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This Report has been prepared in accordance with the provisions of Undertakings Group No. 7, proposed by
Telecom Italia S.p.A. and approved with Resolution no. 718/08/CONS of the National Regulatory Authority for
Communications (AGCom). The assessments made in this Report take into account information and data received
by the Supervisory Board by 31 January 2011, in accordance with AGCom Resolution no. 718/08/CONS.
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During 2010 the Supervisory Board continued the formal monitoring activities specified in the text of the
Undertakings approved by the Italian National Regulatory Authority for Communications, AGCom, in December
2008, and consolidated its advisory role, stimulating the establishment of adequate improvement processes by
Telecom Italia, to effectively pursue the aims that underpin the Undertakings.
Particular attention was paid to those problems and topics that, within the framework of the Undertakings, and
in relation to the issues raised by the alternative Operators, appeared to be priorities, due to their technical and
economic implications.
Similarly, the interventions of the Board were intended to resolve critical issues related to the processes affecting
the commercial relations between Telecom Italia and its competitors in the supply of intermediate services, to
the potential advantage of the market and consumers.
The Supervisory Board therefore made its contribution in the awareness that the sensitive issues dealt with would
assume an increasingly central role, also in view of the evolution of the market and its legal and regulatory scenario.
The publication of the EU Recommendation in September 2010, and the guidelines drawn up by the Italian
NGN Committee have in fact enabled the pathway already outlined in AGCom Resolution no. 731/09/CONS,
cited above, to be completed. In this Resolution, while transforming many of the measures contained in the
Undertakings into regulatory obligations, AGCom highlighted the need to identify specific regulations for new
generation network access services which would also affect the current structure of the Undertakings. The
Supervisory Board intends to be ready to deal with this important and fundamental milestone.
In this context, it is worth emphasising that the system of governance of the Undertakings has in reality proved
to be more complex and detailed than assumed at the time the Undertakings were approved by AGCom. In
particular, in outlining a summary of the state of implementation of the Undertakings, it is useful to distinguish
between the many implementing measures planned, and to also consider the many and varied timescales for
compliance established on a case by case basis. In fact management of some processes, such as, for example,
the New Delivery Process, has a longer timescale and requires full collaboration and interaction between
Telecom Italia and the alternative Operators. Other issues have been dealt with in the Undertakings by taking
into account the prospective development of the market (like new generation services and networks) and thus
their implementation has been slower and more gradual. Finally, further issues required more detailed regulation,
in relation to essential aspects of their scope and efficacy; this is the case for regulatory accounting and the
determination of the so-called transfer charges, dealt with in Undertakings Group no. 8.
During 2010 the Supervisory Board has carried out many interventions on fixed access network quality and
development issues. Many Recommendations have been made to Telecom Italia to improve the quality of the
network offer and to make it more homogeneous throughout the whole country, to guarantee the necessary
and preventative transparency of information provided to OLOs and to safeguard their capacity to schedule
their network planning and retail product marketing strategies sufficiently in advance. These initiatives, also
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necessitated after some OLO complaints, have contributed to increase the level and degree of detail of the
information made available to the OLOs and, more generally, to strengthen the protection of the principles of
transparency and equality of treatment on which the Undertakings are based.
The Supervisory Board has also completed the so-called “KO” analysis project, carrying out an original in-depth
study into the reasons behind the OLOs Work Orders rejection as far as the delivery of Telecom Italia wholesale
services are concerned. This was a complex study, carried out on the Bitstream, Unbundling Local Loop (ULL)
and Wholesale Line Rental (WLR) services, which helped clarify the underlying dynamics of the Telecom Italia
procedures for changing operator, mitigating some of the divergences that exist between operators and allowing
the collection of data and cognitive elements that could be used to assess the operation of the New Delivery
Process (NDP) as soon as it becomes fully operational.
A project has also started to validate the data generated by the Performance Monitoring System for Telecom
Italia SMP services, to make available “guaranteed” data and information to assess and measure how Open
Access processes the delivery and assurance activities it provides to both Telecom Italia customers and OLO
customers. In collaboration with Telecom Italia and the University of Catania, which acted as certifying body, the
design phase and the creation of the reference database (the “data warehouse”) have been completed, the tests
have been carried out and the statistical sampling model has been defined. When the information technology
aspects of the system to calculate the certified indicators have been completed, the Supervisory Board will start
the validation phase this year. This phase will involve the Supervisory Office, also through sample tests, using
the data verification protocol made available to the Supervisory Board by Telecom Italia.
Telecom Italia is undergoing targeted actions to improve, among other things, understanding of the Code of Practice
and increase its visibility, making the company management incentives more coherent with the Undertakings, and
the results of the monitoring of personnel training plans and OLO satisfaction more transparent, in the conviction
that greater sharing of the Undertakings “culture” inside the company can promote more widespread and aware
achievement of their objectives.
The topics described above, discussed in detail in this Report, as well as the equally relevant topics not
mentioned in this introduction, provide evidence of the breadth and transverse nature of the topics dealt with
by the Supervisory Board with actions and interventions focused on translating the objectives enshrined in
the Undertakings into tangible behaviours and facts, particularly those objectives of equality of treatment and
transparency of information that Telecom Italia must guarantee to its competitors.
The Supervisory Board has also paid attention to consolidating its dialogue with the principal national, European
and international institutional reference bodies, and with the operators in the electronic communications industry.
The Supervisory Board provided regular updates to the National Regulatory Authority for Communications
throughout 2010 on the activities it carried out and the results it achieved, by providing information documents
and by organizing periodic meetings with the competent AGCom offices and bodies.
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The first international meeting of Supervisory Boards responsible for monitoring equality of access to the fixed
network of the incumbent Operators took place in December 2010, to further develop knowledge of one another
and to examine specific issues of common interest in depth. In addition to the Telecom Italia Supervisory Board,
the meeting was attended by the Equality of Access Boards of British Telecom, Telia Sonera and the Telecom
New Zealand Independent Oversight Group as well as representatives of the European Commission and AGCom.
The meeting agreed its intention of developing a constant reciprocal exchange of information that will permit
increasingly in-depth analysis of specific topics.
In conclusion, the Supervisory Board believes that, dedicating some of its institutional activity on identifying
concrete solutions to recommend to Telecom Italia in order to better achieve the objectives that underpin the
Undertakings, has proved to be the right choice, given the results achieved so far, which lead it to believe that it
will do more and better in 2011.
This is an opportunity to again emphasise the willingness shown and the support offered to the Supervisory Board
by the Telecom Italia departments involved in managing the Undertakings, and the fundamental importance of
the dialogue with the OLOs, whose concerns the Supervisory Board has sought to respond to and resolve.
For the Supervisory Board, 2011 will be a particularly busy year, also because of the many challenges presented
by the technological and market transformations of the electronic communication networks.
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The Supervisory Board was set up on 1 April in accordance with the provisions of the Undertakings submitted by Telecom Italia S.p.A. under
Law no. 248/06 and approved by the National Regulatory Authority for Communications (AGCom) with Resolution no. 718/08/Cons. It is made
up of five Board Members:

Giulio Napolitano
Full professor of Public Law at Roma Tre University, Giulio Napolitano has dealt for a long time with the regulation
of public utility services. From 2006 to 2008 he was legal advisor to the Prime Minister’s Office on matters
regarding quality of regulation.
He is a member of the Scientific Committee of the Communications Observatory set up at Arel. He coordinated
the legal section of the ultra broad band research project launched by AGCom, and was in charge of the
sub-project on administrative simplification.

Francesco Chirichigno
A graduate in Economics and Commerce, Francesco Chirichigno held the office of Deputy Director General of
STET in 1993 and CEO of Telecom Italia from 1994 to 1997, planning and implementing the merger of the
five companies that were incorporated into the new Telecom Italia. A member of the Board of Directors of TIM,
Assicurazioni MEIE, FINSIEL, RESEAU, Scuola REISS ROMOLI and CSELT, he has been chairman of FINSIEL and
Consultant to the Minister of Communications. A member of the Communications High Council, from 2004 to
2006 he was Chairman of INFRATEL ITALIA S.p.A. and of the Fondazione Italiana Nuove Comunicazioni.

Sergio Giovanni Fogli
Sergio Giovanni Fogli graduated in Electrical Engineering at Milan Polytechnic.
He started his professional experience in SIP, and in Telecom Italia he has held, among others, the posts of
Director for the Campania and Basilicata Regions, Regional Manager for Lombardy, and Marketing and New
Services Manager for Private Customers. Appointed as Regulatory Affairs Department Director of Telecom Italia
in 2001, he held this office until 2007.

Claudio Leporelli
Full Professor of Economics and Services Organisation at La Sapienza University of Rome, Claudio Leporelli
performed research and consultancy for the Competition Authority, for the Authority for Information Technology in
Public Administration, for the Post and Communications Ministry and for the Technical Centre for managing the
Single Network for the Public Administration. He has been an expert at NARS (the Treasury Ministry) and a member
of the advisory workgroup of the Ministerial Committee for allocating GSM and UMTS Licences. He was scientific
manager for coordinating the ISBUL Project, a research project on ultra broadband supported by AGCom.
Gérard Pogorel
Professor of Economics and Management at Telecom ParisTech (ENST) in Paris, Gérard Pogorel has taught at French
and European schools and Universities, holding the office of visiting professor at Federico II University, Naples. He
has published books, articles and reports on the dynamics of innovation in fixed and wireless networks and the
governance of the industry.
He is a member of committees and task forces for Governments and regulatory Authorities in the telecoms and media
fields in Europe, Asia and for the European Commission. He is a member of the international panel of experts for the
World Competitiveness Yearbook (IMD, Lausanne) and a Chevalier des Palmes Académiques.

General Secretary of the Supervisory Board
The General Secretary of the Supervisory Board is Dr Fabrizio Dalle Nogare, who was nominated and appointed by Telecom Italia with the approval
of AGCom. The General Secretary performs support functions and coordinates the activities of the Supervisory Board. He is also responsible for
planning its activities and assisting the Chairman, as well as keeping the Supervisory Board abreast of any relevant information. He is assisted in
the performance of his duties by the Supervisory Office.

Supervisory Office
The Supervisory Office, whose Director is Luca Regoli, assists the Supervisory Board in performing its functions, provides operational support
and, at the request and on the instructions of the Board, carries out preparatory and auxiliary work in handling complaints and claims received.
The Supervisory Office staff consists of Marco De Grandis, Alessandro Mauro, Mario Volpari and Diana Stefani.

The Supervisory Board and governance of the Undertakings

The Supervisory Board
The Supervisory Body acts with full autonomy and independence and is tasked with overseeing the correct execution of the Undertakings. On its
own initiative or following complaints by third parties, the Board investigates possible breaches of the Undertakings and notifies them to AGCom
and the Board of Directors of Telecom Italia, according to the procedures and timescales specified by its Regulations, and gathers the necessary
information and data to carry out its duties from all the Telecom Italia departments involved in the process.
The Members of the Supervisory Board remain in office for three years. The Chairman of the Board is Prof. Giulio Napolitano, designated by
AGCom and appointed by the Board of Directors of Telecom Italia along with the other members of the Board: Prof. Claudio Leporelli and Prof.
Gérard Pogorel (nominated by AGCom) and Dr. Francesco Chirichigno and Sergio Giovanni Fogli (nominated by Telecom Italia).
The Board meets at least once a month and sends AGCom and Telecom Italia’s CEO a quarterly report on the work done, particularly with respect
to reported irregularities or deficiencies encountered, any investigative procedures started, and cases of activation of unrequested services. The
Board, furthermore, submits to AGCom and to Telecom Italia a yearly report on the work done and the results achieved.
The Supervisory Board is supported in its work by a General Secretary and by a Supervisory Office, and has an independent annual budget, within
the limit of resources allocated by Telecom Italia, based upon the minimum threshold determined by the Undertakings.
The Supervisory Board continuously monitors the correct implementation of the Undertakings and, in carrying out its duties, makes Resolutions
and Recommendations intended to stimulate a more correct compliance with the Undertakings by Telecom Italia.
In addition, it receives complaints from operators concerning alleged breaches of the Undertakings by Telecom Italia and sends a report to
AGCom and to the Board of Directors of Telecom Italia, in the event that the latter has not taken action to remedy the ascertained breaches in
due time and in the proper manner.
In compliance with the obligations of transparency laid down by Article 21 of the Regulations, a specific Internet site has been created for the
Supervisory Board (http://organodivigilanza.telecomitalia.it/), through which all interested persons can access information on: i) its role and
mandate; ii) the composition of the Board; iii) the procedures and methods for reporting and handling complaints concerning possible breaches
of the Undertakings; iv) the content of Resolutions and Recommendations.
Besides the above-mentioned documents the site also contains the press releases summarising the content of the decisions taken, making the
activity of the Board transparent to the entire market and to all interested parties.
A detailed analysis of the activities carried out in 2010 is reported in the next few pages of this Report; in addition, it is important to emphasise
the role that the Supervisory Board has played so far, as a body that not only scrutinises Telecom Italia’s compliance with the Undertakings, but
also proposes further solutions, intended to facilitate the full achievement of the objectives of the Undertakings.
This approach of active encouragement adopted by the Supervisory Board has led to the adoption of Recommendations and tangible results
flowing therefrom, which will be analytically presented below.
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the GOVERnance of the supervisory board

TELECOM ITALIA

OLO
Alternative
operators can send
complaints to the
Supervisory Board

Board of Directors
Telecom Italia Group

AGCom

Chief Executive Officer
Telecom Italia Group

Telecom Italia is obligated to send the
Supervisory Board the documentation
envisaged by the Undertakings, to grant
the Supervisory Board and the Supervisory
Office access to required information in the
cases foreseen, and to respond to solicitations of the Supervisory Board as regards the
proper execution of the Undertakings

The Supervisory
Board sends the
Board of Directors
of Telecom Italia
and AGCom reports
of cases in which
Telecom Italia has not
rectified, in the times
and methods foreseen,
inadequacies found
in execution of the
Undertakings.
The Supervisory
Board also sends
the CEO of Telecom
Italia and AGCom the
Quarterly Reports and
the Annual Report

The Supervisory Office assists the Supervisory Board by providing operative support and carrying out preparatory and related
activities at the request of the Board; it also receives reports and complaints and proceeds with verification of their validity at the
request of the Supervisory Board.

Supervisory Office

Supervisory Board

The Supervisory Board meets at least monthly

The Supervisory Board can adopt deeds and decisions concerning requests
of information to Telecom Italia or third parties, starting verification activities
on the validity of reports received, ensuring that undertakings are properly
executed, approval of Quarterly Reports and the Annual Report.

Board of the SB

Deeds and decisions
of the Supervisory Board
(Resolutions, Recommendations,
Quarterly and Annual reports)

The Supervisory Board and governance of the Undertakings

OPEN ACCESS

In February 2008, Telecom Italia reorganised its management structures, creating within the Technology &
Operations Department the new Department of Open Access, whose purpose is to deal with the following
issues with the emphasis on efficiency, quality and equality of treatment:
• all development and maintenance of the technological infrastructures for the access network;
• the supply of access services for the customers both of Telecom Italia and of the other operators and the
relevant technical assistance.
The creation of Open Access and the consequent internal reorganisation represent the foundation that formed
the basis of the negotiation with AGCom, which concluded with the approval of the Undertakings.
Open Access provides its access services to the Retail Sales department of Telecom Italia and to the other
licensed operators through the National Wholesale Services department, which is the main reference point
for operators for dealing with commercial and technical requirements (from the offer, to planning, sales,
technical assistance and billing) relating both to access services provided by Open Access and to other
wholesale services.
The Open Access model is characterised by the supply of services in terms of “Equivalence of Output” (EOO),
on the basis of which the services offered to the commercial departments of Telecom Italia and to the other
licensed operators respect the principle of equality of treatment, but are not necessarily identical.
Telecom Italia’s Retail department deals directly with Open Access, while the OLOs deal with TI Wholesale.
The activities of Open Access and National Wholesale Services, for the production of access services, are
separate from the other commercial departments of Telecom Italia and managed independently.
Telecom Italia is organised according to the diagram shown below, which shows a direct hierarchical structure
whereby the managers in charge of Technology & Operations, National Wholesale Services and Equivalence
and Regulatory Affairs report directly to the CEO. Open Access reports directly to the director of Technology &
Operations, which also includes the Network and Information Technology departments.
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Board of Directors
Telecom Italia Group

Chief Executive Officer
Telecom Italia Group

Equivalence
and Regulatory
Affairs²

National
Wholesale
Service²

Technology
& Operations

Domestic
Market
Operations

Other
departments
Telecom Italia

Technical
Planning

Open
Access3

Network

Information
Technology

Technical
Infrastructures

SUPERVISORY BOARD¹

1

In case of complaints, the Supervisory Board can gather information from Open Access and interact with the Equivalence department

2 The managers of the Equivalence and Regulatory Affairs department and the National Wholesale Services department report to the
	Chief Executive Officer of the Telecom Italia Group
3

The manager of Open Access reports to the manager of the Technology & Operation department

The Supervisory Board and governance of the Undertakings
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NATIONAL REGULATORY FRAMEWORK
The logic of the Undertakings, as an institution designed to perform an increasingly central role in the development
of the regulation of the electronic communications industry, was confirmed in 2010 by certain provisions adopted
by the National Regulatory Authority (AGCom).
With Resolution no. 2/10/CONS of 28 January 2010, AGCom concluded its analyses of the markets for the
wholesale supply of terminating segments of leased lines and of lines leased on long-distance circuits, for the
purposes of deciding on regulatory obligations to be imposed on operators holding significant market power
(SMP) in the sector.
Specifically, AGCom considered:
1. The market for long-distance leased lines, i.e. trunks, made up of dedicated capacity circuits between Telecom
Italia nodes belonging to different transmission areas;
2. The market for terminated leased lines;
3. The market for mobile (BTS) terminated leased lines.
The markets referred to in points 1 and 3 were not considered susceptible to ex ante regulation, given that
conditions of real competition exist in them, and AGCom therefore revoked the regulatory obligations previously
imposed on Telecom Italia under Resolution no. 45/06/CONS.
AGCom did not however recognize such preconditions in the market for terminated leased lines (this market
is included in the “SMP” access services, which were the subject of the Telecom Italia Undertakings approved
by Resolution no. 718/08/CONS), and it proceeded to impose on Telecom Italia the regulatory remedies it
considered appropriate.
What is of greater importance is that, similarly to the provisions of Resolution no. 731/09/CONS, in this case
too AGCom made a reference to certain measures specified by the Undertakings.
In particular, AGCom emphasized that the measures indicated in Undertakings Groups nos. 5 and 6 have proved
to be suitable for ensuring greater transparency in the offer procedures for the services in the market under
examination, irrespective of a transformation of the Undertakings into regulatory obligations.
In the conditions implementing the non-discrimination obligation, AGCom obliged Telecom Italia to adopt
suitable measures for administrative separation between its commercial divisions and the divisions that deliver
terminating segment services for leased lines, and directed that Open Access personnel who are tasked with the
wholesale provision of access services must not attempt to make sales to end users (this provision conforms
with the contents of Undertakings Group no. 11).
To improve the safeguarding of the principle of internal / external equality of treatment, Telecom Italia was
required to adopt an automated management system for provisioning the services under discussion, in order to
comply with the requirements of Undertakings Group no. 1 (particularly paragraphs 1.1.-1.5.).
Reference national and European regulatory framework

There was also a new obligation for Telecom Italia to submit to AGCom, at six-monthly intervals, a suitable
report showing supply, maintenance and deactivation times and service availability for leased lines, and relevant
associated and auxiliary services.
To ensure compliance with the above-mentioned principle of equality of treatment, AGCom obliged Telecom Italia
to arrange a system to monitor the performance of company departments tasked with the wholesale provision of
access services, in line with the measures indicated in Undertakings Groups nos. 3 and 4.
With reference to the obligations relating to cost accounting, Resolution no. 2/10/CONS located the assessment
and approval of the accounting prospects for the supply of terminating segments of leased lines as part of the
process of auditing the implementation of the measures indicated in Undertakings Group no. 8.
Later, with Resolution no. 284/10/CONS of 10 June 2010, AGCom concluded its analyses of the markets for
local, national and fixed-mobile telephone services available to the public and supplied at a fixed location for
residential and non-residential customers, for the purposes of revising the regulatory obligations imposed on
Telecom Italia as the SMP operator.
In this case also, AGCom assessed these markets as no longer susceptible to ex ante regulation and therefore
proceeded to revoke the regulatory obligations previously imposed on Telecom Italia by Resolution no. 642/06/
CONS.
It is important to emphasize that AGCom also based this decision on the observation that “...the regulatory
obligations imposed in the wholesale markets for access and interconnection - in particular the obligations of
access, non-discrimination and administrative separation, reinforced by Telecom Italia’s Undertakings (approved
with Resolution no. 718/08/CONS) - can be considered sufficient to resolve a large part of any competitive problems
which might arise in the retail market for telephone services, particularly through the practices of ‘vertical’ and
‘horizontal’ leveraging (by, for example, refusing to supply essential wholesale inputs, or by discriminatory practices
at wholesale level, excessive prices and cross-subsidies)”.
To complete this review of the principal and most significant regulatory interventions of 2010, we should point
out that on 23 September 2010 AGCom adopted Resolution no. 498/10/CONS, with which it started a process
aimed at re-examining and defining the regulation of services for accessing the new generation of networks.
In particular, the investigative process will examine the conditions and the level of competitiveness in this market,
in order to be able to adjust the regulatory provisions laid down by Resolution no. 731/09/CONS.
AGCom declared that it will take the utmost account of the indications on the matter contained in the
Recommendation of the European Commission on NGA (Next Generation Access) networks, dated 20 September
2010, and in the document “Guidelines for managing the transition towards NGA networks”, adopted by the NGN
Committee referred to in Undertakings Group no. 9.
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Lastly, due to the close connection with the subject-matter of the Undertakings, and in confirmation of the
ever-increasing importance they are assuming in the relevant regulatory scenario, we note the significance of
Resolution no. 578/10/CONS, in which AGCom defined a cost model for determining prices for wholesale access
services to the Telecom Italia fixed network, and calculated the value of the WACC, in accordance with Article 73
of Resolution no. 731/09/CONS. Specifically, the provision establishes for the years 2011 and 2012 certain
variations in tariff increases for the above services, ULL (Unbundling of the Local Loop) among them, but makes
these increases contingent on the verification of the implementation of certain specific conditions relating to
quality and the modernization of the access network. In verifying this, AGCom will take account of the following
indicators relating to the processes of activating the services and those of operating and maintaining the network
for the purposes of providing these same services: a) percentage of rejections, out of the total applications by
operators, deriving from access network technical problems (network “KOs”); b) state of progress of programmes
for renewing the copper network (preventive maintenance); c) number of faults reported for which an on-site
intervention was required, in proportion to the total number of active lines.
The innovative element in the case consists of the fact that the indicators referred to in letters a) and c) are
matters which are the subject of Undertakings Groups nos. 1 and 5, already treated in depth in the course of
the audit carried out by the Supervisory Body for these Groups of Undertakings, measuring the efficiency of the
delivery process (percentage reduction in network KOs) and the actual achievement of the objectives fixed in the
Schedule Plans for the quality of the fixed access network.

