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Customer Experience has become the central interest of new generation of Telecom service, and
lots of business use cases into the industry are expecting customer-centric analytics, operational
insight and effective decision making.

Network Performance Management basically still the main activity for operators to assess service
they deliver. Providing such services rely on proprietary network equipment parameters design,
both radio and transport level such as Voice Quality InterFrequency Handover, LTE QCI Relative
Priority, and specific network level Quality of Service (QoS) parameters like Voice Drop Call or
Throughput that measure service performance. Network Optimization engineering comes
additionally to maintain best parameters value and deliver better service. Mostly, these parameters
are strategy parameters controlling the service initiation and management.

This approach is proved to be inadequate to meet service quality experience as perceived by users.
More and more customers complaints root cause are not correctly understood or time consumer to
be identified. The quality experience transformation requires a distinct set of capabilities to move
from network QoS level to QoE-centric performance management.

We present a service experience quality management concept that models QOE metrics with semantic
and validated mathematical interdependency to QoS for real-time QoE analytics, and a Service
Quality Optimization engine for prescriptive procedures to automatically adjust service delivery
parameters. We use big data and cognitive technologies onto various telco’s data, from call traces
to network strategy data. Communication service is modelled also as a set of interactions of usage
and management functions to be implemented through expectation, context and experience
challenges to satisfy a set of QoS parameters.
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