
Due to the dynamic nature of new products and services it is becoming important for CSPs 

to update existing KPIs. This whitepaper discusses about the underlying factors which enable 

successful Key Performance Indicators (KPI) definition and how e�ective workflow is used in 

evolving KPIs and ensuring e�ciency.
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Introduction
In any Revenue Assurance department, one of the key factors de�ning revenue leakage reporting and mitigation is 

de�nition of proper Key Performance Indicators (KPI). The primary di�culties faced by the department are pertaining to 

the dynamic nature of new services and product releases which necessitate updation of existing indicators as well as 

creation of new metrics for measuring the Revenue Assurance health of the system. Some operators utilize tools or 

solutions to ascertain level of leakage and other operators manage to mitigate revenue leakages by strength of their 

strong internal processes and release methodology.

 

However, for this whitepaper, we will concentrate on the post-detection phase.

 

The de�nition of Revenue Assurance, as per TMF, is as follows:

 

“Data quality and process improvement methods that improves pro�t, revenues and cash �ow without in�uencing demand”

 

The single item in this de�nition which forms the crux of this whitepaper is “process improvement”. There are a fair number 

of operators who have not given due importance/diligence to the act of recording/documenting, tracking and closing 

leakages as recoverable or non-recoverable. This fact is evident due to the lack of concrete knowledge in the industry 

about what percentage of leakage has been captured and recovered as against non-recoverable leakages. Furthermore, 

growth within any Revenue Assurance practice needs to be de�ned on the basis of identi�ed process/systemic 

break-downs and an evolutionary process that focuses on tightening existing performance Key Performance Indicators.

 

As with any other critical function, the Revenue Assurance department needs to follow:

 

a) a well-de�ned process for successfully mitigating and revenue leakages that might creep into the network

b) enforce vigilance, not only in terms of the data �owing through the network, but also in internal processes and  

     addressing all leakages identi�ed

c) maintain a historic repository of leakages identi�ed and addressed, to track the maturity progression

d) a well-de�ned path to functional maturity.

 

The above steps help us to ensure that the Revenue Assurance department is not focused on archaic processes and 

tracking matrices. With the evolution of products being o�ered by telecom operators today, the KPI pertaining to 

aforementioned products have to be itemized and tailored to suit the speci�c o�ering. The Revenue Assurance universe, 

by which we mean the gambit of Revenue Assurance coverage within the telecom operator’s environment, is 

ever-expanding and requires that due scrutiny and constant updation are incorporated into the Revenue Assurance 

processes that drive the department.
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Successful KPI De�nition
At this point, a clear explanation of KPI would be useful towards understanding the underlying factors which enable 

successful KPI de�nition. A KPI can be de�ned as a metric based on which the overall success/failure ratios of the 

organization or department can be gauged. We can broadly classify KPIs as belonging to:

 

a) Absolute KPI – Numerical Indicator of a measure

b) Relative KPI – Ratio based indicator of a subset as measured against the total universe

 

The key to implementing a successful Revenue Assurance practice is to implement KPIs which are borne of a deep 

understanding of the particular product/o�ering in question and aligning it with the goals of not just the Revenue 

Assurance department, but the goals as de�ned by the telecom operator for product success, internal process compliance 

and as a contributing factor to the �nancial performance of the Telecom Operator. Towards this goal, in Revenue Assurance, 

it is critical to be able to not only identify issues in the underlying network, but it is equally important to be able to:

 

a) Qualify the leakage

b) Quantify the leakage

c) Activate Corrective measures to address the leakage

d) Setup controls to ensure non-recurrence of issue

 

So how do we map the required information for a successful KPI creation and implementation exercise? KPI setting is a 

logical exercise, but to limit this discussion to the scope of this whitepaper, we will analyze it based on strictly Revenue 

Assurance based monitoring. The key steps to successfully framing evolutionary KPIs are as follows:

 

a) Understand the underlying data – Understanding the underlying data requires going back to the documents 

provided by the network element vendor. This step is necessary because a good Revenue Assurance practice is 

based on the underlying raw data, and since the foundations of any KPI is the �elds available in the data, the 

Revenue Assurance team has to be abreast of the meaning and mapping of the �elds which are used in Revenue 

Assurance reporting

 

b) Understand the Business rules – Business rules pertain to the processing of the data downstream. Data is 

enriched, �ltered and billed based on prede�ned rules. As a result, ensuring that all leakages are plugged 

necessitate the validation of the prede�ned business rules which govern the behavior of data in downstream 

processing 

 

c) Understand cross-linkages (dependencies') between systems – Knowing the systems which interact to 

provide a billable record is a preliminary requirement. Data which is created on incorrect referencing is inevitably 

wrong, and the root cause analysis could take a unduly long period. A simple example is identi�cation of prepaid 

or postpaid subscribers. Running validations of HLR as against the prepaid platform subscriber information and 

the billing system subscriber information will ensure that incorrect subscriber tagging is not an issue that the 