EUROPEAN REGULATORY FRAMEWORK
The European regulatory framework has been profoundly renewed by the new features introduced with the
“Telecoms Package” of December 2009.
As regards the subject of the functional separation of the network, the new Article 13bis of the Access Directive
provides for the possibility of national Authorities imposing an obligation of functional separation on vertically
integrated businesses. It is worth emphasizing the “exceptional nature” of this measure, as well as the importance
of respect for the principle of proportionality when dealing with the competitive shortcomings displayed by the
market and the remedies adopted. When submitting proposals for functional separation to the Commission,
National Authorities should support these applications by assessments which attest the necessity of proceeding
in the direction indicated, analysing in depth the impact that functional separation of the access network might
have on the market and on all the stakeholders involved.
Article 13ter of the Access Directive, however, depicts the scenario of a separation (functional or structural)
proposed voluntarily by the operator designated as having significant market power. In this case, the operator
must inform the national regulatory authority, which “evaluates the effect of the proposed transaction on the

Reference national and European regulatory framework

existing legislative obligations” and, following an analysis of the markets, decides whether to impose, modify or
revoke the obligations on the operator. It is interesting to note that, although the article does not mention express
obligations to notify the European Commission, if the undertakings proposed by an operator are perceived to
be having an impact on a framework of pre-existing remedies, they come into the field of application of Article
7 of the Framework Directive, which implies an obligation of consultation at the level of European institutions.
Experience acquired hitherto of voluntary separation within the EU shows that national Authorities in fact do carry
on frequent interactions with the Commission in order to avoid subsequent difficulties.
It is in this context that, in October 2010, BEREC (the Body of European Regulators for Electronic Communications)
started a public consultation with the aim of identifying guidelines which could support the national regulatory
Authorities with regard to the advisability or otherwise of adopting models of functional separation and - if
appropriate - on the most suitable procedures for creating them.
It is interesting to note that, in the context of possible solutions that can be adopted to ensure compliance with
the obligations introduced with functional separation (see Article 13bis, subsection 3, paragraph d)), the BEREC
document explicitly mentions setting up an independent body, as in the British and Italian cases.
The model of functional separation adopted by Telecom Italia is cited, together with the British, Polish and
Swedish models, as a useful example to take into account when examining the procedures for applying Articles
13bis and 13ter of the Access Directive.
It is emphasized, however, that the context in which those experiences were acquired is different from the current
one: it relates in fact to operations carried out prior to the approval of the “Telecoms Package”, which explicitly
considers the possible adoption of procedures for functional separation as possible remedies, unlike the
regulatory framework outlined in 2002. It therefore comes into the category of operations voluntarily proposed by
the incumbents outside the European regulatory framework, operations which are therefore peculiar to a specific
national context, and also devised in different legislative environments.
In September 2010, the Commission published Recommendation no. 6223/2010 relating to regulated access
to new generation access networks (NGA): the box shows the main contents of the document compared with the
positions contained in the Guidelines of the Italian NGN Committee.
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Subject

EU Commission Recommendation

Guidelines of the NGN Committee

Subnational geographic markets

In the event that National Regulatory
Authorities (NRAs) ascertain the existence
of market and competition situations
which are diversified by geographical
area, they must define subnational
geographic markets.

It is suggested that the national territory
should be divided into three clusters
(similar to the “NGA black”, “NGA grey”
and “NGA white” areas defined at
European Community level):
1) Cluster 1 - Areas of high profitability: in
these areas it is specified that several NGA
networks should be created; state aid is
not permitted, and regulatory intervention
must ensure effective competition in the
markets;
2) Cluster 2 - Areas of medium profitability:
here it is specified that a single network
should be created, and competition should
take place over services;
3) Cluster 3 - Areas of low profitability:
these are the areas of the digital divide,
where public intervention is necessary
(and legal) as a stimulus to the creation
of networks.

Co-investment

The Commission recommends the
creation of forms of co-investment which
- by reducing the risk of investment by
a single operator - can facilitate wider
spread of FTTH; in particular, NRAs should
facilitate the installation of multiple fibre
lines in the terminating segment.

It is considered appropriate to adopt
forms of co-investment with shared ducts,
where a lead operator could perform the
role of coordinating the works by sharing
its own information (cluster 1) or by
setting up partnerships between private
contractors or between public and private
bodies (cluster 2).

Network topology

Operators will in principle be free to choose
the adoption of “point-to-multipoint” or
“point-to-point” topology, provided that the
new necessary technologies are available.

No preferential solution is indicated
as regards the network architecture,
provided that there is a guarantee of open
architecture and therefore of sharing with
other operators.

Obligation to provide access
to the networks

The NRAs should impose an obligation to
allow access to the civil engineering infrastructures, at distribution points and at the
terminating segment of the network; in the
case of FTTH, disaggregated access should
be made obligatory, except in cases where
the presence of alternative infrastructures
can give rise to real competition.

AGCom should impose sharing obligations
“extended to every kind of network element”.

Reference national and European regulatory framework

Subject

EU Commission Recommendation

Guidelines of the NGN Committee

Physical disaggregation

Disaggregated access to the fibre network
should be made obligatory, except in cases
where the presence of alternative infrastructures is encountered; “access
should be given at the most appropriate
point in the network, which is normally the
Metropolitan Point of Presence(MpoP)”
(point (22) of the Recommendation).

The Committee’s document specifies
the obligation of physical unbundling; it
suggests however that AGCom should allow
freedom as to “where” to locate it (at the
exchange or on field, i.e. in the cabinets or
the manholes), at least in the overlay phase.

Bitstream

The NRAs should make it obligatory to
provide wholesale bitstream products
with technical characteristics that allow
operators to exercise real competition;
furthermore, the SMP operator should
make the new wholesale access products
available at least six months before the
corresponding retail products are put on
sale by the same incumbent.

The provision of the Bitstream service on
optic fibre must use technical solutions
and procedures that do not limit levels of interconnection; technological modifications
introduced by the operator who delivers
the service must be communicated in
good time to the other operators; it is
suggested that the provisioning and
assurance procedures should be borrowed
from the present supply on copper, and
that the availability of the existing auxiliary
services (such as co-location) should be
guaranteed.

Determination of prices
for the bitstream offer

Where ex ante price regulation applies,
wholesale prices for bitstream access
should be cost-based or, where appropriate,
calculated using the so-called ‘retail minus’
method. In cases where it is found that
access fully equivalent to the NGA network
is guaranteed, particularly as a result of
the adoption of functional separation, the
price of the bitstream product could be left
to the market.

The document containing the Guidelines
analyses different kinds of cases separately
(the offer in cluster 1 and in cluster
2, the Overlay phase and the Total
Replacement phase etc.), but in general
it is not suggested that prices should be
linked to costs. Moreover, it is considered
appropriate to leave the definition of
prices to AGCom.

Determination of the prices of access
to the civil engineering infrastructure

The price ought to be linked to the
cost, without taking into account the
investment risk profile which is different
between copper and fibre, except in cases
where the creation of NGA networks
necessitates incurring special civil
engineering costs. With particular
reference to terminating stretches of the
network, a premium should be considered
for the higher risk of the investment.

The price ought to be linked to the cost,
without taking into account the investment
risk profile which is different between
copper and fibre, except in cases where
the creation of NGA networks necessitates
incurring special civil engineering costs.
With particular reference to terminating
stretches of the network, a premium
should be considered for the higher risk of
the investment.
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Subject

EU Commission Recommendation

Guidelines of the NGN Committee

Recognition of a premium due to the risk
of investment in NGN networks

The network access prices should be
formulated in such a way as to recognize
an adequate premium for the risk which
the operator runs by investing in NGN
networks; this risk premium should later
be adjusted depending on the solution
adopted (for example, FTTH is proportionately more risky than an FTTN/VDSL
solution).
The procedure for determining the
price ought also to take account of
supplementary mechanisms, such as
long-term contracts and volume discounts.

The NGN Committee’s document does not
investigate the topic of the recognition and
quantification of a risk premium for the
investment.

Copper - Fibre migration

NRAs should ensure that the SMP operator
develops systems that can guarantee
alternative operators an easy changeover
from the old to the new network.
It should also make sure that the
incumbent provides OLOs with all the
necessary information in good time in the
case of projects for modifying the network;
in the absence of agreements, decisions
on phasing out interconnection points
(such as switching exchanges) should be
notified at least five years in advance.

Two phases are identified:
1) A first phase of coexistence between
copper and fibre (Overlay)
2) A second progressive phase in which
only fibre will remain (Total Replacement);
the decision for Total Replacement is
the exclusive responsibility of Telecom
Italia, but must be made in accordance
with timing and procedures laid down
by AGCom; the latter must ensure
compliance with the rules of public tender
for the migration period.

During 2010, furthermore, particular attention was paid to the rollout of the “Digital Agenda”: the Commission’s
Communications nos. 245/2010 (A European Digital Agenda) and 472/2010 (European Broadband: investing in
digitally driven growth) illustrate the principal objectives and contain the actions which the Commission intends to
promote for the development of broadband in the European Union: after underlining the importance of investment
in the new networks, in terms of their role both as a boost to the economy, and as a modern and efficient
tool at the service of citizens, the Commission especially aims to analyse the proposals for financing ultrafast
broadband in the context of the tools available to the EU.

Reference national and European regulatory framework

AUSTRALIA
In 2010 the Australian government started the works for the new fibre optic network, which would be executed by the state-controlled
company NBN Co. The incumbent Telstra’s copper network will give way to the new fibre network bit by bit as it is laid. The incumbent operator
will then lease the new network on the same terms as its competitors.
Telstra’s separation (functional or structural) has not yet been fixed, but could be decided during the course of 2011.

BRAZIL
In January 2010, Anatel published the General Plan for Updating Telecom Regulations (PGR), which lists the actions to be taken, including
plans for the development of an Open Network through the unbundling of the local loop, and structural or functional separation.
Anatel’s 2009 Annual Report states that one of the next tasks to be undertaken is the identification of relevant markets and the designation
of operators with Significant Market Power.
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JAPAN
In Japan, NTT is the incumbent operator in fibre optic, with a market share of over 70%; in the DSL segment, however, its market share is
around 35%. The Japanese government is therefore considering the possibility of separating NTT’s access network in order to allow other
operators to compete over the fibre infrastructure.
In November 2010, a panel appointed by the government for developing the new network declared that NTT will not be required to proceed
with a spin-off of its fibre network. At the same time, the incumbent will have to open its networks to its competitors; a ‘firewall’ will
furthermore be erected between the department within NTT concerned with creating the NGN and the other departments. If, however, it is
found that competitive conditions in the market fail to be achieved, the model can be reviewed.

GREECE
In 2007 the National Regulatory Authority for the Greek industry, EETT, ruled that the incumbent OTE should set up a “Chinese wall” between
its retail and wholesale departments; in particular, the retail section of OTE was prohibited from having privileged access terms for dealing
with the wholesale section. The NRA also required OTE to apply measures designed to ensure compliance with the principle of equality
of treatment from a technical and economic point of view. In 2008, EETT published a document on the strategies to be adopted for the
2008-2011 period with an analysis of the incumbent’s behaviour, as well as a public consultation that could have led to the mandatory
separation of the network department from the commercial units; at the moment, however, no positions have been taken on the matter, and
the debate on a possible separation of the incumbent’s network is still going on.

Reference national and European regulatory framework

MONGOLIA
In 1995, the Mongolian government decided to proceed with partial privatisation of the telephone sector assets held by the State. In order
to guarantee network access to all operators on non-discriminatory terms, the government adopted a structural separation model, splitting
the ownership and operation of the network from the services, and in 2007 creating the new public company Information Communication
Network Company (ICNC): this company now holds the national backbone and the access network, and supplies the network access service,
in compliance with the principle of equality of treatment, to each stakeholder concerned (communication providers, ISP,...).

NEW ZEALAND
In March 2008 the New Zealand government accepted and ratified a series of undertakings inspired by the British model and proposed by
Telecom New Zealand (TNZ), requiring the company to be separated into three departments: Network, Retail and Wholesale. The undertakings
also provided for the establishment of a supervisory board, the Independent Oversight Group (IOG), tasked with duties similar to those of the
Equality of Access Board in Britain and the Supervisory Board in Italy. The board was set up on 1 April 2008.
Meanwhile in New Zealand work was started in 2010 to create the fibre network. In order to be able to take part in the tender competition
for laying the new network, TNZ announced that it wanted to proceed with the separation (“de-merger”) of the wholesale division: Chorus2
(which would provide the network access service) and Servco (a retail company which would purchase services from Chorus2 on the same
conditions as the other operators).

POLAND
In 2008 the Polish NRA (UKE) began working on a plan to break up the incumbent operator Telekomunikacja Polska S.A. (TP SA) into a retail and
a wholesale department. In order to prevent this from happening, TP SA proposed a so-called “Charter of Equivalence”, i.e. a list of voluntarily
adopted measures, aimed at eliminating situations which discriminated against alternative operators in accessing its network.
At many points the contents of the “Charter of Equivalence” recall those of Telecom Italia’s Undertakings: TP, for example, is obliged to ensure
“Equivalence of Output” (wholesale products offered to the OLOs and their prices must be sufficiently similar to those offered to TP’s own
commercial departments, even if they are not exactly the same).

SINGAPORE
In Singapore the government has introduced a model which provides for a clear separation between the company which owns the passive
infrastructures (NetCo), the wholesale operator which manages the active infrastructures including the exchanges and the transmission
devices (OpCo), and finally a certain number of retail service providers competing with each other.
In order to create a system which ensures that the barriers to entry are set at a low level for the RSPs, structural separation has been made
obligatory for the NetCo and operational separation for the OpCo. The next generation national broadband network was officially launched
in September 2010.
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SWEEDEN
On 1 January 2008 the Swedish incumbent Telia Sonera voluntarily started up its new access network department Skanova Access, which
manages access to the network separately, with the intention of guaranteeing compliance with the principle of equality of treatment between
all operators. Skanova constitutes a legally distinct department of Telia Sonera, with separate computer systems and subject to financial
auditing obligations, even though it is wholly owned by the incumbent. Skanova Access personnel must abide by a specific Code of Conduct
containing measures intended to ensure compliance with the principles of equal treatment and non-discrimination.
Control of the actions of Skanova Access was given to a specially-created body, the Equality of Access Board, with the object of monitoring
compliance with the principle of Equality of treatment by the network department. This supervisory activity is based especially on the
performance of a series of indicators (KPIs) preselected and monitored by external auditors.

UK
The “Undertakings”, freely assumed by British Telecom (BT) in discussion with the industry Authority Ofcom, established new rules for the
supply of products and services to the OLOs and to its own commercial divisions, with procedures designed to ensure equality of access on
conditions that did not discriminate against its competitors.
The creation of Openreach in 2006 is part of the new direction which started with the Undertakings. Openreach, which is in charge of the
fixed access network, although part of the BT Group, is configured as a functionally separate entity, with its own premises and independent
management systems. This functional separation means that BT guarantees wholesale offers in accordance with the principle of Equality
of Input, on the basis of which the offer made to its own commercial network and to the OLOs is the same in terms of price, commercial
conditions, SLAs etc. and the systems, processes and commercial information provided are the same.
The Undertakings also provided for the establishment of a special body (the Equality of Access Board), tasked with monitoring compliance
with the undertakings adopted.

USA
The competent Authorities in the United States have proceeded in the past by imposing forced separations on the dominant operators, even
to the extent of splitting up companies, with the aim of obtaining more competitive conditions in the telecommunications markets.
The best known case dates from 1984 and led to the separation of AT&T into a long distance carrier and seven Regional Bell Operating
Companies. In the opinion of many US stakeholders, competition should not be played out within a technology, such as for example the
fibre network, but between technologies. This means that the National Regulatory Authority, instead of containing the incumbent in a given
technology, should favour the development and competition of different, mutually competing technologies (e.g. fibre, mobile, cable and
satellite). In April 2010 the largest American cable company, Comcast, won a victory in the long confrontation with the FCC: the District of
Columbia Court of Appeals called into question the FCC’s power to impose rules on the management of an operator’s network. Comcast
has maintained for years that it has the right to manage its network without regulatory restraints, in consideration of the huge investments
it has made.

Reference national and European regulatory framework
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Alternative operators can send the Supervisory Board reports and complaints, using a special form, about
alleged breaches of the Undertakings by Telecom Italia. In cases in which a breach by Telecom Italia is
ascertained, which the latter has not taken steps to remedy within the times and in the manner required, the
Supervisory Board is obliged to notify it to AGCom and to the Board of Directors of Telecom Italia itself.
Reports sent to the Supervisory Board are managed according to the process described in the Board’s
Regulations, and described in detail in Supervisory Board Determination no. 2/2009, which specifies a
first phase of verifying their admissibility, after which an investigation is started. Upon completion of this
investigation, the Supervisory Board makes a decision, stating its reasons. The details of the procedural stages
specified are illustrated schematically below:
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MANAGEMENT FLOW OF REPORTS AND COMPLAINTS

Supervisory Board (SB)
Receives reports and complaints
Art.11.1 Reg

Supervisory Office
Informs the complainer that the
complaint is being dealt with

Supervisory Office: Informs the Supervisory Board of the results of the first evaluation

Within 5 days

Clearly generic/incorrect complaint

Not generic/Incorrect complaint

The Supervisory Office, following an
indication of the Supervisory Board,
closes the complaint and informs
the complainer

The Supervisory Office, following a
decision of the Supervisory Board,
starts the preliminary investigation and
infoms the complainer

Art. 11.4 Reg

The complaint is not within
the competence of the Supervisory Board
The Supervisory Office, on Supervisory
Board indication, forwards the complaint
to the relevant TI Dept. and informs
the complainer
Art.11.6b Reg

Supervisory Office: Closes the preliminary investigation, if necessary with a Request for further data
to Telecom Italia

Within 10 days

Telecom Italia presents written observations and if necessary requests a hearing with the SB

Within 10 days

Within 10 days

Art. 14.1 Reg

Art. 14.2 Reg

Supervisory Office: Assesses the information and if necessary postpones the preliminary investigation deadline

Art. 14.2 Reg

Negative preliminary investigation results
The Supervisory Office closes the
complaint and the Supervisory Office
informs the complainer
Within 15 days

Positive preliminary investigation results
The Supervisory Office fixes the deadline for the implementation
of the actions needed and informs Telecom Italia
Art. 15.1/2 Reg

Telecom Italia respects the deadline fixed
by the supervisory Board

Telecom Italia DOES NOT respect the deadline
fixed by Supervisory Board

The Supervisory Office closes the complaint and the Supervisory
Office informs the complainer

The Supervisory Office informs the NRA and Telecom Italia Board of
Directors; the Supervisory Office informs the complainer
Art. 15.3 Reg
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During the course of 2010, as in the previous year, many reports were sent to the Supervisory Board by OLOs
as well as by customers of Telecom Italia and the OLOs. Two complaints, both submitted by the companies
British Telecom, Fastweb, Vodafone Omnitel and WIND Telecomunicazioni and, in one case, also by the company
Tiscali, proved to be within the competence of the Supervisory Board for investigation, and resulted in two
investigations being started, the outcome of which was that the Supervisory Board, though not finding that
there had been formal breaches of the Undertakings, formulated specific requests to Telecom Italia aimed at
reinforcing transparency and equality of treatment in the matters of the quality and development of the fixed
access network (Undertakings Groups nos. 5 and 6).

4.1. Complaints by the OLOs
S01/10 - BT - Fastweb - Vodafone Omnitel - Wind/Information deficiencies in the Technical Plans for the Quality
and Development of Telecom Italia’s Fixed Access Network in implementation of Undertakings Groups nos. 5 and 6

In April the Operators BT, Fastweb, Vodafone and Wind sent the Supervisory Board Complaint no. S01/10 relating to alleged information
deficiencies in Telecom Italia’s Technical Plans for the Quality and Development of the Fixed Access Network.
In particular, Telecom allegedly had not given the alternative operators the necessary information to ensure that they were adequately
informed about the “assessment of KPIs which could measure the improvement in quality as a result of the works concerned; indications of the
state of saturation of network resources such as local exchanges, pairs, MDFs, DSLAMs (ports), the transport network and backhaul for each
exchange area; and evidence of the planning criteria used or specified by Telecom Italia for desaturation activities.”
The alternative operators also complained about the closure without warning of about 500 exchanges to the marketing of bitstream services.

On 1 April 2010, the operators BT, Fastweb, Vodafone and Wind jointly sent a report to the Supervisory Board
concerning alleged breaches by Telecom Italia of the measures indicated in Undertakings Groups nos. 5 and 6,
relating to the Technical Plans for the Quality and Development of the Fixed Access Network.
In particular, the complainant companies objected to the fact that advance notification had not been sent to them
by Telecom Italia on the occasion of the closure to bitstream services of a considerable number of exchanges (500)
due to saturation problems and, more generally, certain information deficiencies in the technical Plans drawn up by
Telecom Italia, with specific regard to: i) data providing comparison over time; ii) assessment of KPIs for measuring
the improvement in quality as a result of the works; iii) indication of the state of saturation of network resources;
iv) evidence of the planning criteria used or specified by Telecom Italia for desaturation activities.
At the conclusion of the investigation, the Supervisory Board on 16 June 2010 adopted Determination no. 12/2010
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with which it declared the investigation closed, finding a deficiency in the execution of Undertakings Group no. 5,
as regards the absence in the said technical Plans of an accurate indication of the state of saturation of the
exchanges (ports on DSLAM equipment and corresponding transmission capacity), as required by Article 15,
subsection 2 of the Regulations.
The Supervisory Board therefore called on Telecom Italia to adopt suitable remedies for resolving the described
lack of information, in the course of the works - specified in the technical Plans - of desaturating the DSLAM
equipment and upgrading the capacity of the local transmission network.
In order, furthermore, to minimise the disruption resulting from situations such as the unexpected closure of
a large number of exchanges to the sale of bitstream services, criticised by the complainant companies, the
Supervisory Board called on Telecom Italia to make the necessary arrangements to prevent the occurrence of
similar situations in future: in particular, reference was made to the adoption of a shared pre-warning mechanism
for indicating the status of exchanges close to saturation; at the same time, the Supervisory Board called on
Telecom Italia to publish a detailed operating plan which, within a reasonable time, might make it possible to
overcome the problems relating to the closures experienced at the beginning of 2010.
In response to the recommendations put forward by the Supervisory Board, Telecom Italia adopted a number
of corrective measures and provided a series of clarifications: specifically, the Company committed itself to
guaranteeing the alternative operators the offer of bitstream services over exchanges using ATM technology through
optimisation of the use of stocks and, where necessary, the use of certain retrocompatibility functions which will be
available in the most developed IP Ethernet technology, without technological obsolescence being able to obstruct
the imminent implementation of desaturation works; in the letters of 2 and 7 July 2010, the Supervisory Board was
made aware, respectively, of the entry into operation of the so-called “Amber Traffic Light” pre-warning system for
indicating the status of exchanges close to saturation, and of the explanatory notes on this mechanism.
In its letter of 8 July 2010, Telecom Italia also provided the Supervisory Board with further information
about the desaturation process for ATM DSLAMs and the criteria for identifying exchanges which need future
enlargement work.
In order to make a concrete assessment of the state of progress of the activities which had been started for
compliance with the directions contained in the said Determination no. 12/2010 of 16 June 2010, the Supervisory
Board invited Telecom Italia to a hearing which was held on 22 July 2010.
At that hearing, Telecom Italia explained to the Supervisory Board the cause of the sudden closure of 500
exchanges to the marketing of bitstream services, which the alternative operators had complained of. It was due,
according to the Company, to the unexpected increase in so-called “peak” traffic in the relevant period; the decision
to close the exchanges had therefore been dictated solely by the need to be able to guarantee an adequate level
of service offered to already active customers.
At the request of the Supervisory Board, Telecom Italia then explained the new process of planning and scheduling
the works to be carried out, which it said would overcome the critical conditions complained of by the alternative
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operators. In particular, in relation to the exchanges close to saturation, the Company had reviewed the process
of monitoring the state of occupation of network resources relevant to the bitstream service (asymmetric and
symmetric); it had activated the so-called “Amber Traffic Light” mechanism (describing the criteria nominated and
selected for identifying systems to be marked with the above-mentioned pre-warning status), and given it visibility
by publishing the information on the wholesale department portal. It had also modified the process of planning
works, eliminating some pre-existing constraints.
Telecom Italia also showed that it was prepared to accept the Supervisory Board’s request that it should create
a monthly report, in collaboration with the Supervisory Board, to show the movements of an exchange from one
status to another (green light, amber light, red light) both in numerical terms and in terms of the time for which an
exchange remained in “amber” and “red” states.
Following the specific request of the Supervisory Board to take suitable remedial steps to resolve the lack of
information on the said technical Plans, in connection with the planned works of desaturation of the DSLAM
equipment and the works to upgrade the capacity of the local transmission network, in July 2010 Telecom Italia
republished the annual plan and the quarterly plan IIIQ 2010, according to the scheme proposed in the said
hearing of 22 July 2010, and inserted into the above 2010 annual plan a description of the works planned for the
end of 2010, together with advance notice of those planned for the first four months of 2011.
Deeming that the behaviour and the measures adopted by Telecom Italia complied with the recommendations and
instructions issued at the end of the investigative stage of the proceedings under discussion, as they constituted
suitable remedies for the deficiencies found by the said Determination no. 12/2010 of 16 June 2010, the
Supervisory Board adopted Determination no. 16/2010 on 11 August 2010, with which it declared the closure of
the procedure “S01/10 - BT - Fastweb - Vodafone Omnitel - Wind/ Information deficiencies in the Technical Plans for
the Quality and Development of Telecom Italia’s Fixed Access Network, in implementation of Undertakings Groups
nos. 5 and 6”, pursuant to Article 15 of the Regulations.
The Supervisory Board, at the same time, reserved the right to make regular checks with respect to: i) the fulfilment
by Telecom Italia of the measures which it had committed itself to enacting, with particular reference to whether
the technical Plans published were complete and up-to-date, and to the possibility of providing details of saturation
forecasts with reference to the critical conditions attributable to the DSLAM ports; ii) compliance with the timing of
the various stages of scheduling and planning the desaturation works for the DSLAM equipment, and also the use
of the tools required by the Supervisory Board with regard to changes in the status of exchanges (amber, green and
red traffic lights); iii) complete overcoming of the problems relating to migration between operators of customers
connected to the saturated exchanges.
Checks on the correct fulfilment by Telecom Italia of the measures set forth above were carried out in the course
of the fourth quarter and concluded with the adoption of Determination no. 19/2010, with which the Supervisory
Board approved the technical Report on the state of progress of the pre-warning system for indicating exchanges
close to saturation and of the monitoring of the information on the subject shown on Telecom Italia’s Wholesale
Department portal, of which a full description is given in the following chapters.
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PROBLEMS OF DSLAM SATURATION IN EXCHANGES
As the network is getting more and more busy, some exchanges among those open to the service (generally peripheral exchanges) may no
longer have resources available; an exchange in this condition is declared “saturated” and the bitstream service can no longer be supplied
for new requests.
Saturation may be due to the following:
1) absence of available ports on the DSLAM;
2) saturation of the backhaul transmission capacity, which does not allow customers to enjoy the expected navigation speed.
	The problems which led to the closure of about 500 Telecom Italia exchanges are almost exclusively of this second type.
The desaturation process consists of expanding the backhaul capacity or installing a new DSLAM alongside the first and then migrating the
customers or the “child” DSLAMs connected to it.

