had the additional 
complexity of needing to maintain stringent levels 
of service during this period of change. 

In order to mitigate disruption to the current 
front office Radio Access Network support, 
Comvergent deployed a parallel front office 
support team who trialled and implemented 
the new processes. The introduction of this 
team gave the customer stability during this 
complex period of change, whilst also delivering 
measurable service improvements.

THE RESULTS:

 > Improved network availability and end-user 
experience 

 > Quicker resolution of field-related faults, 
reducing disruptions to customer experience

 > Increased resiliency across the service by 
removing single point of failure

 > Clear and universal understanding across all 
areas of delivery due to end-to-end problem 
management processes
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