Revenue Assurance team will have to contend with later
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d) Map the logical data-�ow – Once the above three steps are completed, the next step is to aggregate them into 

a simple data-�ow chart. This step has the added advantage of removing multi-system complexity if we can 

segregate the various network elements are broadly falling under:

Data Reference Point – DRP refers to the classi�cation of certain network elements as being the source of 

“Master Data”. This can be simple in the case of usage records (e.g. SS7 or MSC could be the DRP for usage 

data), but in terms of subscription information, we might need to take a business decision (e.g. Is the HLR 

the DRP as this would de�ne the network access, or should the billing platform be the DRP as charging to 

end customer would happen from here)

Data Creation Point – DCP is the �rst point in the network from where information is created and available 

to the Revenue Assurance department. As an example, MSC might be a DCP, but so is an IN. In this scenario, 

we might decide that MSC is the DRP, and IN needs to be correlated against the same.

Data Processing Point – DPP is the points in the network where the data is processed in terms of data   

parsing, product stamping, �ltering, enrichment and cloning. e.g. Mediation

Data Billing Point – As the name suggests, the DBP is where the processed data is evaluated from a billing 

or charging perspective. This represents the end of the data life in terms of Revenue Assurance scrutiny, 

which means this gets marked as the end of the Revenue Assurance chain. DBP can refer to Charging 

gateways, billing systems and IN.

 

The creation of such logical “Control Points” will alleviate the inherent complexity of trying to map across multiple systems. 

By ensuring the �rst three points, we have taken care of sanitizing the data, validating the business rules and linking 

interacting systems. At the end of step d), we will have correlated information which can be validated based on 

data/provisioning �ow. 

 

KPI are by de�nition fairly dynamic, and unfortunately there is no “One size �ts all” solution. By experience, for 

implementing successful KPIs, the following recommendations have been seen to be useful:

KPI Threshold for usage data needs to de�ned after a minimum soak period of 2 weeks

KPI Threshold for subscription data needs to be de�ned on a monthly basis

Tracking of recovery needs to be setup for Leakage Recovery based KPI, which will help in identifying recovered 

revenues as well as non-recoverable revenues.

 

4) 

3) 

2) 

1) 

a)

b)

c)
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E�ective segregation and Work�ow
Once we have identi�ed the necessary KPI, the next step is to segregate the Revenue Assurance universe into well de�ned 
logical blocks. An example of such segregation is as follows:
 

a) Well-de�ned data segregation

a. Usage Data

b. Non Usage Data

b) Well-de�ned audit approach

a. Postpaid Stream Audit

b. Prepaid Stream Audit

c) Well-de�ned Work�ow

a. Participating Teams

b. Investigation/Information capture methodology

c. Service Level Agreement de�nition
 

The e�ective segregation of the Revenue Assurance universe will help us to de�ne the scope, length and breadth, of the 

anticipated leakages. This in turn will help the Revenue Assurance department to compartmentalize the investigative and 

corrective steps with well-de�ned function owners and meting out appropriate responsibilities. The culmination of this 

segregation and responsibility assignment will be captured in the �nal work�ow which is established. 
 
The work�ow refers to the methodology for leakage information detection and correction. This is not limited to only the 
trouble ticketing for Revenue Assurance, but also
 

The teams responsible for each area of leakage

Cross-functional communication

Established methods of information transference between teams

SLA de�nition for issue closure

Cost assignment to each leakage

Leakage tracking to ensure non-recurrence

Final reporting of recoverable and non-recoverable leakages
 
Furthermore, as the work�ow is executed to assist in a timely growth in Revenue Assurance maturity of the operator, 
therefore the work�ow is the basis on which the Revenue Assurance department evolves its KPIs. 
 

There is a visible paradigm shift in the way that operators are setting up Revenue Assurance processes. The business 

process of leakage reporting has matured signi�cantly, where every issue needs to be reported with the associated “Proof 

from Network”, which usually constitutes the discrepant/mismatched records. The network and IT teams even tell the 

Revenue Assurance team what particular �elds they expect in the report for their cross-veri�cation. Telecom Operators are 

now seeing cross-functional teams which have been tasked with ensuring that issues raised are being closed in a timely 

manner, for example, work�ows that involve �rst level of investigation by the Revenue Assurance team, impact analysis by 

a �nance function, technical cross-veri�cation by IT, corrective action by a network task force and recti�cation 

corroboration by Revenue Assurance and IT. This approach of setting up cross-functional work�ows also helps in reducing 

the silo approach to Revenue Assurance which was followed earlier. Instead of becoming a fringe function, Revenue 

Assurance is now being viewed as a core team which contributes to the overall health of the product o�ered.
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