S02/10 - BT - Fastweb - Tiscali - Vodafone Omnitel-Wind /Information deficiencies in the Technical Plans for the
Quality and the Development of Telecom Italia’s Fixed Access Network in implementation of Undertakings Group no. 6

On 6 May the Supervisory Board received the complaint no. S02/10.
The OLOs reported alleged irregularities in information released by Telecom Italia regarding the number of properties “passed” in fibre optic
cable, and highlighted gaps in the information about the technical Plans for the development of the network.

On 6 May 2010, the Companies BT, Fastweb, Tiscali, Vodafone and Wind jointly sent a report to the Supervisory
Board concerning an alleged breach by Telecom Italia of Undertakings Group no. 6, relating to the technical
development Plans for the fixed access network.
Specifically, the complainant companies highlighted certain discrepancies between the data relating to the
number of properties affected by the advent of optic fibre at 31 March 2010, released to the press by the top
management of Telecom Italia, and the information delivered in the said technical Plans.
The complainant companies also protested about the absence of a reference wholesale offer, which would allow
the alternative operators to replicate the offers which Telecom Italia intends to launch on the market using the
NGA optical fibre network.
Taking account of the complexity of the case, and of the need to have a more precise indication of the Undertakings
which are believed to have been breached by Telecom Italia and a more detailed correlation between the facts
complained of and the alleged breaches, the Supervisory Board on 12 May 2010 sent the complainant companies
a request for more information on the facts set out in the previous communication of 6 May 2010.
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After evaluating the further documentation of 28 May 2010 forwarded by the complainant companies to enable
it to provide more in-depth and substantiated assessments, on 3 June 2010 the Supervisory Board adopted
Determination no. 11/2010 with which it started the investigation under Article 6, subsection 1, letter e) of the
Regulations.
In response to the request for information referred to in Determination no. 11/2010, Telecom Italia sent a note
to the Supervisory Board on 23 June 2010 containing clarifications and statements, particularly on the aspects
highlighted by the complainant companies.
As regards the declarations of 4 May 2010 issued to the press by the top management of Telecom Italia, the
Company clarified that these related to the start of the marketing of the new ultrabroadband services and that
the data set forth relating to the properties affected by the cable-laying works was consistent with the information
shown in the technical Plans.
With reference to the alleged lack of clarity and the information deficiencies in the technical Plans criticised of
by the complainant companies, Telecom Italia repeated its preparedness to make the necessary improvements
to the content, stating that this preparedness had already been demonstrated to the alternative Operators in the
course of the work of the Undertakings Monitoring Group (GMI), set up by the National Regulatory Authority for
Communications (AGCom).
In line with the representations it had made, Telecom Italia proceeded to publish on 25 June 2010 the “Quarterly
programme for the development of the fixed access network relative to the NGA network” for the third four-month
period of 2010, as specified in Undertakings Group no. 6, modifying it with the supplementary material
recommended by the Supervisory Board in order to ensure a better quality of information for the said technical Plans.
At the end of the investigation, the Supervisory Board confirmed that there was substantially no discrepancy
between the news released to the press by the top management of Telecom Italia on 4 May 2010, and the
information contained in the Technical Plans for the Development of the Fixed Access Network, relating to the
number of properties affected by the fibre optic cable laying operations; with reference, moreover, to the further
documentation which had been received on 28 May 2010, the apparent inconsistency of the data presented with
regard to the number of properties connected by cable in the city of Rome should apparently be attributed to the
criterion used for the progressive insertion of the number of such properties into the Plans, which provides for
it to be updated on a quarterly basis; this is also compliant with the provisions of the Proposed Undertakings.
With reference also to the criticised absence of a reference wholesale offer, the Supervisory Board observed
that any assessment it might make about the effects of the absence of such an offer on the Undertakings, in
terms of breaching the principles of transparency, non-discrimination and equality of treatment, presupposes the
prior finding that Telecom Italia has an obligation to fix the said offer, as a result of an analysis that ought to be
conducted by AGCom, which is the holder of exclusive competence in the matter.
The Supervisory Board therefore made a positive assessment of Telecom Italia’s willingness to share with the
OLOs the contents of the technical Plans in question, to improve their efficacy and usability, in terms of greater
transparency and completeness, and to maximise the benefits expected by the alternative Operators from the
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publication of the said Plans. The Board favourably received the amendments made by Telecom Italia to the
“Quarterly programme for the development of the fixed access network relative to the NGA network” for the third
four-month period of 2010, which are compliant with the suggestions advanced by the Supervisory Board.
On the basis of the considerations and circumstances just described, on 7 July 2010 the Supervisory Board
adopted Determination no. 13/2010 with which it declared the closure of the investigation relating to the
proceedings “S02/10 - BT - Fastweb - Tiscali - Vodafone - Wind/ Information deficiencies in the technical Plans
for the development of Telecom Italia’s fixed access network in implementation of Undertakings Group no. 6”,
pursuant to Article 15 of the Regulations, not finding in Telecom Italia’s behaviour a breach of the Undertakings.
It called on the Company, at the same time, to supplement the quarterly Programmes referred to in Undertakings
Group no. 6 by stating, in detail by exchange area, the estimate of the number of properties which it is intended
to reach in the reference period and their level of readiness (intended as a distinction between the number of
properties “passed” in the primary network and properties “passed” in the secondary network).
The Supervisory Board however reserved the right to verify that the improvements made are confirmed in
subsequent quarterly Programmes, and also to evaluate further initiatives that are set in motion by Telecom
Italia, monitoring the evolution of the content of the technical Plans for the development of the fixed access
network and periodically noting the degree of satisfaction manifested in the matter by the alternative operators.

TELECOM ITALIA’S PROGRAMME FOR DEVELOPMENT OF THE FIBRE OPTIC NETWORK
Undertakings Group no. 6 specifies the drafting of Development Plans for the NGA (Next Generation Access) Network, containing specific
instructions regarding the type of network and the installation sites. These documents are updated on a quarterly basis both at the planning
stage and on final completion of the work. At 31 December 2010, cable laying had been carried out in Milan, L’Aquila, Rome, Catania, Bari
and Turin, with a total of 519,600 properties declared passed by the primary network, 386,600 of them also connected by cable in the
secondary network.
In the course of 2011 laying is expected to be extended to the cities of Bologna, Venice, Genoa and Naples, with a further total of 370,000
homes connected by the primary network, 250,200 of them also by the secondary network.
The Development Plans are not limited to indicating the cities where work is being done, but also provide information about the exchanges
affected, the number of customers potentially reachable by the work and the approximate percentage of properties connected.
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Below is a schematic representation of the contents and the actions taken with reference to the significant
complaints by the alternative operators.

Complaint no. S01/10: information deficiencies in the technical Plans for the quality of Telecom Italia’s fixed
access network
Complainant Operators: BT, Fastweb, Vodafone and Wind

Subject of complaint

Breaches found by the
Supervisory Board

Measures taken by the
Supervisory Board

Action taken by
Telecom Italia

The complainant companies
criticise a lack of information
in the technical Plans for the
Quality of the fixed access network (Group of Undertakings
no. 5), reporting in particular:

The Supervisory Board found
a deficiency in the execution
of Undertakings Group no. 5,
as regards the absence in the
technical Plans of an accurate
indication of the state of saturation of the exchanges (ports
on DSLAM equipment and
corresponding transmission
capacity), pursuant to Article
15, subsection 2 of the Regulations.

With Determinations nos.
12/2010 and 16/2010, the
Supervisory Board called on
Telecom Italia to adopt suitable remedies for resolving the
lack of information highlighted
in the course of the works to
desaturate the DSLAM equipment and upgrade the capacity of the local transmission
network.

Telecom Italia set up a
pre-alarm warning system
(so-called
“amber
traffic
lights”) for highlighting to
OLOs, and to Telecom Italia
Retail, exchanges where there
exists a risk of closure to new
users due to saturation of the
ADSL resource (in terms both
of DSLAM ports and backhaul
bandwidth).

The Supervisory Board furthermore recommended that
the Company set up a shared
mechanism for indicating the
state of pre-alert for exchanges close to saturation.

With reference to the closure
of exchanges to bitstream
services, during the course
of a special hearing Telecom
Italia provided the operating
plans for reversing the trend,
containing details of the timing for taking the action necessary for overcoming the critical
conditions encountered.

1. The absence of prior notification by Telecom Italia to the
OLOs of operational works to
the access network, as happened on the occasion of the
closure to bitstream services
of a considerable number of
exchanges due to saturation
problems;
2. The lack of information in
the annual Plans as regards
the list of interventions
planned or already executed,
without the OLOs being provided with precise information
of activities by exchange area
but only the aggregate details
of the action planned by macro
territorial area.

The Supervisory Board finally
required Telecom Italia to publish a detailed operating plan
which, within a reasonable
time, might make it possible to
overcome the problems relating to the closures experienced
at the beginning of 2010.

Complaints

Complaint no. S02/10: information deficiencies in the technical Plans for the development of Telecom Italia’s
fixed access network
Complainant Operators: BT, Fastweb, Tiscali, Vodafone and Wind

Subject of complaint

Breaches found by the
Supervisory Board

Measures taken by the
Supervisory Board

Action taken by
Telecom Italia

The complainant Operators
reported alleged breaches
of Undertakings Group no.
6, relating to the following
elements:

The Supervisory Board did not
find formal violations of the
Undertakings with regard to
the points raised by the OLOs.

In order to improve the qualitative level of the information
provided by Telecom Italia, the
Supervisory Board, with Determination no. 13/2010, called
on the Company to add to the
Quarterly Programmes details
of the number of properties broken down by exchange area
- which it intends to reach in
the period, both in the primary
network and in the secondary
network.

As required by the Supervisory Board, Telecom Italia
has added to the Quarterly
Programmes detailed information about the number of
properties passed with the
primary and the secondary
networks, broken down by territorial subdivision, and the
potential customers servable
by exchange area.

1. discrepancy between the
information supplied by Telecom Italia to the press and
the details contained in the
technical Plans, relating to the
number of properties affected
by the advent of optical fibre;
2.		
absence of a reference
wholesale offer for NGA services over optical fibre.

4.2. Reports and complaints not within the competence of the Supervisory
Board
The Supervisory Office received 273 complaints in the course of 2010 regarding breakdowns in service and
problems relating to the management of commercial relations with Telecom Italia and OLO customers, and as
such not within the competence of the Supervisory Board.
In accordance with the Regulations of the Supervisory Board, all the above-mentioned complaints were forwarded
by the Supervisory Office to the competent internal departments of Telecom Italia, and a timely response was
sent to the complainant customers.
Compared with 2009, the number of claims of this nature shows an increasing trend, although it should be borne
in mind that the 182 complaints of the previous year referred to a period of nine months (April - December). In fact,
the number of complaints per month has remained substantially stable, moving from 20 in 2009 to 23 in 2010.
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Complaints received by the Supervisory Office

Complaints

5

Actions carried out
and main results
obtained
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The Supervisory Board continued its monitoring of the actual compliance by Telecom Italia personnel with the
content of the Undertakings. The Supervisory Board also launched a series of investigations and audits of some
priority issues of particular interest to Operators and the market.
The following pages describe the action taken and the main results obtained. For further detailed information,
see the corresponding annexes to this report.

5.1. The transition to the New Delivery Process and the “KO Analysis” Project
Undertakings Group no. 1
Regarding Undertakings Group no. 1 (establishment of: (i) a new delivery process for SMP Services; (ii) additional
operational procedures for the management of Co-Location Services; (iii) new wholesale customer management
systems), Telecom made ready the New Process for LLU and WLR services during 2010; other Operators, such
as Tiscali and, in a limited geographical area, Fastweb, participated in the procedure testing phase, which also
involved the bitstream segment, released earlier, at the end of 2009. By 31 December 2010 the 29 Operators
listed below had agreed to participate, at least in part, in the new process.
COMPANY

DATE ADHERED TO NDP

NAME OF SERVICE

INTERACTIVE NETWORK SRL
FONTEL S.P.A.
CONVERGENZE S.P.A.
TERRALINK S.R.L.
ABILENE NET SOLUTIONS S.R.L.
INTERPLANET S.R.L.
TWT S.P.A.
OMNINETWORK S.R.L.
RAIFFEISEN ONLINE SOC. COOP.
EHINET SRL
RAISING UNIFIED NETWORK SPA
UTILITY LINE ITALIA SRL
UNO COMMUNICATIONS S.P.A.
FASTWEB S.P.A.
TELEMEDIA.NET SRL
IFINET SRL
INFRACOM ITALIA S.P.A.
EASYNET ITALIA SPA
CONSORZIO METROLINK
TISCALI ITALIA S.P.A.
CDLAN S.R.L.
SKYWEBTV SRL
TRIVENET SPA
ITELSÌ S.R.L.
INTERNET ONE S.R.L.
DIGITEL ITALIA S.P.A.
EUTELIA S.P.A.
S.P.E. S.A.S.
ACTIVE NETWORK S.P.A.

01/12/2009
23/04/2010
23/04/2010
01/01/2010
15/02/2010
20/01/2010
09/11/2010
15/12/2009
15/12/2009
12/04/2010
21/12/2009
01/01/2010
21/06/2010
15/12/2010
22/02/2010
03/11/2010
01/01/2010
22/03/2010
15/12/2009
27/09/2010
01/01/2010
01/04/2010
30/06/2010
11/06/2010
01/12/2009
21/05/2010
11/05/2010
11/10/2010
05/11/2010

Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
Bitstream
LLU
WLR
Bitstream
Bitstream

ATM
ATM
ATM - LLU - WLR
ATM
ATM
ATM
ATM - WLR
ATM
ATM
ATM
ATM
ATM
ATM
ATM
ATM
ATM
ATM
ATM
ATM
ATM
ATM
ATM
ATM
ATM
ATM

ATM
ATM

Actions carried out and main results obtained

The remaining principal alternative Operators are expected to join the New Delivery Process in 2011.
Activities of the Supervisory Board
During 2009, Operator Fastweb had addressed Complaint no. S01/09 to the Supervisory Board, complaining that
a large proportion of activation Work Orders submitted to Telecom Italia were rejected. After a series of meetings
of the Supervisory Board with Fastweb and with Telecom Italia, the latter decided to extend an information swap
system across the whole country, for all Operators, to limit those rejections that were caused by difficulties in
contacting and setting appointments with the final user. This extension of the system came into operation for all
Operators throughout the country in September 2009.
As a result of this issue, the Supervisory Board felt it was necessary to improve understanding of the causes of
rejection of the delivery process that Telecom Italia will continue to use until the transition to the New Delivery
Process is complete, and to this end it started the “KO Analysis Project” in April 2010. This project analysed all
the orders for which processing started in the period from January 2009 to June 2010. Detailed reconstruction
of the actual dynamics of the interaction between the alternative Operators and Telecom Italia in the phases
in which the former request activation of a service (on an inactive line or on a Telecom Italia line), will indicate
possible urgent action that could be taken that would immediately allow the final customers to be satisfied
more quickly. It will also be possible to check the suitability of the new process in advance, and eliminate any
malfunctioning found. Finally, the results will represent useful references for future comparisons to assess the
benefits obtained from the introduction of the New Delivery Process, once it is up and running.
The Project had the following specific aims:
1. to identify the actual number of requests for lines from the final customers of the alternative Operators
(elementary requests) and the correlated Work Orders (which might increase in number, given the need to
resubmit or reiterate a request after a rejection);
2. to analyse the causes that underlie the rejections of Work Orders (KOs);
3. to classify the KOs, distinguishing between those that cause the definitive rejection of an order because it
is impossible for Telecom Italia to process it (once they have obtained all the information needed to process
an order), and always providing that it can be reiterated, and those situations in which the KO is caused by
incorrect or incomplete information, and the Request is typically resubmitted by a new Work Order;
4. to allow analysis of the performance of the delivery process from the perspective of the final customer who
requests activation of a service;
5. to identify the basic causes of rejection that most contribute to the delays of the process.
Thanks to the collaboration of Operator Tiscali, the Supervisory Office was able to check that the algorithms for
the reconstruction of chains of work orders relating to the same elementary request did not introduce errors that
might invalidate the analyses carried out.
The reconstructed performance indicators (analysed in greater detail in Technical Annex II) present appreciable
oscillations during the period; these due primarily to the differing incidence of requests for non-active lines,
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over time; these requests are characterised by a lower success rate. No definite trends emerge, apart from the
reduction in the duration of the process for elementary requests dealt with by one or more work order, and the
reduction in KOs caused by inadequate network resources, which is something the company management has
focused on. The percentage of elementary requests satisfied seems slightly worse: comparing the average for
February-April 2010 with the corresponding figure for the same quarter in 2009, it fell from approximately 77%
to 75% for bitstream services, and from approximately 82% to 80% for LLU services. This phenomenon, for the
bitstream market, may be partly explained by the increase in rejections for ADSL services already active with
another Operator: requests incorrectly qualified as “activation orders” instead of “migration orders” are counted
as final rejections in the analysis of the activation process, while in many cases they are actually completed, after
correction. The percentage of such rejections is growing, and is symptomatic of the greater competition that has
developed among Operators.
There is a notable difference in the response times for requests that are defined, in a positive or negative sense,
with the first work order, and the approximately 20% of requests that require two or more orders. In the second
case a non-negligible period of time elapses before the alternative Operator reissues an order on receipt of a KO.
Similarly for the length of response time, only a negligible fraction (about 2% of the total number of original requests)
of orders reiterated after a network KO (network resources unavailable) or a customer KO (final user not traced,
not available for the intervention for various reasons, or no longer interested) is actually completed successfully.
On the other hand, a non-negligible fraction of elementary requests that require more than one work order are
not reiterated requests, but requests resubmitted by the alternative Operators after Telecom Italia Wholesale has
encountered formal irregularities or missing information, which led to rejection, even before the order passes to
Open Access. Collectively, these causes of failure account, with broad oscillations, for approximately 10% of the
total number of original requests, and hence for almost half of the total number of rejections.
The Project demonstrated that there is already in progress a general reduction in activation times for requests
characterised by several work orders. Analysis of final customer requests, taken as a single subject of study, has
made it possible to bring to light, and put in order of importance, some phenomena which, if resolved, will lead to
a further improvement in overall activation times for SMP services. These phenomena are obviously attributable
to management and organisation processes, both of Telecom Italia and of the alternative operators; the activity
performed has allowed the Supervisory Board to formulate recommendations to Telecom Italia with the aim of
improving some process dynamics, in this sense contributing to improving overall efficiency; it is to be hoped that
a further impetus will be given by the alternative operators, with an improvement in the areas of performance that
are within their power, and that this will lead to a further reduction in service activation times, which would be to
the advantage of the final customers and the market in general.
It is also important to emphasise that many indicators identified in the course of the project will still maintain
their value in the context of the New Delivery Process: in the light of this, it was considered possible to study in
depth the problems involved with the component processes which will in fact remain unchanged in the course of
2011, reserving the evaluation of new instruments, such as the renewed Contact Policy or the so-called “Single
Queue”, for a further in-depth study at the time when the Work Orders are set up in significant numbers in
accordance with the new procedures. It is important to note that the Recommendations of the Supervisory Board

Actions carried out and main results obtained

on the invariant components of the delivery process are related to the introduction of improvements regarding
formal controls, management and technical monitoring of Work Orders. These Recommendations predominantly
concern the systems managed by Telecom Italia Wholesale, while the new Contact Policy and Single Queue
remain to be implemented by the operative structures of Open Access.
There will be a further concrete development of this investigation during 2011, regarding the performance
provided to the Retail divisions of Telecom Italia by Open Access. This will enable the end-to-end performance in
the supply of activation and migration services to be compared. It is to be hoped that this will strengthen the faith
of the market about the independence of Open Access and its capacity to assure that the principle of equality of
treatment is respected, according to the objectives that underlie the Undertakings.

5.2. Interventions to improve the behaviour of Telecom Italia employees
Undertakings Group no. 2
The interventions of the Supervisory Board undertaken in compliance with the provisions of Undertakings Group
no. 2 (introduction of a new incentive system and a code of practice for the personnel of Open Access and
the Wholesale department) have been focused on achieving greater transparency of information for alternative
Operators and on the introduction of stronger guarantees of equality of treatment: the changes made in January
2010 to the Code of Practice and the “Procedure for requesting data for the purpose of OLO jurisdictional
protection and action” should be seen in this light.

Activities of the Supervisory Board
With reference to the first point, the issue of amending the Code of Practice had been examined in depth by the
Supervisory Board which - as part of the “SO2/09 Fastweb - Wind/Exchange of information between Telecom Italia
internal departments on the subject of migration procedures” procedure - had requested an amendment, having
found inadequacies in its content that it felt could compromise the guarantees of transparency and equality
of treatment for alternative Operators. Telecom Italia accepted the suggestions of the Supervisory Board, and
supplemented the Code of Practice, inserting an express prohibition for the “Legal” and “Regulatory” departments
to divulge confidential data acquired from the Wholesale department to sales departments, so as to guarantee
actual internal-external equality of treatment for the alternative Operators, in relation to access to information.
With reference to the second point, the Supervisory Board had requested that the Company take some corrective
actions, and in particular, formulate a proposal that would identify criteria, methods and times for completing the
processing of any requests from alternative Operators for access to the data and information held by the Wholesale
department for the purpose of jurisdictional protection and action. Following this request, Telecom Italia defined
the procedure for alternative Operators to access the data in the possession of the Wholesale department, for
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the purposes indicated above; however, Telecom Italia incorporated the comments of the Supervisory Board, and
particularly those referred to the need to make explicit the principle of equality of internal-external treatment in
relation to the procedure, times and costs applied to requests for access made by both internal departments of
Telecom Italia and alternative Operators.
In February 2010 Telecom Italia acquired the outcomes of the second survey of the satisfaction, in 2009, of
OLOs that purchase SMP services from the incumbent operator. this survey provided information and identified
the most critical areas in need of further improvement initiatives. At the end of September 2010, Telecom Italia
started the second satisfaction survey, and the results were made available at the start of 2011: it showed an
improvement in the satisfaction expressed by the alternative Operators with the services offered by Telecom Italia
Wholesale. In particular, their overall assessment “of impact” increased from the 6.1 and 6.8 of the first and
second 2009 surveys, respectively, to 7.0 in the 2010 survey.
The Supervisory Board then asked Telecom Italia for further information on the criteria used to define the
2010 MBOs, and their coherence with the Undertakings, intending in this way to pursue the aim of correlating
the structure of the MBOs as much as possible with the content of the Undertakings, without prejudice to
the irrevocable nature of the assessments that Telecom Italia may express concerning the achievement or
non-achievement of the related objectives. In this respect, and referring to its previous recommendations aimed
at articulating certain aspects of the management objectives in a clearer and more incisive way, the Supervisory
Board invited Telecom Italia to include an objective related to the reduction of the so-called “network KO” and
“customer KO” phenomenon, affecting both Retail and Wholesale customers, among the objectives for the
management of Open Access. The 2010 MBOs also include objectives relating to the “equality of treatment for
Retail and OLO” and “end-to-end quality - SLA provisioning and assurance”, which represent the true novelty,
since for the first time the management incentive system is directly associated with the aims the company
intends to achieve through the Undertakings. The Supervisory Board compared the 2009 and 2010 MBOs, and
extracted useful information for more effectively assessing the management objectives that Telecom Italia will
define for 2011.
Specifically in relation to training activities for employees, the Supervisory Board considered it advisable to
test the efficacy of the training tools used, by directly involving the recipients of the training, so as to e able to
express an overall assessment of the efficacy of the training courses that had been carried out. To this end, the
Supervisory Board expressed its appreciation of Telecom Italia’s willingness to undertake further initiatives, in
addition to those undertaken in 2009, specifically focused on checking “on the field” the level of learning and
knowledge of the contents of the Code of Practice among employees, who were also asked to express their
views and opinions. The monitoring activities undertaken by the Supervisory Board are reported in the document
entitled “Monitoring of the compliance of Telecom Italia with Undertakings Group no. 2” approved with Resolution
no. 17/2010 of 28 September 2010. Telecom Italia also created forms to be added to the training course for
Open Access employees, delivered by e-learning, to better evidence the behaviour expected from the trainees.

Actions carried out and main results obtained

5.3. The performance monitoring system and certification
of the performance indicators (Undertakings Groups Nos. 3 and 4)
As far as Undertakings Group no. 3 (establishment of a performance monitoring system for SMP services) and
Undertakings Group no. 4 (guarantees of transparency of the monitoring system) are concerned, in parallel with
the progressive issuing of indicators shared with the OLOs, in the 2009 technical workshops, the Supervisory
Board had expressed the need to guarantee the correctness of the data generated by the Telecom Italia
monitoring system. In 2010, in response to the requests of the Supervisory Board, the Company started a project
to validate the monitoring system with the University of Catania. The work carried out focused on the reference
database (the so-called data warehouse) design and creation phases, the access control system, and on defining
a statistical model for sampling the data: the certification phase has started in 2011 with the involvement of the
Supervisory Board, even through sample testing.
During 2010, Telecom Italia sent the Supervisory Board the Monthly and Quarterly Reports, as well as the
Annual Report, in accordance with the provisions of Undertakings Group no. 4. Last year’s data submitted by the
Company confirm the evolving trend that emerged in 2009, in which the OLO customers achieved better results
than the Telecom Italia customers.

Activities of the Supervisory Board
In the context of the Undertakings Group no. 3 Telecom Italia proposed a set of indicators as specified in
the detail of the Undertakings in 2009, and subsequently started a series of meetings with the alternative
Operators in order to enhance the system with additional shared indicators. The purpose of the indicators is to
provide a transparent, precise and reliable measure of the operational results of Open Access to the market,
to enable comparison of any differences in behaviour towards the Retail divisions of Telecom Italia and the
alternative Operators.
Once the parties defined the set of shared indicators, which describe the trend in the quality of Open Access work
processes, the Supervisory Board considered it appropriate to ask Telecom Italia to offer suitable guarantees
to the market concerning the veracity and reliability of the data and the indicators. This should in fact allow
the alternative Operators, and hence the reference market, to have access to information that is qualitatively
more reliable on the quality of the service offered, and a real assessment of the degree of equality of treatment
adopted by Open Access in the supply of SMP services. In this respect, since the reliability of the data collected
derives essentially from the confidence that the data are as far as possible error free, and reflect reality, it was
considered necessary for Telecom Italia to define and establish a mechanism for certifying the information and
data reported to the Supervisory Board in compliance with the Undertakings.
Based on these considerations, the Supervisory Board, with Resolution no. 6/2009, asked Telecom Italia to
accept the highest possible number of requests for the establishment of new indicators (which then happened
during the meetings between Telecom Italia and the OLO that ended in July 2009, mentioned above), and to
consider the feasibility of developing a mechanism to certify the indicators, in order to obtain guaranteed data.
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Telecom Italia agreed to the requests, and with reference to the certification activity, started the development and
subsequent establishment of a “data warehouse” containing the basic data needed to calculate the indicators
specified in the Undertakings Group. In this Activity, the Company worked with the University of Catania as
Certifying Body.
In particular, the certification project was developed during 2010 with constant monitoring of the progress of the
work by the Supervisory Board; the results led to the validation of the IT architecture in which the data are stored,
and to the preparation of the tools to check the correctness of the algorithms used to calculate the indicators.
The data will in fact be stored on a “protected” database (the aforementioned “data warehouse”), which will
guarantee the non-modifiability of the stored data, providing certification of accesses, and registration of all
activities performed on the database itself. The indicators to be certified were those defined in the “Equality of
treatment monitoring system” activated from September 2009, which measured the level of quality offered and
the equality of internal and external treatment by Open Access in the supply of SMP services. They mainly relate
to the delivery processes (indicators in class KP1) and the assurance processes (indicators in class KP2).
The Supervisory Board also reserved the right to carry out suitable audits of the correctness of the elementary
data and, thanks to the development of a statistical model, it will be possible to start this audit during 2011, by
examining a statistically significant sample; in addition to this, the control system developed will allow specific
checks of the detail for every compliant that the alternative Operators wish to draw to the attention of the
Supervisory Board.
With reference to the definitive data for 2010, and the related indicators identified within the framework of
Undertakings Group no.3, there was a substantial improvement in the absolute values, compared to those at the
start of the year. It should be noted that the differences between the definitive values for the Retail customers
of Telecom Italia and the customers of the alternative Operators are minimal, with little monthly fluctuation. In
many cases the customers of the OLOs receive better treatment, also because they enjoy better contractual
Service Level Agreements (SLAs). During the year, in coherence with the earlier plans, some supplementary
indicators were issued (percentage of Trouble Tickets recurring within 30 days for POTS, ADSL and SHDSL
services - symmetrical connections). The indicators for measuring backlog times and the number of Work Orders,
for those that involve the New Delivery Process, have been issued as planned during the year, but did not assume
significant values, given the small number of Orders involved.

Actions carried out and main results obtained

5.4. The quality of the access network (Undertakings Group no. 5)

Progress and activities of the Supervisory Board
The Supervisory Board carried out a series of investigations to check that the Technical Plans were adequate
to deal with the requests and recommendations made to Telecom Italia after the preliminary investigation of
alternative operator complaint no. S01/10. It has also carried out some analyses for Undertakings Group no. 5
(guarantees of transparency of Technical Plans for the quality of the Fixed Access Network), which did not merely
check that the Undertakings given were being formally respected, but also focused on determining the actual
state of progress of fixed access network quality.
In compliance with the provisions contained in Supervisory Board Resolution no. 16/2010, after the closure of
around 500 bitstream service exchanges due to saturation problems, Telecom Italia introduced a pre-warning
mechanism to identify exchanges close to saturation. The pre-warning status report, called an “amber light”,
is communicated to the alternative Operators every month, and is also shown on the Telecom Italia Wholesale
portal, and indicates that the exchange in question could become “saturated” within a period of three months if
no action is taken.
The Supervisory Office has established in internal database for the weekly monitoring of ADSL exchange
desaturation activities and the pre-warning system, both to check that it reflects the declarations made by
Telecom Italia in its quarterly reports and to assess the efficacy of the pre-warning reporting system itself. The
database is updated once a week by means of an extraction carried out directly from the Telecom Italia Wholesale
portal. The monitoring system has allowed the Supervisory Board to verify that almost all the exchanges served
by 7Mbit/s DSLAM declared saturated in the period of 2010 in which the pre-warning system was in operation
(July-December) transited through “amber light” status (110 of 117 exchanges), remaining in pre-warning status
for an average time of approximately 9 months, at 31 December 2010, 3 months less than the corresponding
figure for 30 July 2010. The monitoring also confirmed the significant reduction in the number of 7 Mbit/s DSLAM
exchanges that were saturated (-41%), against a small increase in the same type of exchanges declared to be
in “amber light” (+16%).
The 2010 Annual Technical Plan for Fixed Access Network Quality was revised at the request of the Supervisory
Board: the original version of this plan envisaged a total of 381 desaturation interventions for asymmetrical
bitstream services. After the review request, Telecom Italia decided to change it, increasing the figures in the action
plan significantly. In the latest version of the provisional plan, dated September 2010, the number of interventions
planned for the year had increased to 1,887, an increase of 395%, which would reduce the number of saturated
exchanges with 7 Mbit/s DLSAM to well below the values specified in the original Technical Plans (-22%).
In addition, in 2010 the Supervisory Board made numerous requests for information from Telecom Italia, aimed at
increasing the transparency and quality of information contained in the Technical Plans: in particular, it requested
more detailed information on the number of systems that had undergone “extraordinary maintenance” in the
“on-going” project, and recommended that Telecom Italia prepare a number of indicators that could be used to
effectively monitor network quality and the assurance process.
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As reference for network quality control, the summary indicator that shows, on a quarterly basis, the trend in
the number of exchange areas that do not achieve the planned Failure Rate for the current year (set at 12.9%
for POTS and 20% for ADSL services for 2010) was confirmed. The monitoring by the Supervisory Board found
that, for POTS lines only, the number of exchanges that exceeded the planned failure rate fell from 1,445 (2009
outbound value) to 1,169 (December 2010 actual value), with an average fall of 19.1%. The improvement was
greater for those exchanges that also housed ADSL equipment: the number of exchanges that exceeded the
planned failure rate fell from the 182 of 2009 to 44 at December 2010.
The monitoring carried out by the Supervisory Office also showed that there are still significant difference between
regions in terms of network quality, despite the improvement in quality levels, compared to 2009, encountered
in all areas. In particular, the analysis conducted at regional level on the 2010 data undergoing consolidation,
shows that, at 31/12/2010, six regions (Lazio, Sardinia, Campania, Tuscany, Calabria and Sicily) presented
failure rates higher than the average national figure recorded in 2010 for voice services. There was a fall in
the failure rate for all regions, apart from Veneto, Campania and Calabria, where there were increases, which in
any case were below 0.5%. In order to place more significant emphasis on the qualitative level of the network
in terms of its geographical articulation and in relation to the distribution of customers, the Supervisory Board
introduced a specific indicator representing the percentage of customers connected to exchanges that exceed
the planned failure rate. This indicator, for a certain geographic area, is obtained, in percentage terms, from the
ratio between the total number of customers connected to exchanges that exceed the planned failure rate and
the total number of customers served. A comparison with the data recorded in 2009, even considering that
the 2010 data is still undergoing consolidation, shows that the aforementioned indicator, calculated for voice
services, suffered a drop of 7% at national level, but the reduction of values is varied over the geographic scale.
In particular, the North Western and North Eastern AOAs recorded a fall, of 7.9% and 0.1% respectively, compared
to 2009, and the percentage of customers connected to exchanges that exceed the failure rate was under 10%
at the end of 2010, while the Central and South AOAs, despite a fall in the indicator equal to 15.3% and 5.4%
compared to 2009, still have rather high percentages (34.2% for the Central AOA and 60.8% for the Southern
AOA). The variations in the values reported for the access network quality indicators for the regions prompted the
Supervisory Board to recommend that Telecom Italia step up its existing actions to create geographical uniformity
and achieve the best quality levels in all regions (Resolution no. 20/2010).
Finally, the Supervisory Board could confirm that all the projects mentioned in the Technical Plans for Fixed
Access Network Quality ended 2010 with final results in line with their declared objectives.

Actions carried out and main results obtained

5.5. The development of the access network (Undertakings Group no. 6)
Progress and activities of the Supervisory Board
The activities undertaken during the year on Undertakings Group no. 6 (guarantees of transparency of Technical
Plans for the Development of the Fixed Access Network) were also not limited to monitoring the formal respect of
the undertakings given: in fact, in addition to analysing the periodic progress reports on the development of the
fixed access network, the Supervisory Board carried out a series of analyses and in-depth investigations to check
that the Technical Plans met the requirements contained in the Resolutions and Recommendations formulated
by the Board after the investigation of the alternative operator Complaint no. S02/10.
In its Resolution no. 13/2010 of 7 July 2010, the Supervisory Board invited Telecom Italia to improve the
documentation specified in Undertakings Group no. 6 for the development of the NGA Network, to ensure that
the information contained in this documentation is clearer. Telecom Italia responded to the suggestions of the
Supervisory Board later that month, adding further information to the reports on the development of the New
Generation Access Network.
In particular, detailed information at exchange area level was added to the quarterly plans for the Buildings that
could potentially be reached and the Buildings connected in the quarter, distinguishing between those that had
first distribution network infrastructure “passed” and those that had second distribution network infrastructure
“passed”.
The first version (December 2009) of the long term Technical Plan for the development of the NGA Network
submitted by Telecom Italia predicted that first distribution network infrastructure would have been passed to
a total of 2,500,000 Buildings by 2012, 953,000 of which would have also have passed second distribution
infrastructure, distributed over 154 exchange areas, in 18 local authorities. In the next two versions of the
plan, published by Telecom Italia in June and September 2010, the prediction was to achieve first distribution
infrastructure passed to 1,300,000 Buildings, of which 932,500 would have also second distribution infrastructure
passed, distributed over 81 exchange areas, in 14 local authorities - a considerable redimensioning of the
objectives stated in the original plan.
The Technical Plan defined by Telecom Italia for 2010 predicted, in its first version (December 2009), the
development of a further 19 exchange areas (10 in the Milan municipality, 4 in Rome, and 5 in two or three
municipalities to be defined later). In the version of the Plan published in June, the new exchange areas affected
by works in 2010 had fallen to 17 (10 in Milan, 2 in Rome, and 2 in areas to be identified in the second half
of the year, as well as a non-metropolitan exchange area to be defined only after testing was complete). The
revision of the plans for the development of the NGA Network prompted Telecom Italia to publish a third edition
of the Long Term Technical Plan for the Development of the “Fixed Access Network” containing the prediction of
creating a total of 320,000 Buildings to which first distribution infrastructure had been “passed” and 187,000
Buildings to which second distribution infrastructure had been “passed”, through the development of activities
involving a further 25 exchange areas, 11 of which in Milan, 8 in Rome, 2 in Catania, 2 in Turin, one in Bari, and
a further non-metropolitan exchange area to be identified for technical testing purposes only. The results of the
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work carried out in 2010 show that a correspondence with the aims set at national level in the latest version
of the programme, redimensioned from those of the initial programme, in terms of Buildings to which first and
second distribution infrastructure had been passed. So far as the geographical breakdown of the work done is
concerned, some divergences from the annual programme should be noted. These are essentially the non-start
of the network development in Bari and a notable reduction in the number of Buildings to which first distribution
infrastructure had been “passed” in Turin, offset by a market increase in such Buildings in the Catania area.
In 2010, the development of the broadband network, aimed at reducing the “digital divide”, led to the extension
of coverage to 126 municipalities with the supply of 7 Mbit/s services, and the supply of 20 Mbit/s services to
a further 327 municipalities. The final data show that the number of exchanges covered is lower than the number
planned in the Technical Plan published in September in relation to both the 7 Mbit/s services (- 11%) and the
20Mbit/s services (-15%). Telecom Italia declared that the shortfall against the objectives set in September,
which also occurred in terms of the number of new municipalities covered (-16% for 7 Mbit/s services and - 9%
for 20 Mbit/s services), is mainly due to delays in the supply of optical fibre connections by the company Infratel,
recorded in the last quarter of the year. These delays actually resulted in some activation dates being shifted to
the first quarter of 2011. The final results for the coverage of 20 Mbit/s services are in any case well over the
targets set in the first version of the Technical Plans published in December 2009.
It is important to emphasis that a municipality is considered covered by the service when its gross coverage
is 70% or more. Finally, the copper network development plan for new development sites ended in 2010 with
approximately 121,000 new Homes connected, which exceeded the objectives set in the plan (+11.3%).

5.6. Other Undertakings Group
Regarding Undertakings Group no. 8 (integration of Telecom Italia regulatory accounting and calculation of transfer
charges), Telecom Italia supplied documentation containing its proposed models for its additional regulatory
accounting and for the determination of transfer charges in 2009, within the agreed deadlines. In particular, as
part of the Undertakings Group mentioned above, AGCom established a joint working group with Telecom Italia
to acquire further information for analysis and study, in order to consolidate its methodological approach and
define aspects of its application. This group, which started in February 2010, continued work throughout the
whole of 2010. With the recent publication of Resolution no. 2/11/CONS, the Authority subjected the definition
of the guidelines for the implementation of reference models for Regulatory Accounting to public consultation.
The precise definition of the implementation procedures and the technical and economic content of the models
referred to above, to be incorporated into service contracts, is a necessary condition to ensure the proper
visibility of economic exchanges between the internal departments of Telecom Italia and, as a consequence, to
meet the transparency requirements demanded by alternative Operators.

Actions carried out and main results obtained

So far as the issues dealt with in Undertakings Group no. 9 (measures related to next generation access networks)
are concerned, the so-called “Romani Group” was established in 2010, and led to the conclusion of a technical
agreement for the creation of the optic fibre network: the Memorandum of Understanding signed in November by
the major Italian operators, concerning the definition and implementation of a Public/Private Partnership for the
development of infrastructure for Ultra Broadband Networks, was in fact the start of work to define a Plan that is
complete in all its technical, economic and financial aspects, by a specifically established Executive Committee.
In relation to the formal requirements provided for by Undertakings Group no. 9, remember that, pursuant to
points 9.1, 9.2, and 9.3, Telecom Italia published, on 30 June 2010, respectively, an offer for the opening of its
passive infrastructures (pipes and ducts, the so-called “network infrastructure”), arranging, in the cases provided
for in the Undertakings procedures, the temporary transfer of unlit optical fibre (so-called “dark fibre”), and a
technical and economic proposal for the possible sharing of the investments and costs for the implementation
of new network infrastructures. Both offers, renewed until 30 June 2011, were published in the public area of
Telecom Italia’s Wholesale Portal. Specifically, according to data provided by Telecom Italia, from 2001 to 2009
approximately 6,000 km of local infrastructure was transferred, of which almost 50% in 2002, and approximately
1,500 km from June 2009 until the end of 2010. Furthermore, since 2001 contracts for the transfer of civil
infrastructures have been signed with 19 Operators, of which 12 between June 2009 and the end of 2010. In
addition, as previously announced, the NGN Committee, which Telecom Italia had joined pursuant to point 9.5
of the Undertakings, concluded its work in September 2010, publishing the non-binding draft of “Guidelines to
discipline the transition to NGN Networks” (see chapter 3 for more details). Specifically, as already highlighted in
Chapter 3, the results of the public consultation launched with Resolution no. 1/11/CONS, and the consequent
decisions that shall be taken by the Authority as it completes the new regulations that will apply to the services
and new generation networks market, will define specific regulations aimed to produce effects even on the actual
structure of the Undertakings.

As far as the Undertakings Group no. 10 (establishment of a disputes resolution committee to resolve network
access service disputes of a technical and operational nature) is concerned, the work of OTA Italia continue.
This Organisation was established by AGCom to prevent and resolve disputes of a technical-operational nature
between Telecom Italia and the alternative Operators in relation to network access services, and Telecom Italia
joined it in 2009, in accordance with the Undertakings. The Supervisory Board met the Chairman of OTA-Italia,
Professor Vannucchi, at the Board meeting on 23 November 2010, to consolidate the relationship whereby the
two bodies collaborate reciprocally by exchanging information, and also with a view to ascertaining any overlap
between their interventions.
As for Undertakings Group no. 11 (ban on sales by network engineers and sales force training programmes) and
Undertakings Group no. 13 (obligation of notice for deactivation of CPS services), the monitoring and audit of the
actual respect of the Undertakings given by Telecom Italia continued during the year.
Undertakings Group no. 12 (obligation to report activation of unrequested services) also requires Open Access to
send the Supervisory Board a quarterly report on the cases of activation of unrequested services brought to the
attention of network technicians by final customers. During 2010 the Supervisory Board checked that Telecom
Italia was respecting this obligation, having received Telecom Italia’s notification of 32 cases of the activation
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of unrequested services reported by Open Access technicians, compared to 46 cases (-30%) reported in 2009.
Specifically, the report on the first quarter of 2010 highlighted that there were 3 reported instances, 1 of which
was in the northeastern area and 2 in the central area. In the second quarter of 2010, Open Access technicians
received 17 reports of unrequested services, broken down into geographic areas of the access network as
follows: 4 in the central area and 13 in the southern area. Whereas in the third quarter of 2010 there were 6
reports; of these 1 came from the northwestern area, 1 from the northeastern area, 2 from the central area and
2 from the southern area. Finally, in the fourth quarter of 2010 there were 6 reports, 1 in the central area and 5
in the southern area.
The Supervisory Board will continue to monitor the evolutionary trends of this phenomenon.
As however already stressed in the previous report, it is naturally outside the scope of this Undertaking to uncover
other cases of unrequested services, which have not come to the attention of the Open Access technicians,
and with regard to which the Supervisory Board, since 2009, has repeatedly pointed out to Telecom Italia the
possibility of taking targeted action to guarantee use of the correct business procedures in the sale of products
and services.
The monitoring of the results - in terms of reducing the time taken to manage and process cases - of the new
single management system for applications for settlement submitted by customers, related to Undertakings
Group no. 14 (measures to reduce the number of disputes with customers) continued during 2010. In April,
the Supervisory Board asked Telecom Italia for comparative analysis on conclusion of disputes dealt with by
settlement, and other items of information on the trend in complaints submitted to the regional communication
committees (Co.Re.Com) and Chambers of Commerce, to show the actual application of the joint settlement
model and the results obtained in terms of dealing with outstanding applications.
Telecom Italia sent reports updated to the first and second half of 2010 to the Supervisory Board. They contained
the summary data on Settlement activities carried out at Co.Re.Coms and Chambers of Commerce, on which
the Supervisory Board carried out its usual checks, reserving the right to make an overall assessment of the
state of progress and achievement of the aims of Undertakings Group no. 14 in 2011. In fact, the Supervisory
Board intends to analyse the results achieved after implementing the plan to reduce pending applications for
settlement and to manage new applications, as well as to assess the actual benefits to customers in terms of
shorter management times and faster settlement of cases, checking the consistency of the new bonuses and
incentives for ERA management at the same time.

Actions carried out and main results obtained

supervisory board resolution

Groups
Subject

Resolut. No

Date

5
14
22

19 March 2010
20 July 2010
20 December 2010

4
17

17 March 2010
28 September 2010

6
19
20
7
9
10
12
16

19
23
23
09
19
19
16
11

11
13

03 June 2010
07 July 2010

1

02 January 2010

2
3
8
15
18

28
22
30
11
20

24

22 December 2010

21

23 November 2010

23

15 December 2010

undertakings group no. 1
Request for information
KO Analysis project - Methodological note
KO Analysis project - Final report
undertakings group no. 2
Closure of S02/09 procedure
Activities progress - Final report
undertakings group no. 5
Request for information
Pre-warning signalling system - Technical report
Activity progress - Technical report
Procedure n. S01/10 - Start of investigation
Procedure n. S01/10 - Extension of terms of investigation
Procedure n. S01/10 - Prliminary statement
Procedure n. S01/10 - End of investigation
Procedure n. S01/10 - Closure of procedure

March 2010
November 2010
November 2010
April 2010
May 2010
May 2010
June 2010
August 2010

undertakings group no. 6
Procedure n. S02/10 - Start of investigation
Procedure n. S02/10 - End of investigation
Plan of activities - 2011
Plan of activities - 2011
QUarterly and annual reports
Q4 2009 quarterly report
2010 annual report
Q1 2010 quarterly report
Q2 2010 quarterly report
Q3 2010 quarterly report

January 2010
February 2010
April 2010
August 2010
October 2010

2011 BUDGET
SB 2011 budget allocations
Data access requests - Antitrust/agcom precedures
Data Request Antitrust/AGCM Procedure A428
Undert. Groups nos. 1 and 2
Data Request Antitrust/AGCM Procedure A426
Undert. Group no. 2
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RECOMMENDATIONS OF THE SUPERVISORY BOARD
In 2010, the Supervisory Board formulated the following requests/recommendations addressed to Telecom Italia on
the principal themes and issues encountered in its activities to monitor the correct implementation of the Undertakings.

2010
Total number of requests/recommendations formulated by the Supervisory Board intended to improve
the Undertaking implementation process
relating
relating
relating
relating

to
to
to
to

Undertakings
Undertakings
Undertakings
Undertakings

Group
Group
Group
Group

no.
no.
no.
no.

1
2
5
6

33

14
6
11
2

- Carried out
- Being carried out

22
11

Requests/recommendations that led to changes in the Telecom Italia management processes
- Carried out
- Being carried out

6
3
3

2009/2010 COMPARISON
The table below compares the requests/recommendations formulated by the Supervisory Board on completion
of its activities in 2009 and in 2010

2009

2010

Total number of requests/recommendations formulated by
the Supervisory Board intended to improve the Undertakings
implementation process

27

33

Requests/recommendations that led to changes in the Telecom
Italia management processes

1

6

Actions carried out and main results obtained

This presentation reports and describes analytically the requests/recommendations formulated by the
Supervisory Board during 2010; evidence of the actions taken by Telecom Italia to comply with recommendations is also provided

Compilance by
Telecom Italia

Respect of
requested
timescales

Yes

Not envisaged

Delivery Process
Management of OLO Work Orders
2 - supply the total number of Work Orders
and the numbers of “costumer KOs” and
“network KOs” for each OLO and each
serivce, also specifying whether they
relate to active or inactive lines.

Yes

Not envisaged

Delivery Process
Management of OLO Work Orders
3 - communicate the number and breakdown by cause type of the so-called
“network denials”, and the number of
lines that required “special works” for
their completion, by month.

Yes

Not envisaged

Delivery Process
Management of OLO Work Orders
4 - submit a quarterly report containing
information for the overall assessment of
this topic by Supervisory Board, broken
down by month.

Yes

Yes (30 days)

Recommendations

Motivations for the
Recommendations

Resolutions

Undertakings group no. 1
Delivery Process
Management of OLO Work Orders
1 - establish a minimum set of indicators
for the comparative checking of “customer
KOs” and “network KOs” before and
after the introduction of the new process to
supply SMP services.
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Acquire information the can
be used to examine how the
Telecom Italia delivery process
work, and allow the Supervisory
Board to make a preliminary
assessment of its effective
operation and the related
problem of the so-called “KOs”.

Res. no. 5/2010
REQUEST FOR
INFORMATION
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Recommendations

Motivations for the
Recommendations

Resolutions

Compilance by
Telecom Italia

Respect of
requested
timescales

Delivery Process - “KO Analysis” Project
The Supervisory Board asked Telecom
Italia for access to the “Outcomes Data
Warehouse” to carry out the audits of Work
Orders envisaged in the “KO Analysis”
Project.

Implement the “KO Analysis”
Project, focused on identifying
process indicators that unequivocally qualify the denials
by Telecom Italia of OLO
requests for the activation of
Wholesale services (so-called
“KOs”) and on promoting better
knowkledge of the operation of
the delivery process.

Res. no.
14/2010
METHODOLOGICAL NOTE

Yes

Not envisaged

Delivery Process - “KO Analysis” Project
1 - adopt suitable solutions to improve the
precesses that generate the causes of
rejection (KO) “A”, “B” and “C”.

Promote certain improvements in the delivery process
needed to assure its more
efficient operation in the
interest of the alternative
Operators, Telecom Italia and,
ultimately, consumers.

Res. no.
22/2010
Final report

Underway

Not envisaged

Delivery Process - “KO Analysis” Project
2 - start a comparison with the OLOs to
identify shared solutions to overcome the
causes the contribute to delays in the
activation of the services requested.

Underway

Not envisaged

Delivery Process - “KO Analysis” Project
3 - overcome the criticalities caused by the
use of the “Pilot Number” in the delivery
process for Bitstream serivces on Non
Active Lines.

Underway

Not envisaged

Delivery Process - “KO Analysis” Project
4 - introduce centralised “on-line” services
to bring forward the process of checking
the correctness of the technical and
toponomastic data when they are entred.

Underway

Not envisaged

Delivery Process - “KO Analysis” Project
5 - prepare a step by step guide to
completing Work Orders.

Underway

Underway
(75 days)

Actions carried out and main results obtained

Compilance by
Telecom Italia

Respect of
requested
timescales

Delivery Process - “KO Analysis” Project
6 - reclassify some causes of rejection
that are similar but attributed to a different
categories.

Underway

Not envisaged

Delivery Process - “KO Analysis” Project
7 - draw up a monthly report showing the
rate of activation of Elementary Requests
for each service, and the percentage breakdown of definitive rejections by category.

Underway

Underway
(75 days)

Delivery Process - “KO Analysis” Project
8 - draw up a quarterly report containing
information for the assessment by
the Supervisory Board of the results
obtained from the various activities started
pursuant to the Recommendations
mentioned above.

Underway

Underway
(125 days)

Yes

Not envisaged

Yes

Not envisaged

Yes

Not envisaged

Recommendations

Motivations for the
Recommendations

Resolutions

Undertakings group no. 2
Progress of Telecom Italia compliances
1 - test the efficacy of the training plants,
also by collecting employee views and
opinions.

Progress of Telecom Italia compliances
2 - for the same purposes, establish further
possible training initiatives and inform the
Supervisory Board.

Progress of Telecom Italia compliances
3 - constantly and regularly monitor the
level of Operator satistaction, extending
the tools used to this by adding further
means of investigation.
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Consolidate
the
results
achieved, and set in motion
further initiatives to improve
understanding of the Code
of Conduct, increasing its
visibility, make the incentives
for Telecom Italia management
more coherent with the
Undertakings, and the results
of the OLO satisfaction surveys
more transparent.

Res. no.
17/2010
Final REport
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Compilance by
Telecom Italia

Respect of
requested
timescales

Progress of Telecom Italia compliances
4 - make the outcome of the Operator
satisfaction surveys available to the OLOs.

Yes

Not envisaged

Progress of Telecom Italia compliances
5 - define incentives and bonuses related
to objectives that are increasingly aligned
with and dependent on the implementation
of the content of the Undertakings and
assign to the management involved.

Yes

Not envisaged

Yes

Not envisaged

Yes

Not envisaged

Yes

Yes (30 days)

Yes

Yes (30 days)

Recommendations

Motivations for the
Recommendations

Resolutions

Undertakings group no. 5
Quality of the network offer
1 - provide detailed information to confirm
the trasparency of technical Plants for the
Quality of the copper fixed access network.

Quality of the network offer
2 - identify, for this purpose, the systems
that had undergone “extraordinary
maintenance” in the “on-going” project, and
prepare a series of indicators that could
be used to effectively monitor network
quality and the assurance process.

Identify and acquire the
indicators needed to regularly
monitor, in sufficient detail,
the evolution of the quality
of the network offer, and to
express, in consequence, the
most suitable assessments
together with requests for
improvement measures by
Telecom Italia.

Res. no.
6/2010
REQUEST FOR
INFORMATION

Quality of the network offer
3 - draw up a quarterly report for each
reference month containing information for
the assessment of the results obtained
from execution of the plan of action
specified for Undertakings Group no. 5.

Saturation of the Bitstream exchanges
1 - resolve the issue of the information
gaps in the content of the technical Plans
for the quality of the fixed access network
in terms of the desaturation of DLSAM
devices and the upgrading of the capacity
of the local transmission network.

Avoid the closure of exchanges
with no advance notice on the
sale of Bitstream services,
assuring the necessary and
preventive transparency of
information to the OLOs, and
safeguard the capacity of
the alternative Operators to
adequately plan their network
planning and retail product
sales strategies in advance.

Res. no.
12/2010 and
no. 16/2010
PROCEDURE
no. S01/10

Actions carried out and main results obtained

Compilance by
Telecom Italia

Respect of
requested
timescales

Saturation of the Bitstream exchanges
2 - adopt mechanisms shared with the
OLOs to pre-warning status for exchanges
close to saturation.

Yes

Not envisaged

Saturation of the Bitstream exchanges
3 - publish a detailed plan of operations to
overcome the critical aspects of closures
that have occurred within reasonable
periods of time.

Yes

Not envisaged

Saturation of the Bitstream exchanges
4 - continue to guarantee the offer of
bistream services in ATM technology.

Yes

Not envisaged

Yes

Not envisaged

Yes

Not envisaged

Underway

Not envisaged

Recommendations

Saturation of the Bitstream exchanges
Pre-warning alarm system (“Amber light“)
1 - ensure that the system for signaling
exchange saturation pre-warning established
at the request of the SB is operational.

Saturation of the Bitstream exchanges
Pre-warning alarm system (“Amber light“)
2 - add a complete list of saturated
exchanges that might be reopened for
the sale of bitstream services after
desaturation work to the content of the
quarterly Programmes for the Quality of
the fixed access network.

Progress of Telecom Italia compliances
1 - reduce the geographical differences
in the quality of the network offer, with
particular reference to the Assurance
process (failure rates, switching cabinet
upgrading, pole replacement and, more
generally, extraordinary maintenance,
preventive maintenance activities, ecc.)
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Motivations for the
Recommendations

Resolutions

Promote and establish further initiatives to make the
operation of the exchange
saturation pre-allarm signaling
system (the so-called amber
light) more effective, and to
make the information communicated on the Wholesale
portal more transparent.

Res. no.
19/2010
TECHNICAL
REPORT

Consolidate
the
results
achieved and start further
initiatives to improve the quality
of the network offer and make
it more homogeneous over the
whole of the country.

Res. no.
20/2010
TECHNICAL
REPORT
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Recommendations

Motivations for the
Recommendations

Compilance by
Telecom Italia

Respect of
requested
timescales

Underway

Not envisaged

Yes

Not envisaged

Yes

Not envisaged

Res. no.
21/2010
REQUEST
FOR ACCESS
TO RECORDS

Yes

Yes (10 days)

Res. no.
23/2010
REQUEST
FOR ACCESS
TO RECORDS

Yes

Yes (30 days)

Resolutions

Progress of Telecom Italia compliances
2 - reduce the geographical differences
in the quality of the offer, with particular
reference to the Delivery process
(bitstream service DSLAM and exchange
desaturation interventions, resolution of
network denials, improvement of database
quality, etc.)
Undertakings group no. 6
Development of the fixed access network
1 - add to Quarterly Programmes referred
to in Undertakings Group no. 6, reporting
the estimated number, by exchange area,
of Buildings that Telecom Italia intends
to reach by laying optic fibre in the
reference period.

Increase the quality of the
information in the technical
Plans for the development of
the fixed access network.

Res. no.
13/2010
and no.
PROCEDURE
no.S02/10

Development of the fixed access network
2 - add to Quarterly Programmes referred to
in Undertakings Group no. 6, reporting the
level of preparadness of the exchanges,
by exchange area.
Undertakings group no. 1 and 2
Customer migration and Telecom Italia
paricipation in public invitations to tender
provide access to the investigation records
of the AGCM, procedure no. A428, acquired
by AGCM itself from Telecom Italia, relating
to presumed anti-competitive conduct by the
Company in the procedures for migrating
customers between Operators.

Customer migration and Telecom Italia
participation in public invitations to tender
provide access to the investigation records
of the AGCM, procedure no. A426, acquired
by AGCM itself from Telecom Italia, relating
to presumed anti-competitive conduct by
the Company in its participation in public
invitations to tender for the supply of
electronic communication services.

To detect any violation by
Telecom Italia of the principales of equality of treatment and non-discrimination
referred to in Undertakings
Group no. 2 and the rules of
conduct relating to Undertakings Group no. 2, by making
available internal company
records and documents.

Actions carried out and main results obtained

6

Relations with
the institutions

61

In its second year of activity, the Supervisory Board consolidated and intensified its relations with the principal
Italian, European and international institutional reference bodies, and with the operators in the electronic
communications industry.

6.1. NATIONAL RELATIONS
The Supervisory Board provided constant updates to the National Regulatory Authority for Communications
throughout 2010 on the activities it carried out and the results it achieved, by providing information and
documents, as provided in its own regulations, and by organizing periodic meetings with the competent AGCom
offices and bodies.
In this context, the Supervisory Board was heard by the Board of AGCom at a hearing on 10 February 2010. On
that occasion the Supervisory Board illustrated the interventions it had made and the development of its future
activities, emphasising how implementation of the Undertakings is an articulated and complex process, the
results of which would be properly appreciated in time, within a relatively stable legal and regulatory framework.
The 2010 Annual Report of the Supervisory Board was presented on 23 February 2010 in the Ara Pacis
Auditorium in Rome. The Chairman of the Supervisory Board illustrated the activities carried out and the results
achieved in 2009, as well as the work programme for 2010. The event was attended by representatives of the
major alternative operators, the Chief Executive Officer of Telecom Italia, Franco Bernabè, the Director of the
Equality of Access Office of British Telecom, John Furmston, and the Head of Procedures related to National
Regulatory Measures Unit, Information Society and Media Directorate General of the European Commission,
Reinald Krueger. The meeting was closed with a speech by the Chairman of the Italian National Regulatory
Authority for Communications, Mr. Corrado Calabrò.
The Supervisory Board paid particular attention to maintaining its constant dialogue with the Undertakings
Monitoring Group (GMI), constituted as part of the functions in AGCom, to monitor the respect of the measures
indicated in the undertakings by AGCom.
During several specially organised meetings, the principal activities of the Supervisory Board were illustrated,
with particular reference to its monitoring of Telecom Italia compliance activities in relation to Undertakings
Groups nos. 1 and 5 and the in-depth investigation started by the Supervisory Board into the causes of rejection
in the Telecom Italia Delivery process for wholesale services, which became operational with the approval of the
method note expressed in Resolution no. 14/2010 of 20 July 2010.
In addition, at the meeting of the Supervisory Board held on 23 November 2010, there was a meeting with
the Chairman of OTA-Italia, during which the constructive comparison of the bodies’ respective experience and
activities that had already started was consolidated, and a regular exchange of information between the two
bodies was promoted, the chief intention of which is to guarantee greater reciprocal visibility for ongoing and
planned activities.
Relations with the institutions

The process of consulting the alternative operators continued, and was consolidated, enabling a prompt response
to be given to the issues they raised, in both the periodic in-depth meetings and in the investigative procedures.
Specifically, with reference to procedure “S02/09 - Fastweb - Wind - Exchange of information between Telecom
Italia internal departments on the subject of migration procedures”, this dialogue enabled significant information
to be acquired that led, during 2010, to amendment of the Code of Practice specified in Undertakings Group no.
2, and the definition, for the first time, of a procedure for OLOs to access the data of the Telecom Italia Wholesale
departments for the purpose of action and jurisdictional protection.
In relation to Complaint “S01/10 - BT - Fastweb - Vodafone Omnitel - Wind/Information gaps in the Technical Plans
for the quality and development of the Telecom Italia fixed access network implementing Undertakings Group nos.
5 and 6”, the meetings with the alternative Operators provided useful knowledge and information that enabled
the Supervisory Board to carry out an accurate and thorough analysis of the issues raised in the complaint
and to suggest corrective interventions and improvements to Telecom Italia to ensure an increasingly effective
achievement of the objectives arising out of the Undertakings.
Finally, the positive dialogue with Telecom Italia was consolidated, distinguished by a spirit of transparent and fair
collaboration, and which has so far allowed the Supervisory Board to not only express its role as control body,
but also to suggest introduction of improvements to the current procedures of the Company, to the benefit of the
markets and consumers.
The meeting between the Chairman of the Supervisory Board and the Board of Directors of Telecom Italia, on
6 May 2010 in Milan, is part of this. At this meeting, the Chairman illustrated to the Directors the state of
implementation of the Undertakings by Telecom Italia, and the quantitative data on the activity of the Supervisory
Board, as well as the main results it had achieved, placing particular emphasis on the efficacy of the measures
contained in the various Undertakings Groups.

6.2. INTERNATIONAL RELATIONS
During 2010 the Supervisory Board primarily consolidated its transparent and fully collaborative relations with
the European Commission.
As in 2009, during the preparation of the European Commission’s usual (15th) Annual Report on the European
Electronic Communications Markets, the Supervisory Board sent a presentation aimed at illustrating the activities
it carried out and the results it obtained during the reference period to the competent offices.
In this respect, the interest of the European Commission in the Italian experience with the Undertakings and in
the activity undertaken by the Supervisory Board was evident in the speech made by the Head of Unit for the
“Procedures related to National Regulatory Measures” at the presentation of the 2010 Annual Report.
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The Supervisory Board then continued and extended its exchanges of information with the other supervisory
bodies operating at international level, with particular reference to the Equality of Access Boards of British
Telecom and Telia Sonera, and the Independent Oversight Group of Telecom New Zealand.
Bilateral relations were maintained during the year with the British and Swedish supervisory bodies, while the first
international meeting of supervisory bodies responsible for monitoring equality of access to the fixed network
of the incumbent Operators took place on 6 December 2010, to further develop knowledge of one another and
to examine specific issues of common interest in depth. The meeting was also attended by representatives of
the European Commission and AGCom, as well as by Japanese operator NTT, which showed great interest in the
initiative, given the debate that is ongoing in Japan about the possible functional separation of its fibre network.
The meeting was an opportunity to exchange valuable information about the experiences of the participants,
the activities they had undertaken and the results they had achieved, and to formulate general considerations
about the future economic, technical and regulatory scenarios in each country on the subject of the functional
separation of the access network.
The supervisory bodies’ intention of developing a constant reciprocal exchange of information that would permit
increasingly in-depth analysis of specific topics emerged during the Brussels meeting. One of the first discussion
topics identified was that of Key Performance Indicators (KPI), which are common to all the models of functional
separation, and entrusted to the respective supervisory bodies for monitoring.
The Supervisory Board is also looking forward to possibly developing new contacts with the real situation in those
countries such as Japan and Singapore which, while they have not yet established network access supervisory
bodies, are in any event considering the issue of equality of access to the network, in different contexts and with
diversified solutions.
The Supervisory Board has been able to observe, on many occasions, how the Italian model, based on Open
Access and the framework of Undertakings, with particular reference to the institution of the Supervisory Board
itself, engendered interest at international level, not only among EU institutions, but also on the part of the
national regulatory authorities and operators of countries that are facing fixed network access issues similar to
those that have occurred in Italy.

Relations with the institutions
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7.1 Scope and aims
During 2010 the Supervisory Board consolidated its work method that combines institutional monitoring in the
narrow sense of the word, focused on compliance with the Telecom Italia Undertakings, with further analysis on
some of the principal topics of interest also including aspects emerging from our constant ongoing dialogue with
the alternative Operators.
With the completion of some of the main Undertakings by 31 March 2010, the Supervisory Board undertook an
overall summary assessment of their progress, focussed on gathering the necessary feedback on the extent to which
the objectives enshrined in the Undertakings have actually been achieved and, where necessary, on suggesting to
Telecom Italia the most appropriate action it could take, including adaptation measures that could be adopted.
So the Plan of activities for 2011 has been developed from these broad lines indicated above, to initiative new
interventions to develop lines of investigation and audit that could strengthen the role of the Supervisory Board as
the entity appointed to facilitate and guarantee the best and most effective achievement of the objectives arising
out of the Undertakings, particularly those relating to improving the quality of the access network, while continuing
its ordinary monitoring and complaint management activities, as well as dealing with any issues raised by the
alternative Operators during 2011.
In substance, since the monitoring activities about respecting deadlines and the terms of compliance may be
considered concluded in relation to some of the Undertaking Groups, the Supervisory Board will move forward to
operations “on field”, such as checks of the systems involved in access network quality and development plans.
In particular, in relation to the Undertakings in Group no. 1, which focus on improvements to the delivery and
assurance process, the verification activities that started with KO analysis in 2010 will continue. These analyses
will be extended to the Retail customers of Telecom Italia, and will be repeated on the Wholesale customers to
assess the benefits obtained from the New Delivery Process.
As for the topics covered by the Undertakings Group no. 2, the Supervisory Board will pay particular attention
to the assessment of the 2011 MBOs by Telecom Italia to confirm that management incentives are increasingly
correlated with the measures dealt with in the Undertakings and, in this sense, to the progress and outcomes of
the measurements of the degree of satisfaction of the alternative Operators who purchase SMP and Co-location
services from Telecom Italia.
At the same time, the periodic audits of the other initiatives announced by Telecom Italia to test the efficacy of
personnel training interventions and to determine the effectiveness of the learning of the trainees will continue.
As for the audit of the KPIs for the Undertakings Group no. 3, given the recent increase in the number of indicators
for the Telecom Italia New Delivery Process, direct and indirect monitoring throughout the country, and sampling
of the new self-certifying system adopted by the Company will start once the activities in collaboration with the
University of Catania have been completed.
Regarding the quality and development of the fixed access network, and Groups nos. 5 and 6 of the Undertakings,
the monitoring and auditing of the progress of the action plans envisaged in the planning documents supplied
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by Telecom Italia will continue. These audits will be completed by specific analyses by the Supervisory Board
designed to measure the effective commitment in terms of improvements made to access network quality and to
the processes that govern its operation. In this context, given Complaint no. S01/10 and the related procedure,
the Supervisory Board will carefully analyse the issues around the desaturation of the local transmission network
and, more generally, around the phenomenon of the digital divide.
In addition, the times and arrangements for Telecom Italia’s publication of the development plans for the fixed
access network will be assessed, to enable the Board to formulate comments and suggestions to facilitate the
use of information by OLOs that intend to make the necessary investments to plan (including jointly with Telecom
Italia) the extension of their network infrastructure in time and in the most appropriate way.
In relation to Undertakings Group no. 14, the results achieved after the creation of the so-called “Sportello
Unico” (single point of contact) for settlements and the plan to reduce settlement applications and manage new
applications will be assessed.
The various models of functional separation adopted worldwide and the Supervisory Boards appointed to oversee
them will be analysed, examining in depth their specific management and organisational characteristics, and the
regulatory framework within which they operate. Particular attention will be paid to the situation in those Countries,
such as Japan, where the debate about the issue of network access, with particular reference to optic fibre, is
particularly innovative.
With specific reference to the relations established for reciprocal collaboration with the Supervisory Boards of
Countries such as the United Kingdom, Sweden and New Zealand, comparative analyses of specific aspects, such
as a comparison of the KPIs calculated in the different situations, will be carried out, in order to obtain useful
information about the efficacy and capacity of these systems to guarantee the proper respect of internal and
external equality of treatment.
In organisational and functional terms, the second Annual Report of the Supervisory Board will be published
by 31 March 2011, and will be presented during a specifically organised seminar that will involve the principal
stakeholders in the Supervisory Board. Quarterly Reports will also continue to be published, in the ways and
means indicated in Undertakings Group no. 7, to properly evidence the initiatives taken.
The website of the Supervisory Board, which in 2010 was revised and made easier to use, is now fully operational
in English as well as Italian, and will continue to be a visibility tool for the Supervisory Board, and a way of
communicating its activities.
The ongoing dialogue between the Supervisory Board and the official bodies, most importantly with the Italian
National Regulatory Authority for Communications (AGCom) and the OTA Italia Committee will continue, also paying
attention to the institutional activities of the international bodies, strengthening the relations started in 2010 with
the other European and non-European supervisory bodies, and extending relations with the European Commission
and the other EU institutions.
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The Board will also be consolidating the fruitful relations it has developed with the alternative Operators, which
have to date allowed it to acquire useful knowledge for its monitoring activities.
With reference to the annual budget made available by Telecom Italia in accordance with Undertakings Group no.
7 (paragraph 7.8), we will seek to maintain a level of financial resources that is adequate for the activities started
by the Supervisory Board in the execution of its institutional tasks, while confirming that the cost containment
started in 2010 will continue.
Building on its experience in 2010, the Supervisory Board will continue to interpret its role, focussing not only on
formal respect of the content of the Undertakings, but also on their improved implementation, so as to fully realise
the aims of equality of treatment, alternative operator and final customer satisfaction, as well as transparency
and competitiveness.
To specify the lines of intervention outlined above with an adequate degree of precision, the details of the planned
interventions and actions are given below, together with a summary of the principal compliances that Telecom
Italia must assure for the remaining Groups of Undertakings during 2011.

7.2 - Lines of action
Undertakings Group no. 1

Key events for 2011

Joining of the main operators in the New Delivery Process

Activities of the
Supervisory Board

1.

verification of the respect of the availability of the interfaces for the operators that adhere to the
new rules

2.

compliance with the release dates of any additional features requested by the OLOs and agreed by
Telecom Italia

3.

monitoring of the percentages of network KOs and customer KOs after the start-up of the New Delivery Process (in relation to this, it is advisable to ask Telecom Italia to submit the reference data,
broken down by TI Retail / OLOs for all main types of service, on a monthly basis).

4.

KO analysis project: continuing the analysis of Wholesale customer requests, and extension of the
analysis to Retail customer requests
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Undertakings Group no. 2

Key events for 2011

Setting up a new incentive plan for Open Access and Wholesale personnel.

Activities of the
Supervisory Board

1.

verification and consistency check and checking the “coherence” of the new bonuses and incentives for the management of the Open Access and Wholesale departments.

2.

auditing the efficacy of the employee training programmes already developed.

3.

monitoring and auditing the actual compliance by Telecom Italia personnel with the principles of the
Code of Conduct, including any updates

4.

analysis of the operator satisfaction survey results and startup of international performance
monitoring in this sector

Undertakings Group no. 3

Key events for 2011

Implementation of all the KPIs agreed during the Telecom Italia - OLO workshop concluded in July 2009.

Activities of the
Supervisory Board

1.

start of the KPI certification phase; involvement of the Supervisory Office in the audit of the implementation arrangements for this process and the start of the direct and indirect sampling throughout
the country

2.

verification of any further needs that might be raised during the year by the OLOs or the Telecom
Italia Retail functions.

Undertakings Group no. 4

Key events for 2011

Implementation of all the KPIs agreed during the Telecom Italia - OLOs workshop concluded in July 2009.

Activities of the
Supervisory Board

1.

drafting of a report on the trend in all the indicators for the Undertakings Group no. 3

2.

any interventions by the Supervisory Board that might be required to examine issues related to
off-target indicators in greater depth
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Undertakings Group no. 5

Key events for 2011

Preparation of a new action plan for Network Quality in 2011

Activities of the
Supervisory Board

1.

analysis of the action plans proposed by Telecom Italia following on from the actions taken in 2010

2.

monitoring and audit of plan progress and results

3.

monitoring and audit of the timing of the various phases for programming and planning DSLAM
desaturation interventions and implementation of the pre-warning system

4.

analysis of the issues related to desaturation of the local transmission network and, more
generally, to the phenomenon of the digital divide

5.

identification and classification of the major issues related to fruition of network services

Undertakings Group no. 6

Key events for 2011

Action plans for Network Development in 2011

Activities of the
Supervisory Board

1.

analysis of the action plans proposed by Telecom Italia following on from the actions taken in 2010

2.

monitoring and audit of plan progress and results

3.

monitoring and analysis of the timing and arrangements for publication by Telecom Italia of the fixed
access network development plans

Undertakings Group no. 8

Key events for 2011

Approval by AGCom of the Guidelines for the application of the Undertakings Group no. 8

Activities of the
Supervisory Board

• monitoring the application by Telecom Italia of the provisions of the Guidelines concerning new
accounting models.
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Undertakings Group no. 9

Key events for 2011

Probable approval of the reference offer by AGCom

Activities of the
Supervisory Board

1.

monitoring Telecom Italia’s offer concerning access to the passive infrastructures and infrastructure
sharing

2.

monitoring implementation of the Undertakings in the transitory period of the switch to optic fibre

3.

start of any monitoring and audit actions specified in the Undertakings

Undertakings Group no. 10

Key events for 2011

Continuation of the work with OTA Italia

Activities of the
Supervisory Board

1.

assessment of the cooperative approach of Telecom Italia to the OTA Italia Committee

2.

organisation of periodic meetings between the Supervisory Board and OTA Italia to compare their
respective experiences and activities

Undertakings Group no. 11

Activities of the
Supervisory Board
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Undertakings Group no. 12

Fatti salienti del 2011

Submission of quarterly reports to the Supervisory Board

Activities of the
Supervisory Board

• continuation of the monitoring of the actual compliance by Telecom Italia personnel of the content
of the Undertakings Group

Undertakings Group no. 13

Activities of the
Supervisory Board

• monitoring application of the measures contained in this Undertakings Group

Undertakings Group no. 14

Activities of the
Supervisory Board

1.

assessment of the results achieved in implementing the plan to reduce pending settlement
requests and the management of new requests

2.

verification and consistency check of the new bonuses and incentives for the ERA management
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CALENDAR OF COMPLIANCES SPECIFIED IN THE UNDERTAKINGS IN 2011
Undertakings Group nn. 1, 2 and 3
January

February

March

April

May

June

The Supervisory actions continue through the activities mentioned in the Work Plan

Undertakings Group no. 4
January
31 January 2011
Submission of
December 2010
Monthly Report +
Q4 2010 Quarterly
Report

February
28 February 2011
Submission of
January 2011
Monthly Report +
2010 Annual
Report

March
31 March 2011
Submission of
February 2011
Monthly Report

April
30 April 2011
Submission of
Monthly Report on
the Month of March
2011 + Q1 2011
Quarterly Report

May
31 May 2011
Submission of April
2011 Monthly
Report

June
30 June 2011
Submission of May
2011 Monthly
Report

Undertakings Group no. 5
January
31 January 2011
Q4 2010 Progress
Report in Network
Quality

2011 Annual Report

February
28 February 2011
2010 Annual
Report on Network
Quality

March

April

31 March 2011
Q2 2011 Planning
for Network Quality

30 April 2011
Q1 2011 Progress
Report on Network
Quality

May

June
30 June 2011
Q3 2011 Planning
for Network Quality
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July

August

September

October

November

December

July

August

September

October

November

December

31 August 2011
Submission of July
2011 Monthly
Report

30 September 2011
Submission of
August 2011
Monthly Report

30 November 2011
Submission of
October 2011
Monthly Report

31 December 2011
Submission of
November 2011
Monthly Report

August

September

November

December

31 July 2011
Submission of June
2011 Monthly
Report + Q2 2011
Quarterly Report

July
31 July 2011
Q2 2011 Progress
Report on Network
Quality

30 September 2011
Q4 2011 Planning
for Network Quality

31 October 2011
Submission of
September 2011
Monthly Report +
Q3 2011 Quarterly
Report

October
31 October 2011
Q3 2011 Progress
Report on Network
Quality

31 December 2011
Q1 2012 Planning
for Network Quality
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Undertakings Group no. 6
January
31 January 2011
Q4 2010 Progress
Report on Network
Development (BB +
NGAN + lotting)

February
28 February 2011
2010 Annual
Report on Network
Development

March

April

31 March 2011
Q2 2011 Planning
for Network
Development (BB +
NGAN + lotting)

30 April 2011
Q1 2011 Progress
Report on Network
Development (BB +
NGAN + lotting)

March

April

May

June
30 June 2011
Q3 2011 Planning
for Network
Development (BB +
NGAN + lotting)

Undertakings Group no. 7
January

February
28 February 2011
Quarterly Report of
the Supervisory Board
Q4 2010

31 March 2011
2010 Annual Report
on the activities and
results of the
Supervisory Board

May

June

31 May 2011
Quarterly Report of
the Supervisory Board
Q1 2011

Undertakings Group no. 8
January

February

March

April

May

June

Pursuant to the provisions of Resolution no. 731/09/CONS, and following the approval by the AGCom of the guidlines for the application of
the Undertakings Group no.8, Telecom Italia will supply, together with the Regulatory Accounting, the service contracts containing the transfer
charges for the markets concerned.

Undertakings Group no. 9
January

February

March

April

May

June

Within 6 months of the publication of the AGCom’s measure
Should AGCom designate Telecom Italia as a SMP operator and impose obligations to provide at non-discriminatory conditions one or more
intermediate access services by means of next generation networks, the Undertakings related to SMP Services shall also apply to these
services within 6 months of the publication of the relevant measure by AGCom
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July

August

31 July 2011
Q1 2011 Progress
Report on Network
Development (BB +
NGAN + lotting)

July

September
30 September 2011
Q4 2011 Planning
for Network
Development (BB +
NGAN + lotting)

August

September

October

November

31 December 2011
Q1 2012 Planning
for Network
Development (BB +
NGAN + lotting)

31 October 2011
Q3 2011 Progress
Report on Network
Development (BB +
NGAN + lotting)

October

31 August 2011
Quarterly Report of
the Supervisory Board
Q2 2011

December

November

December

30 November 2011
Quarterly Report of
the Supervisory Board
Q3 2011

July

August

September

October

November

December

July

August

September

October

November

December
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Undertakings Group nn. 10 and 11
January

February

March

April

May

June

The Supervisory actions continue through the activities mentioned in the Work Plan

Undertakings Group no. 12
January

February

March

31 January 2011
Report on complaints
about the activation of
unrequested services
Q4 2010 Final Figures

April

May

June

May

June

30 April 2011
Report on complaints
about the activation of
unrequested services
Q1 2011 Final Figures

Undertakings Group no. 13 and 14
January

February

March

April

The Supervisory actions continue through the activities mentioned in the Work Plan
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July

August

September

October

November

December

July

August

September

October

November

December

November

December

31 July 2011
Report on complaints
about the activation of
unrequested services
Q2 2011 Final Figures

July

31 October 2011
Report on complaints
about the activation of
unrequested services
Q3 2011 Final Figures

August

September

October
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Glossary
ADSL	Asymmetric Digital Subscriber Line
AGCM 	Autorità Garante della Concorrenza e del Mercato (Italian Competition Authority)
AGCom	Autorità per le Garanzie nelle Comunicazioni (Italian National Regulatory Authority for Communications)
AL		Active Line
BT 		
British Telecom
CNCU 	Consiglio Nazionale dei Consumatori (National Council of Consumers and Users)
Co.Re.Com. 	Comitati Regionali per le comunicazioni (Regional Committees for Communications)
CPS 	Carrier Pre-Selection
CRM 	Customer Relationship Management
CS 		Carrier Selection
DU 		Dwelling Unit
EDD 	Expected Delivery Date
DVD		Desired Visit Date
DSLAM 	Digital Subscriber Line Access Multiplexer
EAB 	Equality of Access Board
EAO 	Equality of Access Office
EoI 		Equivalence of Input
EoO 	Equivalence of Output
ERA 	Equivalence and Regulatory Affairs
FTTB 	Fibre To The Building
FTTH 	Fibre To The Home
FTTP 	Fibre To The Premises
IOG 		
Independent Oversight Group
IPTV
Internet Protocol Television
ISDN	
Integrated Services Digital Network
KPI 		Key Performance Indicator
KPO 	Key Performance Objective
LLU 		Local Loop Unbundling
MBO	Management By Objectives
NAL 	Non Active Line
NDP 	New Delivery Process
NGAN 	Next Generation Access Network
NGN 	Next Generation Network
NWS 	National Wholesale Services
OA 		Open Access
Ofcom 	Office of Communications
OLO		Other Licensed Operator
OTA 		Office of the Telecommunications Adjudicator
POTS 	Plain Old Telephone Service
PSTN 	Public Switched Telephone Network
PU 		Property Unit
PVC 	Permanent Virtual Channel
RO 		Reference Offer
SA 		
Shared Access
SB 		
Supervisory Board
S/HDSL
Single-Pair High-Speed Digital Subscriber Line
SLA 		
Service Level Agreement
SMP
Significant Market Power
WLR 	Wholesale Line Rental
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I.		 Interventions to improve the conduct of Telecom Italia employees
II.		The transition to the New Process of Delivery and the “KO Analysis” Project
III.	Certification of the Performance indicators
IV.	Transparency of information
		IV.1 The quality indicators and performance development during 2010
		IV.2 Bitstream services and access saturation
		IV.3 The development of the Access Network
V. 	The quality of the Access Network
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Interventions to improve the conduct of Telecom Italia employee
This section illustrates the monitoring and control activities undertaken by the Supervisory Board in relation to
the correct execution of Undertakings Group no. 2 by Telecom Italia, illustrating the principal results achieved
and confirmed during 2010.
Although the Supervisory Board had noted the correct formal compliance with the measures contained in the
Undertakings, it adopted Resolution no. 4/2009, in which it formulated some Recommendations for Telecom
Italia which are described briefly below for reference purposes:

• to provide for more details of the management objectives (MBOs) correlated with the resolutions of the
satisfaction of Operators that purchase SMP and co-location services from Telecom Italia; then, in relation to
the system of bonuses and incentives for the management of the National Wholesale Services department,
to clarify both the way in which customer satisfaction is to be measured and the objectives present that are
linked to co-location services and caring activities;

• to re-eight the percentages and the range of maximum and minimum values attributed to the achievement
of the objectives for implementing the Undertakings when determining the remuneration of the responsible
managers at the earlier opportunity, so as to strengthen the motivating incentives to adopt virtuous conduct
and to revise the system of incentives for subordinate structures in a similar way;
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• to provide more detailed evidence of the rules and procedures implemented by Telecom Italia to ensure
compliance with the Undertakings - for example, with reference to the “operational procedures” mentioned
in the “Code of Conduct (Resolution n. 718/08/CONS)”; to also provide examples of conduct in the more
frequent or delicate situations encountered by Open Access employees, for instance on how they should
introduce themselves to customers and on how technical network services and commercial services should
communicate;

• to promptly communicate any contractual adjustments made when renewing contracts with external
companies used by Telecom Italia as they are stipulated, in order to inform AGCom about the inclusion of
clauses to ensure compliance with the “Code of Conduct (Resolution no. 718/08/CONS)” by employees of
such companies in carrying out activities on behalf of Telecom Italia;

• to use its acquired experience to review the coherence of the various rules applicable to Open Access and
National Wholesale Services personnel, including the Regulatory Code, the Employment Contract and the
Code of Ethics, and to review the ways in which they are applied.
During 2010 the Supervisory Board carried out its monitoring activities to ensure that the aforementioned
Recommendations, and the Undertakings given by Telecom Italia, are adequately applied: ad hoc meetings
were organised for this purpose, in which Telecom Italia representatives illustrated the progress of the activities
undertaken; the Supervisory Board also formulated a considerable number of requests for information, and
on several occasions prompted the adoption of conduct and the establishment of initiatives to implement the
objectives contained in the Undertakings Group in question more fully and completely.

I.1. The management incentive system
The interventions of the Supervisory Board were focused on the objective of making the structure of bonuses
and incentives for the management of the Open Access and National Wholesale departments of Telecom Italia
as closely correlated with the content of the Undertakings as possible, without prejudice to the irrevocability of
the assessments that the Company might make concerning the achievement or otherwise of these objectives.
To this end, as anticipated in the two meetings on the subject held in April and July 2010, the Supervisory
Board asked Telecom Italia for more information on the criteria for defining the 2010 MBOs, and on their
alignment with the Undertakings, referring to its previous Recommendations to make the articulation of the
management objectives clearer and more incisive, and the Company has agreed to include an objective related
to the reduction in the so-called “KOs” for both Retail and Wholesale customers among the objectives for the
Open Access management. The Supervisory Board also asked Telecom Italia to submit a summary document
as evidence of the assessment of the 2009 management incentives, and of the differences between the 2009
and 2010 incentives.
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The final figures for the 2009 MBOs, compiled by the Supervisory Board from data and information provided
by Telecom Italia, show a positive trend in the specific objectives for the Undertakings approved by AGCom,
showing percentages of achievement that are higher than the pre-established target values, and in the additional
objectives (equally aligned with the Undertakings) assigned for the Open Access department, with particular
reference to the quality and development indicators.
In addition, the Supervisory Board checked the assignment of objectives aligned with the scheme of Undertakings
in the 2010 MBOs, and noted that, unlike the 2009 MBOs, they also contain objectives for “equality of
retail-OLO treatment” and “SLA provision and assurance-end to end quality”. These objectives represent the true
novelty, since for the first time the management incentive system is directly associated with the aims that the
Undertakings are designed to achieve.
And if the 2009 and 2010 MBOs are compared, again based on documentary evidence supplied to the
Supervisory Board by Telecom Italia, it is clear that objectives closely aligned with the Undertakings have
been attributed more widely, and that compared to the 2009 MBOs, such objectives now account for a greater
proportion of the total, in terms of their average “weight” and the number of employees incentivised.
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The graphs below, developed from the data and information provided by Telecom Italia, summarise the essential
differences between the 2009 and 2010 MBOs, and illustrate the final figures for the 2009 MBOs.

Objectives linked to AGCom Undertakings - Comparison between 2009 and 2010

• The comparison between 2009 and 2010 shows greater spread of the objectives tied to the undertakings
to AGCom and a higher incidence of them.
• NB: The incidence should be compared to the quota available for the department objectives (45% in 2009
and 50% in 2010)
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UNDERtakings objectives - Final figures 2009

Incentive system objectives

Departments involved

Level of achievement
attained

Average weight
of objective

Equality of treatment
Retail/Wholesale

Open Access
National Wholesale Services

160%

10%

Implementation of
Undertakings

Open Access
Technology & Operation
Equivalence & Regulatory Aff.

120%

10%

Undertakings Compound
Indicator:

National Wholesale Services

160%
160%
160%

10%
10%
10%

• OLO satisfaction indicator
• End to End Quality
• SLA Provisioning e Assurance
Implementation of the
Undertakings and quality of
relations with the NRA

Equivalence & Regulatory Aff.

120%

10%

Implementation of the
Undertakings and quality of
relations with NRA Departments

Equivalence & Regulatory Aff.

160%

45%

Management of the conciliation
procedures established at Co.Re.
Com and plan animed to reduce
the backlog at 31.12.2008

Equivalence & Regulatory Aff.

160%

15%

The final completion of the 2009 MBO system recorded a positive trend in the specific objectives for the Undertakings,
showing achievement percentages higher than the target values.
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UNDERtakings to AGCOM objectives - Final figures 2009
Incentive system objectives

Departments involved

Level of achievement
attained

Ebitda net Capex - Open Access

Open Access

95%

Open Access Quality indicator

139%

Open Access Innovation indicator

131%

The further objectives tied to the Undertakings, assigned within the Open Access department, showed a positive
trend with particular reference to the quality and development indicators.

I.2. The Code of Conduct and the Professional Training System
So far as the Code of Conduct referred to in Undertakings Group no. 2 is concerned, given the Supervisory
Board’s request for it to include more detail, with the insertion of the specific operating procedures to be followed
in the various cases, Telecom Italia, in the first stage of its response, created supplementary modules for the
on-line training course for Open Access employees, accessed by e-learning, to make more explicit the conduct
expected of these employees.
Telecom Italia then welcomed the suggestions of the Supervisory Board, and inserted in the Code of Conduct
an explicit prohibition for Legal and Regulatory staff to divulge confidential data acquired from the Wholesale
department to sales departments, so as to guarantee actual equality of internal-external treatment for the OLOs,
in relation to access to information.
Telecom Italia also responded to the invitation of the Supervisory Board to jointly publish the Code of Conduct
envisaged in Undertakings Group no. 2, and the Regulatory Code adopted pursuant to AGCom Deliberation no.
152/02/CONS on the company Intranet, to ensure that it is more widely known and disseminated among employees.
In addition to the supplementary models which can be accessed in e-learning mode, and with specific reference
to staff training activities on the themes and content of the Code of Conduct, Telecom Italia has implemented the
requests of the Supervisory Board to create other initiatives to verify the efficacy of its initiatives on the ground,
by directly involving its employees, who are called to demonstrate their level of learning and knowledge of the
content of the Code of Conduct, and to express their opinion about the training activities. Evidence of these
activities will be provided to the Supervisory Board early in 2011.
Highlighting the best initiatives in terms of equality of access by Open Access employees, rewarded during the
“Archimede” event organised by Telecom Italia on 25 January 2011, in the presence of the Chief Executive Officer
of the Company and representatives of the Supervisory Board, is part of this activity.
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The illustrations below offer a summary of the training activities that the Supervisory Board has ascertained
were undertaken by Telecom Italia and of the amendments made to the Code of Conduct at the request of the
Supervisory Board.

Traning interventions for National Wholesale Services

Training interventions for Open Access

2009
Telecom Italia organised specific courses on AGCom Resolutions
no. 152/02/CONS and no. 718/08/CONS: one course delivered
locally for all Managers and coordinators (attended by 95% of the
management), and one on-line course with a final learning test for
all personnel (used by 100% of those involved).
Based on the first assessment of Customer Satisfaction, two
Workshops were organised for sales staff, attended by 36
employees from the Marketing and Sales departments, with the
aim of developing two projects:
1. development of a new section of the Internet portal dedicated
to updating offers;
2. drafting of a sales support document.

2009
Telecom Italia held specific courses on AGCom Resolutions no.
152/02/CONS and no. 718/08/CONS: eight courses delivered
locally for all Managers, coordinators and new recruits to Open
Access (attended by 93% of the management); two on-line courses
with final learning tests for all personnel (used by 93%).
Since December 2009, supplementary training modules (with
final tests) have been created for all employees, that can be
used on-line; by June 2010 approximately 83% of Open Access
staff had completed the courses; the final learning test had been
successfully completed by 98% of those involved. A further training
initiative has been scheduled for the 135 employees who did not
pass the test.

2010
A Customer Satisfaction Workshop for technical and administrative
staff was also planned.

2010
The Company assessed whether or not a course for the employees
of Telecom Italia contractors, and an in-house communication
campaign should be organised.

Following the instructions laid down in the Recommendations approved by the Supervisory Board’s Resolution no. 4/2009 and at the end
of the proceedings no. “S02/09 - Fastweb - Wind/Exchange of information between the internal departments of Telecom Italia on migration
procedures”, Telecom Italia:

made mention, in the Code of Conduct,
of the ban, concerning the “Legal” and
“Regulatory” departments, on using the
information obtained from Wholesale for
commercial purposes.

collectively published all the current
obligations placed upon Telecom Italia,
concerning equality of treatment, set
out in the Code of Conduct provided for
by Undertakings Group no. 2 and the
one prepared pursuant to Resolution
no. 152/02/CONS, in order to facilitate
its recognition and reading by all parties
concerned.

integrated contracts signed with external
companies whose services it uses, by
including clauses designed to ensure
that the employees of said companies
also comply with the Code of Conduct,
and provided the Supervisory Board with
evidence of this integration.
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I.3. Analysis of OLO satisfaction
With reference to the specified definition of the bonuses and incentives to be assigned to National Wholesale
Services staff, correlated with the satisfaction of OLOs that purchase SMP and co-location services, Telecom
Italia illustrated the outcomes of the measurements made by an external consultant in 2009 to the Supervisory
Board, complete with a comparison of the measurements, and in January 2011 illustrated the results of the
2010 survey, guaranteeing that the outcomes of these investigations would be made known to the OLOs.
The two tables below were developed from evidence supplied by Telecom Italia, and show a comparison of the two
surveys conducted in 2009, and the outcome of the single survey conducted in 2010, respectively.

Comparison of results of surveys carried out in 2009 and in 2010
Wholesale Customer Satisfaction
TI NWS today: overall Impact and overall Rationale
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For completeness, it should be noted that at the end of the procedure examining Complaint “SO2/09 - Fastweb Wind/Exchange of information between Telecom Italia internal departments on the subject of migration procedures”,
which ended with Supervisory Board Resolution no. 21/2009, Telecom Italia responded to the invitation of the
Supervisory Board in March 2010, and consolidated a procedure for OLO access to the data in the possession of
the Wholesale department for the purpose of action and jurisdictional protection, also incorporating the comments
of the Supervisory Board, particularly those referring to the need to make explicit the principle of equality of
internal-external treatment in relation to the procedure, the timescales and the costs applied to requests for access
submitted by both Telecom Italia internal departments and OLOs.

I.4. Conclusions
The Supervisory Board intends to consolidate the results it has achieved so far by undertaking further initiatives
to highlight the progress and positive effects of its earlier joint work with Telecom Italia on the Undertakings
Group no. 2.
In particular, regarding staff training activities aimed at making the daily working practice and behaviour compliant
with the principles and content of the Code of Conduct, it seems advisable to test the efficacy of the training tools
used, particularly by the direct involvement of the actual recipients of the training. To this end, the Supervisory
Board believes that collecting the opinions and views of Telecom Italia staff is very useful, and that this will allow
it to express an immediate and direct overall assessment of the efficacy of the training courses organised in
2009 and 2010; in this respect the Supervisory Board expressed its appreciation of Telecom Italia’s willingness
to plan further initiatives in the ways and with the aims illustrated above, as suggested by the Board. So it will
be advisable to share a calendar of works to check the progress of these activities over time with the Company.
The activity of measuring the degree of satisfaction of OLOs who purchase SPM services from Telecom Italia
has been equally useful. The first measurements made in 2009 provided important elements of information and
allowed the improvements made and the areas still requiring improvement to be identified after the first survey
and before the second. The Supervisory Board also approves Telecom Italia’s decision to make the outcomes of
monitoring available to the OLOs, guaranteeing the principle of transparency; the level of OLO satisfaction must
be constantly monitored over time, including by the use of other investigation tools not previously used.
Specifically with regard to the management incentive system, the Supervisory Board obtained useful indications
and elements for assessment from the comparison of the 2009 and 2010 MBOs that will enable it to suggest
the definition of objectives to Telecom Italia that are better aligned with the Undertakings for 2011.
Finally, the Supervisory Board considers it appropriate to also check the efficacy of the dedicated procedure
developed by Telecom Italia specifically for OLOs to make access to the data held by the Wholesale department
for the purpose of action and jurisdictional protection with the OLOs themselves. In this case too, the direct
involvement of the potential beneficiaries of this procedure might allow new and different opportunities for
intervention to be identified, or opportunities for interventions to improve what has already been achieved.
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Technical Annex II

The transition to the New Process of Delivery and the “KO Analysis” Project
Description of the reference framework
The process of providing wholesale services, for which the significant market power of Telecom Italia (SMP services) has been recognized,
determines, with the activation and migration of users, the evolution of market shares.
Undertakings Group No. 1 of Telecom Italia, approved by AGCom Resolution No. 718/08/CONS, aims to redesign the information systems
that support this process in order to prevent impediments to the proper execution of Work Orders, thereby reinforcing the guarantees of
equality of treatment and improving the quality of service provided to end users.
The Supervisory Board, whose mission is to monitor compliance and effectiveness of the Undertakings of Telecom Italia, and promote their
aims, also making proposals and suggestions to Telecom Italia, has operated since its establishment to facilitate the sharing of design
specifications of new systems with alternative Operators and the adoption of transitional measures to reduce the inconvenience they
have denounced while waiting for the new process to be fully activated. In particular, during 2009, at the request contained in complaint
S01/2009 from the Operator Fastweb, the Supervisory Board has worked to facilitate the implementation of a system of information
exchange (so-called “SWAP”) in order to reduce the reasons for rejection of Work Orders, and in particular those associated with problems
contacting the end user. Since September 2009, the application “SWAP” was made available to all Operators nationwide. The application of
SWAP, not originally destined to be part of the new process, will be integrated in its final release.
Telecom Italia has made available, in December 2009 and April 2010, the information system which implements the provisions of Undertakings
Group No. 1 concerning the construction of a New Delivery Process. In particular, it overcomes, with the introduction of a single-queue
system, the problems facing alternative Operators in case of unavailability of network resources required to activate SMP services. The
new system is currently used in part and by only a few Operators. It will see wider application in the year 2011, with the gradual adoption
by major alternative operators. At the end of this stage of migration to new IT systems, the Supervisory Board will be able to complete the
ongoing analyses and give a meaningful final evaluation of the benefits deriving from modifications arising from Undertakings Group No. 1.
Following the above-mentioned complaint of the Operator Fastweb, which denounced a large number of rejections in the delivery process,
the Supervisory Board has initiated a “KO Analysis Project” aimed at improving the understanding of the reasons for rejections in the
delivery process that Telecom Italia will use until the transition to the New Delivery Process is completed. This is also to assess in advance
the effectiveness of the new process in eliminating the problems encountered. The results will also provide useful benchmarks for the
evaluation of performance of the New Process of Delivery. The Project has analysed all Orders between January 2009 and June 2010 for
which processing has commenced.
In detail, the analysis has set the following objectives:
1. identify the actual requests for lines by end users of alternative Operators (Elementary Requests) and the related Work Orders (which may
be greater in number due to the need to reactivate or repeat them after a rejection);
2. analyse the root reasons for rejections of Work Orders (KO);
3. classify the KOs, distinguishing those that determine the definitive rejection of an order due to the inability of Telecom Italia
to process it (once it has obtained all the information needed for processing) though reiteration is possible, from the situations
in which the KO is caused by incorrect or incomplete information and the Request is typically reactivated by a new Work Order;
4. make possible a performance analysis of the delivery process from the perspective of the end user requesting activation of a service;
5. identify the root reasons for rejection that contribute most to the introduction of delays in the process.
This highly innovative Project utilised the assistance of the Operator Tiscali and, although it was exploratory and experimental in nature, it
obtained cognitive results useful for a better understanding of the issues examined.
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It is also important to note that many of the indicators identified in this study are not directly influenced by the New Delivery Process: in view
of this, it was decided to investigate immediately those issues having to do with parts of the process that will in fact remain unchanged in
2011, reserving the assessment of new elements, such as the renewed Contact Policy or the Single Queue activation priority sub-process,
for further consideration when the Work Orders will be processed in significant numbers in accordance with the new procedures.
Further development of this study will occur in 2011 and will cover the services which Open Access will provide to the Retail departments
of Telecom Italia. These will enable the comparison between the end-to-end performance of activation and migration services. Hopefully it
will strengthen the market’s confidence in the independence of Open Access and its ability to ensure respect for the principle of equality of
treatment, in accordance with the objectives of the Undertakings.
This document provides some of the main results of the study. For a more complete discussion, see the Supervisory Board’s website.

II.1. The delivery process
In order to better understand the problems associated with the rejection of orders of wholesale service markets nos.
1, 4 and 5 of the Recommendation of the European Union no. 2007/879/EC of 17 December 2007, it is best to
describe the phases of order processing preliminary to service activation.

Transmission and formal verification of the Work Order
The alternative Operators, after receiving an order from their own end users, must fill out an order form for
the wholesale services they need and transmit it to the Wholesale department of Telecom Italia for the next
processing phase.
The transmission uses a batch communication protocol: each alternative Operator periodically transfers a
package of records to the Telecom Italia Wholesale department; each record has a standard format and
describes a single order.
The record contains the information necessary for subsequent processing.
If the information supplied by the Operator is in the correct form, processing can continue. Otherwise, Telecom
Italia Wholesale returns the orders which are not formally correct (for example for non-observance of the rules
for its completion, the use of invalid codes or incomplete personal information) with a status of KO, giving the
reason for rejection.

CRM
OLO

Work Order Acquisition

KO

WO formal accuracy

OK
WO being processed

Figure 1 - delivery process - general description of Transmission and formal verification of Work Orders

Technical Annexes

Figure 1 illustrates schematically this first step and the verification which may produce a KO at this stage.
Normally the Operator, once the KO has been received from Wholesale, generates a new Order with the batch
procedure, correcting the error and reactivating the process.
If verification by Wholesale of the Work Order returns a positive result, the system will send a message to the
Operator confirming acceptance of the Work Order.

Verification of consistency with the conditions of service provision
After having passed the test of formal correctness and the acceptance of the order has been communicated to the
Operator, Telecom Italia Wholesale carries out a series of checks to determine whether a number of prerequisites
for processing the order have been met: contract terms, the concomitant presence of work orders on the same
line, changes on lines managed by other Operators, lines already transferred to other OLOs, expected delivery date
consistent with the proper contractual SLAs, requests not compatible with the type of basic service provided, etc.
The failure to pass these checks results in a KO and the possible reissuing of the order by the Operator.
If the order passes verification, the configuration parameters and technical data used for service activation are
tested: the correct OLO termination position at MDF, the correct central office ID, the compatibility of the central
office with the services required etc.

CRM
OLO
Consistency test with OLO lines and processes

KO
OK

Technical feasibility test

KO
OK

Figure 2 - delivery process - Verification of consistency with the conditions of service provision and technical feasibility test

Obviously these technical checks are not static and depend on the type of order, that is, they are different when a
line is already active and must be assigned to another operator, or when a line is not active and thus not currently
in use. This type of error also produces a KO. The reason for rejection communicated to the Operator will allow
him to reissue the order with the correct parameters or modify the type, consistently with the characteristics of
the lines on which the service will be activated.
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The tools available to the Operator to correctly supply the necessary information in this phase are:
•
•
•
•
•
•

light toponymy database;
active numbers database;
geographical numbers portability database;
central personal data database;
line stages open to LLU database;
XDSL service coverage database (exchanges open);

The types of KOs that may be generated in these cases can be grouped into the following general types:
“Impossible to process the requested service”;
“Impossible to identify the requested technical resource”;
“Technically impossible to provide the requested service”;
In the event that all tests are positive, we proceed to the next step.

Technical feasibility test
Once the completeness and accuracy of data input have been verified, the third phase begins, involving testing
the compatibility of the requested service with the situation of the network and with the availability of all the
elements that will make up the system. These tests generally occur in the phase of designing the service on the
basis of available data on the systems of Telecom Italia. These types of KOs may also occur in the next phase of
realisation, if an on-field intervention encounters a situation which differs from the one present in the systems.
At this stage, different situations may occur that may result in a KO:
KO due to technical incompatibility;
KO due to the unavailability of network resources.
KO due to technical incompatibility;
These occur in all cases where the Work Order requires technical characteristics that are incompatible with
the specific lines required: an example could be a line that is too long and thus does not meet the physical
requirements for the activation of an ADSL service or else the inability to activate a data service at the required
speed. In these cases it is possible for the Operator to reissue the Work Order for a service at a lower speed.
KO due to the unavailability of network resources.
In all cases where a new line is to be installed, it is necessary to verify the presence of free copper pairs on the
primary and secondary network to ensure proper activation. In the case of lack of resources, the Work Order will
be rejected for the reason described. It is obvious that the strong demand for Non-Active Lines (NAL) increases
the risk that this type of rejection occurs.

Technical Annexes

CRM
OLO
Open Access processing for technician visit

KO
OK

Open Access processing with on-field intervention

KO
OK

Closing of Work Order

Figure 3 - delivery process - Technical feasibility test

Appointment with the customer
When it is necessary to go to the customer’s premises (e.g. for all requests for NALs), Open Access and the
customer agree on a date for the technical implementation of the intervention. This appointment is made in the
time frame envisaged by the Reference Offer. Similarly, the quantity of telephone numbers to be contacted and
the quantity of calls to be made is determined by the so-called “contact policy” described in the Offer itself. At
this stage, situations may be encountered that block the scheduled processing:
KO due to inability to contact customer: that is, the impossibility to contact the customer due to an incorrect
phone number or because the customer is not available at that number (the Operator can include alternative
telephone numbers in the Work Orders, but the appropriate fields are not always completed);
KO due to customer refusal: the refusal by the customer contacted to allow installation to proceed; the customer
KO (which in this case is called annulment of the Work Order) can also be forwarded to Telecom Italia by the
alternative Operator when the customer has changed his/her mind and communicates this to the Call Centre of
the Operator.
The introduction of the “SWAP” process in the third quarter of 2009 was aimed at reducing these types of KOs:
a Work Order that would normally have been closed with the two KO reasons described above is reissued to
Customer Care of the alternative Operator, which re-processes it, verifying that the customer intends to receive
the proposed service and trying to contact difficult-to-find customers.
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Line provisioning
This is the final stage of processing a Work Order; for all cases where it is necessary to go to the customer’s
premises (typically for all NALs), the technician may encounter obstacles that prevent the proper execution of the
task: technical difficulties in implementation that may arise during the work on field (lack of resources, excessive
length of lines, the presence of unforeseen devices due to misalignment of databases, blocked conducts for the
installation of copper wires, the need to perform special works, etc.) plus any second thoughts of the customer
or difficulties in contacting the customer once the technician has arrived at the customer’s premises.
The main reasons for rejection in these cases are summarised as follows:
•
•
•
•

Customer not present at the appointment (the customer has set the date but is not there);
Customer refuses the intervention of the technician (the customer refuses to modify his system adequately);
Duct obstructed (cables cannot be passed because the customer’s ducts are inadequate);
Lack or inadequacy of network resources (the lack or inadequacy of the network resources is verified during
on-site realisation);
• Problematic locations - special works (realisation of costly lines, that is, those requiring excavation, installation
of poles, etc., and which need public permits authorising the works).
As noted above, some of these types of KOs can be generated even in other phases of the process (e.g. during
a visit at the customer’s premises or when verifying technical feasibility).

Summary of reasons for rejections (KOs) by general categories:
A. Data format is incorrect or incomplete
Following formal verification, the order cannot be processed for lack of required information or incorrect completion
B. Inability to process the requested service
Order is not consistent with the provisioning process (presence of other orders, data inconsistent with the
process, etc.)
C. Inability of the company to identify the technical resource requested
The data do not allow the requested line to be found
D. Technically impossible to provide the requested service
The order cannot be completed due to technical difficulties
E. Inability to provide the service due to the OLO end user
The order is cancelled at the request of the Operator or for reasons attributable to the end user
It should be noted that the reasons for rejection in categories A, B and C, which in the current process generate
a KO in the majority of cases, do not determine the permanent inability of Telecom Italia to process the order, but
rather generate error states in the original order that are adjusted once the Operator has reissued the order to
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Telecom Italia with the complete and accurate information. Therefore the sequence of intermediate processing
stages of a Work Order (WO), which could be described using appropriate reporting messages during the normal
interaction between systems, is applied, in the case of the current delivery process, using KO rejection results
which do not necessarily signify that activation is impossible, even though they may cause difficulties to the
parties (use of human resources to fix errors and the accumulation of delays).
The reasons linked to genuine impossibilities to process a Work Order are essentially attributable to the category
D (technical difficulties) and E (rejection at the request of the Operator or for reasons attributable to the end
user). In these cases, a “definitive” rejection occurs, which corresponds to a true KO. The analysis of the rejection
will necessarily take into account this distinction, specifically distinguishing terminal KOs of a request for service
activation from intermediate KOs which may occur during processing. This is done by constructing a sequence
of work orders (called “chain”) which defines the first order issued as the “parent” and any subsequent orders
as “children”, but always in reference to the same request. Chains where “child” orders are present can contain
sequences of intermediate KOs prior to the activation of the service or the emission of a terminal KO.

II.2. Methodologies and algorithms used
This analysis examines Work Orders for activation (i.e. of services satisfying the needs of new OLO customers),
relating to services LLU (Local Loop Unbundling), WLR (Wholesale Line Rental), symmetric bitstream, asymmetric
bitstream provided by Telecom Italia Wholesale, issued during the period from 1 January 2009 to 30 June 2010
and closed by 31 August 2010. It is emphasized that the data reported for the months January-February 2009
and May-June 2010 (i.e. the initial and final months of the period under investigation) are negatively impacted by
the non-completion of all open chains or, in the case of the initial period, by fragmentation. The Work Orders of
the following Operators were analysed: Tiscali, Vodafone, Wind, Teletu, BT and Fastweb. The chart below shows
how the set of orders represents more than 80% of the market.

Figure 4 - Market Coverage
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Obviously, not all services contribute equally to the creation of the database this study aims to create. LLU
service activations represent the majority of requests, followed by bitstream activations. Fewer are the requests
for WLR activation.

Figure 5 - Importance of individual services

Algorithm for data extraction
The current delivery process generates a large number of reasons for rejection that may arise in different phases
of processing and which require Work Orders to be reissued. For example, the correction of formal errors is
equivalent to issuing a new order and also, in some cases, only a reissue allows the Operator to ascertain if the
reasons for a KO have been eliminated. It is essential therefore to identify the actual number of lines requested,
which means the “true” number of Work Orders, obtained by excluding reiterated requests, in order to overcome
the obstacles encountered during processing. Those requests by an end user for lines or services, regardless
of the number of WOs necessary for activation of the service, will be called “Elementary Requests”. A “chain”
of Work Orders can be established in which the first will be called Parent and the ones which follow Children. As
a rule, each Work Order contains the date the order was received by Telecom Italia Wholesale, and the date the
order was completed, regardless of its successful activation (WO OK) or rejection (WO KO).
Any reference to the processing time of a chain of Work Orders is characterized by the fact that these dates
record only the times they enter and exit Telecom Italia Wholesale systems and do not consider the outside
processing time (preparation of the Parent WO by the Operator and completion of the last Child WO). Through
the algorithm shown below, we propose to reconstruct and store in an appropriate data structure the possible
sequences of rejections and reissues a parent order undergoes, thereby creating a series of derivative orders.
The data structure will contain a series of relations, called “Parent - Children” in which the first component is the
request to activate a service by an Operator, and the following components are the possible failure notifications
(hereinafter referred to as KO), or the successful activation of the service (hereinafter referred to as OK).
Beginning with the data structure provided by Telecom Italia, which will be referred to as the “Gross WOs”, we
propose to create a new database using the algorithm shown below, whose table - “Net WOs” - will indicate
only the Orders which remain after eliminating repeat orders and which contain information describing the
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intermediate stages completed, as described above. The new database thus makes it possible to statistically
analyse the original Orders in terms of both final outcome and stages of processing required, as well as actions
and resources requested by the parties involved.
The algorithm is structured as follows:
1. the first request for activation, according to the type of service, is identified by the values of certain attributes
(encrypted and not), for example, <Name, Last Name, Tax Code, Address, Street Number, Other address
information, City or Town, Phone>;
2. the current record, henceforth known as the “Parent”, is inserted in a new data structure which we call “Net WOs”;
3. the “Gross WOs” table is searched in chronological sequence to identify all records that have the same
values of the “Parent” or all records referring to the Work Order in question. All information collected will be
stored in order to catalogue the reasons for rejection and the repetition of orders; special importance shall
be given to the initial and final dates of processing of each Work Order in order to check any temporal overlap
in the chains: these events, not followed by rejections for “duplication of requests being processed”, will lead
to the identification of multiple Elementary Requests;
4. for each of the records examined, the “Order Status” will be verified and this will determine the following
conditions:
a. If the status of the Work Order is OK, which means the order was successfully completed, or if this is
the last record that has a status of KO, then the record, called “Child” of the “Parent” in analysis, is
included in the table “Net WOs”, and the algorithm begins again from position 1 and considers the next record;
b. if the status is KO followed by other records related to the same “Parent”, we are in the presence of a
reiterated work order, so the algorithm will mark the record as “repeated” under the original “Parent” record.

Useful notes for the reader
This study was edited using the same approach for each market analysed.
It contains definitions and criteria useful for a better understanding of the phenomena described:
• Elementary Request: it is the request of an end user to the alternative Operator for activation of a line or a service. This request is sent
to Telecom Italia in the form of a Work Order. Should it become necessary to send Telecom Italia more than one Work Order to activate the
service required, the Elementary Request will be represented by a chain of orders, in which the first will be identified as the Parent and
the ones which follow as Children.
• In accordance with the normally adopted calculation methods (see KPIs of calculation of times throughout the delivery process 	Undertakings Group no. 3 and 4, approved by AGCom Resolution No. 718/08/CONS), the processing times of Work Orders do not take
into account the time periods preceding the delivery of the WO to Telecom Italia Wholesale and subsequent activation times of the service,
which are related to the activities of the alternative Operators.
• In the case of reiterated Work Orders related to the same Elementary Request, the calculation of the involved time periods makes it
possible to identify the number of days required by Telecom Italia to return a Work Order in KO and the time taken by the alternative
	Operator to reissue the subsequent Work Order.
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• In all graphs, the final activation or rejection of a Work Orders chain refers to the month in which the first request was made to Telecom Italia.
• The period of observation of the data used to calculate the indicators of this study was extended two months past the time limit set for
	June 2010. In fact, the analysis of the data was extended to 31 August 2010 to get a broader view of the phenomena described and to
make possible the normalisation of a larger number of order chains. To be safe, in certain graphs more affected by these phenomena, the
intervals where further changes may occur have been highlighted in grey, and the analysis has been extended to a broader time period.

II.3. Bitstream market
The temporal distribution of Work Orders for the activation of bitstream services is not constant and is influenced
by trends in demand and the strategies put in place by various Companies. The chart below shows the trend of
Work Orders issued in the reference period.

Figure 6 - Work Orders issued during the month

As can be seen from the graph, the number of Work Orders issued shows a sharp decline during the observation
period. The algorithm described in the previous paragraphs has identified the Elementary Requests of individual
customers (Parent WOs), making possible the correlation of all possible Children WOs useful for service activation.
To determine the level of processing inefficiency, the representation of the average number of Work Orders
required to activate a customer’s Elementary Request is shown in the chart below: the higher the number in the
single month, the higher the number of Work Orders issued for each request and therefore the greater overall
inefficiency of the process.
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Figure 7 - Average number of WOs per Elementary Request

The following chart shows the percentage of Elementary Requests composed of only one Work Order.

Figura 8 - Bitstream WOs distribution
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On the basis of what has been stated, the number of Elementary Requests that have led to activation, either
directly with the issue of the parent Work Order or as a result of the reissue of child Work Orders, is represented.

Figure 9 - Elementary Requests fulfilled

It is interesting to compare this information to the volume of Elementary Requests (graphs always show results
according to the date of issue of the Parent Work Order, regardless of when the line is activated). The graph
thus shows the percentage of Elementary Requests that were successful. Each successful activation is counted
in the month in which the first activation request was sent by the Operator. The figure is for the entire market,
including new lines activated on Active Lines and Non-Active Lines.

Analysis of failures of Elementary Requests (Parent-Child WO chains )
In the event that a Parent Work Order is not successful and Child Work Orders are not present, or the line or
service requested is not activated for some other reason, the request remains unfulfilled. To measure how much
each reason for rejection weighs on the delivery process, it is necessary to compare the values represented in
the previous graph with the number of Elementary Requests in the reference month:
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Figure 10 - Percentage breakdown of Elementary Requests in KOs

The graph shows the incidence of different types of reasons for rejection of Elementary Requests, regardless of
the demand volume in different months:
• Elementary Requests rejected for reasons attributable to category type E, i.e. the group caused by second
thoughts or unavailability of the customer, are almost constant with a slight increase of almost one percentage
point during 2010;
• The category of type D, i.e. the group of rejections due to non-availability of the access network, has an almost
constant value in 2009 and a decline in 2010;
• The group of rejections in categories A, B and C has values that are not negligible: part of the failures of
	Elementary Requests can be explained, however, by the need to reissue a Work Order in the case in which
there is an active ADSL service on the line (this is a major cause of category B): in this case the Operator may
re-submit the request to Telecom Italia Wholesale with the label MIG (Migration) and not ATT (Activation).
	The high number of Elementary Requests in KO registered here is thus compensated, albeit with delays and
inefficient use of human resources, by the change in type of the Work Order: this analysis does not take into
account the MIG Work Orders and therefore the actual activation rate must be considered higher than that
shown in the previous paragraph.
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Analysis of reiterated Work Orders
In some cases, an elementary request is reissued by an Operator after it has received a KO from Telecom Italia
Wholesale with a reason for failure in category D or E. This means that:
1. there are no formal or processing errors, and the negative outcome of the request depends on the willingness
or the unavailability of the customer (category E);
2. there are no formal or processing errors, and the negative outcome of the request depends on the need for
network development (category D);
Let us define these reiterated Work Orders.
It is necessary to clarify, that reiteration is the only solution reserved to KOs of type D, as there is currently no
means of giving feedback to the Operator communicating the resolution of critical issues related to the nonavailability of Access Network resources.
Until the New Delivery Process resolves the matters referred to in point 2 through the mechanism of the Single
Queue (as described in Undertakings Group No. 1, approved by AGCom Resolution No. 718/08/CONS), and
contributes to alleviate the problems described in point 1, it is best to understand with what frequency, at
present, alternative Operators reissue Work Orders to Telecom Italia Wholesale that have already received a KO
of type D or E.
The graph shows the magnitude and consequences of reissue, quantifying the reiterated WOs as a percentage
of total elementary requests, distinguishing between reiterated orders that are successful and those which fail
again. It is clear that, because of the long delays involved in reiterating, the success rate is very low.

Figure 11 - Reiterated WOs in relation to Elementary Requests
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Analysis of ALs and NALs
The Work Orders to activate bitstream services can also be considered from the perspective of the type of system
required to activate the service. We shall group the types into two distinct classes:
Non-Active Lines (NAL) that are new lines to be provisioned;
Active Lines (AL) that are copper lines that already exist that will have to change Operators or intended use.
It is obvious that these different types of systems will affect the outcome of Work Orders, mainly due to the fact
that Active Lines do not require the installation of a new copper pair to the customer’s home; this task often
creates problems for Open Access (and thus has higher probability of refusal or unavailability). The impact on
customers is objectively different, as the work both inside and outside the house may encounter obstacles that
prevent the activation of the line. By contrast, activation of a line on an Active Line involves, for the Operator, a
focus on ensuring continuous service to the end user: perfect alignment is required between the termination of
service by Telecom Italia and the activation of the new service by the new Operator. In order to better understand
the phenomenon, we report the percentage of requests on ALs and NALs of total Elementary Requests.

Figure 12 - Percentage Breakdown of AL and NAL Elementary Requests
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Calculation of the average processing time
This analysis wants to divert attention from the mechanism for sending, receiving and processing a Work Order,
to the whole process of response to a Elementary Request, from the time the first order related to it has been
emitted until the activation of service or its final rejection. Based on this approach, the overall response times
are measured which, at present, are not found among the observed KPIs (see report of Undertakings Group No. 3
and 4). In particular, the processing time of the elementary request also includes the period that elapses before
the alternative Operator reissues an order, and therefore is impacted by the operating modes of the various
companies and the difficulties they face when modifying requests initially rejected.

Figure 13 - Elementary Request model and WO chain

The data examined make it possible to derive the average processing time of a Elementary Request; this indicator
is calculated as the difference in time between the date of closure of a Parent-Child WO chain and the date of
submission of the Parent WO. It therefore represents the average duration of an activity whose delivery times are
calculated for all the Work Orders necessary for the conclusion of the activity. The calculation of average times
include of course all Elementary Requests, including those immediately satisfied with no Child WO.
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Figure 14 - Gross average total working days of an Elementary Request

In Fig. 14 processing times of requests resulting in only one Order and those requiring several Orders are shown
separately. The graph shows that overall times, and in particular those of chains composed of several orders,
have significantly decreased during the 18 months of the observation period to half their original value. This
excellent result was due in part to the overall reduction of activation times, particularly in the case of Non-Active
Lines, which in time increase percentage-wise.

Distribution of rejections
The improvement of the quality of service depends on both the reduction in rejections and the reduction in
response times (and this applies both to successful and rejected requests). In particular, as shown in Figure
14, response times are particularly long for chains consisting of multiple Work Orders. For these chains it is
therefore important to measure the time elapsed from when a work order is sent and when, after the KO, the
next order in the chain is sent. This amount of time can be divided between that spent by Telecom Italia to issue
the KO and that spent by the Operator to place the next order. In order to identify the reasons for rejection which
consume the most time in the delivery of bitstream service, for each type of rejection the total number of days
required by Telecom Italia Wholesale to return the WO in KO to the Operator and the number of days required
by the Operator to reissue the next WO of the chain were calculated (the calculation was made only if the chain
of orders was not interrupted). It is thus possible to calculate how much each reason for rejection contributes
to the total time wasted due to Work Orders with a KO status, and to evaluate the priorities of the operations
to be performed in order to improve the overall delivery process. Part of these rejections will be automatically
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eliminated when Operators will adhere to the New Delivery Process; other rejections can be avoided as a result of
further modifications of the process. The conclusions of this study will pay special attention to all issues related
to the reasons for a KO which belong to categories A, B or C, since these will be only marginally affected by the
New Delivery Process.

Figure 15 - Percentage of Importance of reasons for rejection on the total WOs in KOs

If we limit the analysis of rejections only to categories A, B and C, we note that the reasons “ADSL service is
already active with another OLO”, “Pilot number error” and “User or line unknown (non-existent phone number)”
prove the most costly in relative terms (about 17% of the total time and more than half the total time required
by rejections belonging to categories A, B and C). In particular, the reason “ADSL service is already active with
another OLO” occurs when, in the presence of a request for activation of the bitstream service, Telecom Italia
encounters the presence of an active service with another OLO. In this case the Order is rejected and it will then
be reissued as “migration”.
The “Pilot Number” was introduced in the parameters required for the activation of a bitstream service on
Non-Active Lines in case of absence of a reference telephone number, to better evaluate the ability to provide
the service to the customer’s location. The “Pilot Number error” occurs when this number does not allow the
feasibility of the requested service to be evaluated.
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The reason “User or line unknown (non-existent phone number)” is found in cases where the specified number
is not found in the archives of Telecom Italia.
The chart below shows the average processing time of Work Orders, grouped by reasons for rejection in the
manner of the above graph: red shows the average processing time of Telecom Italia and blue the average
processing time of the OLOs. As shown in the figure, the three main reasons for rejection have an average
processing time of between 15 and 20 calendar days.

Figure 16 - Primary Reasons for rejection according to average length in days

II.4. LLU Market
As for bitstream services, Work Orders for standard activation of LLU services, in the period from January 2009
to June 2010, were analysed. Again, the analysis of the OLOs regarded Work Orders issued before the end of
August 2010, in order to better comprehend the trend in activation requests in the final months, and particularly
in June 2010. The chart below shows the time distribution of Work Orders issued during the reference period. It
shows the decrease in Work Orders during the period observed.
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Figure 17 - evolution of issued WOs

It may be noted that during the reporting period, in response to about 1.6 million requests for service activation,
about 2 million Work Orders were generated. On average, therefore, each Elementary Request generated 1.28
Work Orders, showing a lower reissue rate than the bitstream service and thus a greater overall efficiency. The
graph shows the monthly average number of WOs per elementary request, and indicates a slight decrease, but
with an inconstant trend and characterized by peak values in the months of March and April 2010.

Figure 18 - rate of efficiency
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These data can be compared with the chart below that shows the percentage of Elementary Requests composed
of only one Work Order.

Figure 19 - LLU WOs distribution

The next graph shows the number of Elementary Requests that led to activation, either directly with the issue of
the Parent Work Order or as a result of the reissue of Child Work Orders. Approximately 80% of the Elementary
Requests are satisfied: there is no evidence, moreover, of any significant trend in the period, apart from some
seasonal variations.

Figure 20 - rate of activation of Elementary Requests
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Analysis of failures of Elementary Requests (Parent-Child WO chains)
The reasons for the failure to satisfy the requests can be summarised as follows: if, on the average, 20% of the
requests are not satisfied, slightly less than half of these are due to KOs for reasons in categories A + B + C,
about 3% for technical obstacles (category D), while an average of 8% fail for reasons found in category E. The
following graph shows the distribution of elementary request failures, identified by reasons for rejection.

Figure 21 - Distribution of reasons for failed Elementary Requests

In particular, we note the following:
• Categories C and E are the main reasons for rejection. Requests rejected for reason C are nearly constant
over time; it is possible that when a mistaken place name is subsequently corrected, the algorithm used in this
analysis does not correctly identify the link between the mistaken work order and the correct one. This can lead
to an overestimation of the impact of Elementary Requests that are halted with a KO of type C. The reasons of type E,
those associated with the unavailability or the refusal of the end user, registered an upward trend during the first
half of 2009 before declining towards the end of 2009 to around 8%, then increasing again. The first half of 2010
in any case posted an increase of almost one percentage point compared with data from the first half of 2009.
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• The category of type D, composed of reasons for rejection determined by the unavailability of the
access network has the greatest impact on Non-Active Lines and has an almost constant value of
around 3% throughout the observation period, with a slight tendency toward improvement in 2010;
• The reasons of type B, which stood firmly around 3% for most of the observation period, decrease 2 percentage
points in the period from March to May 2010, then register a significant peak of about 6% in June 2010, largely
due to the fact that many parent-child chains had not yet been completed at the end of the time interval analysed.

Analysis of reiterated Work Orders
As for bitstream services, we define reiterated those Work Orders that are reissued by the Operators when
Telecom Italia Wholesale returns a KO to the OLO with reasons for failure from category D or E. The graph shows
the monthly distribution of the number of reiterated WOs compared to the Elementary Requests of the month: the
trend is sinusoidal in time, but there is a tendency towards stabilization of the phenomenon around 8%; 7% of the
WOs are not activated after reiteration. Again, the considerations made about the reiteration of the WOs of the
bitstream service apply: to date, reiteration is the only solution reserved to KOs of type D, as there is currently no
means of giving feedback to the Operator in order to communicate the resolution of critical issues related to the
unavailability of Access Network resources. The implementation of the Single Queue in the New Delivery Process
will help solve this problem and thus lead to a more efficient process.

Figure 22 - Reiterated Work Orders
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Analysis of ALs and NALs
The various elementary requests are grouped into two distinct classes for LLU services as well: Non-Active Lines
(NAL) that are new lines to be provisioned and Active Lines (AL) that are copper lines that already exist and will
have to change Operators or intended use. The following graphs show the monthly distribution of elementary
requests by Active and Non-Active Lines. It is clear that over the last year requests for activation of LLU services
on non-active lines have tended to increase. In June 2010 there was an increase, compared to the minimum
value recorded in April 2009, of almost 18 percentage points.

Figure 23 - Percentage breakdown of Elementary Requests by Active Line and Non-Active Line

For LLU services, the activation rate of Active Lines (i.e. the ratio of activated lines and requests for active lines)
averages 88%.
The activation rate of Non-Active Lines (i.e. the ratio of activated lines and requests for non-active lines) was,
on the average, about 74%, which corresponds to a 26% rate of KO. There was no significant trend, except a
slight decrease in activation rates of Active Lines in the period June 2009 - June 2010, compared with a slightly
increase in activation rates of Non-Active Lines in the same period.
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Figure 24 - Activation rate by type of Elementary Request

Calculation of the average processing time
Based on the dynamics underlying each Elementary Request, it is possible to evaluate the duration of the
provisioning process by considering the issue dates of each customer’s Request and the dates of service
activation or of final rejection. The average time for completion of all requests (calculated on the total length
of each WO chain) have been halved in the 18 months of the observation period, reaching a value of about 13
working days. The trend was influenced mainly by the average time required by requests on Non-Active Lines
(NAL), which in the last quarter fell sharply.
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Figure 25 - LLU average processing time of Elementary Requests

Distribution of rejections
As for bitstream services, processing times for Work Orders were analysed globally for LLU and reasons for
rejection that affected working times more than others were identified. Both the time required by Telecom Italia
to process the orders in KOs and the time required by alternative Operators to reissue the order, after eliminating
the problem constituting the reason for rejection, were evaluated.
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Figure 26 - Weighted percentage of reasons for activation delays

The time spent by Telecom Italia and by the alternative Operators on processing WOs with rejections, was
evaluated for each reason for rejection and expressed as a percentage of the total time spent in the reporting
period on all rejected WOs. For each reason, the average time taken by Telecom Italia and the Operators for the
processing of each WO was also determined. The two graphs show, respectively, the percentages and average
times required by the WOs, divided by reasons with greater impact in terms of time. The reasons of category E
are the main causes of rejection and represent approximately 40% of the total time spent, distributed almost
equally between Telecom Italia and the Operators. Category E represents, during the period, the major reason
for rejection of activation requests. The reasons of type D, and especially the unavailability of network resources
for connection, also constitute large percentages. As mentioned before in relation to bitstream services, both
of these reasons should be handled effectively by the New Delivery Process. It will be necessary, therefore, to
monitor the effectiveness of the modifications to the process in terms of process simplification and reduction
of the time required. As for the categories A, B and C, it can be noted how category C has significant weight,
consistent with the analysis of the reasons for rejection of activation requests. In particular, the top three
reasons - “wrong exchange ID”, “wrong address - street unknown” and “OLO co-located but coordinates of
co-location incorrect” account for more than 17% of the total time and more than 54% of the time spent only on
categories A, B and C. The identification of IT solutions to prevent the onset of the aforementioned causes can
help significantly lower the average time of activation.
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Figure 27 - Average delay in days caused by rejection processing

II.5. Conclusions
It should be specified that, in 2011, a portion of the indicators identified in this study will not be affected directly
by the New Process of Delivery. It is therefore useful to formulate proposals whose aim is to reduce the activation
times of the services requested by the end-user of an alternative Operator. Although the study has evidenced a
general trend towards a decrease in the duration of the provisioning process of all the services analysed, it is
equally true that some issues have emerged which need to be resolved in order to further reduce waiting times
for service activation. To this end, the Supervisory Board hopes that the alternative Operators and Telecom Italia
will work together to identify and share solutions which eliminate the principal reasons for service activation
delays, with particular attention to those falling in the aforementioned categories A, B and C which, in most
cases, although they are not absolute impediments to the activation, often cause long waits for the customer. For
reference purposes, the most frequent reasons for rejection are discussed in the following summary:
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bitstream

Reason for rejection

Total impact
on the process

Impact on categories
A+B+C

ADSL service already active with another OLO

18%

54%

17%

54%

28%

53%

Pilot Number error
User unknown
LLU

Wrong exchange ID
Wrong address - street unknown
Coordinates of co-location incorrect

WLR

Line undergoing commercial processing
Exchange not open for WLR service
Line already assigned in WLR

Table 1 - Table of the main reasons for activation delays

Possible improvements
The analysis of the reasons for the rejection of Work Orders has identified issues related to the current
architecture of information systems used in managing the delivery process: the batch mode of sending requests,
the verification of the correct and complete completion of the fields, mechanisms for returning the Work Orders
that are rejected, do not facilitate the exchange of information between the OLOs and Telecom Italia. In theory, the
best solution would be to eliminate the errors found in Work Orders in the very moment the WO is being created:
this solution is however difficult to implement, given the adjustments to be made to the CRMs of the alternative
Operators and the developments required to make information available to Telecom Italia for the implementation
of controls. A gradual intermediate solution and, at the same time, one capable of producing tangible benefits
immediately, could be the provision of centralized verification services by Telecom Italia used by the OLOs to verify
the accuracy of Work Orders prior to their submission to Telecom Italia Wholesale. In this way, more controls
would be performed on Work Orders and the desired benefits would be obtained immediately, diluting any relevant
investments over time. It would also be possible to identify certain urgent measures, eliminating the reasons
for rejection that have proved more costly for the end customer and for the OLOs during the intermediate stages
of processing the WOs. The alternative Operator, at least at this initial stage, would only need to take care to fill
out the Orders in such a way that they have a higher probability of processing success, thereby helping to reduce
service activation times. Looking ahead, these on-line controls could be incorporated into various CRMs, in order
to complete the strategy for improvement.
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II.6. APPENDIX: The margin of error
During the identification of Parent - Children Work Order (WO) chains using the algorithm described in the study,
an error has been found in the method of calculating the similarity between records. Work Orders, in fact, do
not always faithfully reproduce the same information in the various reissues made by the Operators to obtain
activation of the requested service. Given that an order is filled out manually, there are often small mistakes
that can impede a direct comparison between homologous fields of different records: a wrong street number or
a location written without an accent can interrupt a WO sequence, generating an error that must be assessed.
To avoid this, the algorithm uses criteria of similarity which are based on algorithms used in the United States
of America to study internal migration flows. Even in our study, to establish the link between WOs, it is best to
use the criteria of the similarity of fields; specifically an approach has been used based on the distance between
strings, and its effectiveness has already been demonstrated (Jaro et al. 1976 1989 and Ahmed K. Elamagarmid
et al., 2006).1
Such an approach, though able to counterbalance any errors in the completion of orders, nevertheless introduces
through incorrect comparisons a margin of error during sequence evaluation, which depends mostly on the
values assigned to the offset parameters used to measure the similarity of the fields. Clearly, the comparison
of the results with real data can allow a further and final refinement of these techniques. Thanks to the valuable
collaboration of the Operator Tiscali, after performing a statistical analysis of the chains of Elementary Requests
using the results of the algorithm, the statistics were compared to actual data provided by the same Operator,
in order to determine the value of the aforementioned offset parameters and thus the minimum margin of error.
By way of example, the following are the error rates on data provided by Tiscali, in relation to those generated by
the proposed algorithm.
The error rates shown are for bitstream services and LLU services for which the algorithm was precisely fine-tuned
using the data supplied by the Operator Tiscali. In relation to the so-called Parents of the chains of the period,
the algorithm reveals an average error of 3% for both bitstream and LLU services.
That error, moreover, does not reoccur in the detailed analysis of the parents, as is evident in the following tables.

1. Matthew A. Jaro. Unimatch: A record linkage system: User’s manual. Technical report, U.S. Bureau of the Census, Washington, D.C., 1976.
	Matthew A. Jaro. Advances in record-linkage methodology as applied to matching the 1985 census of Tampa, Florida. Journal of the American
Statistical Association, June 1989.
	Ahmed K. Elamagarmid, Panagiotis G. Ipeirotis,and Vassilios S. Verykios: Duplicate Record Detection: A survey. Aug 2006.
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Figure 28 - Detection error of parent-child chains of Bitstream service requests

As for bitstream services, the difference between the percentage of parent Work Orders on active lines identified
by the algorithm and those specified by Tiscali is, on average, equal to 1.2%. The same analysis conducted for
Work Orders on non-active lines, on the other hand, recorded an average error of 0.9%, both were calculated in
reference to absolute monthly values.

Figure 29 - Detection error of parent-child chains of LLU service requests
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The analysis of LLU services shows similar differences and the average errors are, respectively, 1.6% for Active
Lines and 1% for Non-Active Lines. Another error considered was the difference between the activation rate
of requests determined by the algorithm and the rate reported by Tiscali. The figures below show, for each
month, the differences for both services, distinguishing again between the requests for Active Lines (AL) and
Non-Active lines (NAL).

Figure 30 - Activation rate error calculated by the algorithm for the bitstream service

Figure 31 - Activation rate error calculated by the algorithm for LLU services
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The graphs show that:
• The difference between the two evaluations is always very small; on average, the results from the algorithm
are lower by 3 percentage points for the bitstream service and lower by 2 percentage points for the LLU service,
in reference to active lines. Verification of non-active lines produces larger differences, though still limited: 3.4
percentage points less for the bitstream service and 2.5 percentage points less for the LLU service;
• These too have reduced error percentages. For bitstream services the average annual error rate is 3.4% of the
activation rate of Active Lines indicated by Tiscali, and an average annual rate of 4.4% of the activation rate of
	Non-Active Lines, again as indicated by Tiscali.
	For the LLU service the same indicators are respectively 2.2% and 3%.
It is also interesting to note the relationship between the errors generated in the identification of Parent-Child
chains and population rates of Work Orders issued by the OLOs, in particular with regard to the specific fields
used by the algorithm for the analysis of similarity, namely: name and surname of the customer, tax code and
VAT number (used alternatively), address, street number, city or town, telephone number (if applicable) and central
office ID. The population of these attributes is absolutely necessary for the algorithm to be able to produce
a meaningful comparison between the record fields and then determine the similarity. In particular, the error
introduced by the algorithm is directly proportional to the presence of null values in the source (i.e. the fields not
populated by the operators when the order was completed) and meaningless strings (i.e. fields filled with random
values). The following tables show the percentage of semantically correct population for each identification field.
The data are grouped by macro-service (XDSL, LLU and WLR) for all Operators directly involved by the analysis.
With the collaboration of Telecom Italia and complaints by some Operators, it was found that non-requested
information is often placed in the fields (e.g. phone number instead of name); for the purposes of this study this
phenomenon is not particularly significant. The “multi-criteria” approach used by the algorithm is therefore the
only one that produces an acceptable margin of error, by considering the most significant elements in each case.

SYMMETRICAL AND ASYMMETRICAL ATM BITSTREAM
XDSL Services
Totale records

name

surname

vat code

tax code

street

Street
Number

CITY OR
TOWN

central
id

1,855,745

1,579,921

1,742,581

385,718

1,629,181

1,822,736

1,749,453

1,855,729

1,732,152

PERCENTAGE
OF POPULATION

85.14%

93.90%

20.79%

87.79%

98.22%

94.27%

100%

93.34%
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REGULATED SERVICES: LLU and WLR
LLU POTS LINES ON AL
Total

name

surname

vat code

tax code

street

street
number

CITY
OR TOWN

central
ID

1,515,998

1,246,286

1,058,338

217,306

386,403

806,402

1,342,128

1,452,837

814,412

PERCENTAGE
OF POPULATION

82.21%

69.81%

14.33%

25.49%

53.19%

88.53%

95.83%

53.72%

LLU POTS LINES ON NAL
Total

name

surname

vat code

tax code

street

street
number

CITY
OR TOWN

central
ID

1,152,012

455,639

659,016

127,539

817,156

692,786

1,077,127

1,112,140

890,673

POPULATION
PERCENTAGE

39.55%

57.21%

11.07%

70.93%

60.14%

93.50%

96.54%

77.31%

Figure 32 - Percentage of population of fields examined for all Operators

It is important to underline that the percentages of population of the fields found for the Operator Tiscali are
similar to those for all other OLOs. For this reason, and as mentioned earlier, it is perfectly reasonable to deduce
that the average error introduced by the algorithm according to the analysis of the Operator Tiscali, which yielded
percentages of about 2-4%, is equally applicable to all other Operators involved in the analysis, from whom similar
collaboration was not received.
IMPORTANT: This error, resulting from the non-recognition of Children WOs, causes the calculation of the number
of chains to be higher than the original number of chains (by not identifying any WOs as children in a chain, they
will be considered as Parents); as a consequence, by calculating a higher number of chains than actually exist,
the number of chains with a KO will also be higher than it should be.
LIMITATIONS: Some completion errors are not detectable, however, using this algorithm. In particular, errors in the
filling out of addresses may not always be correctable and therefore, in cases of uncertainty, the algorithm interrupts
a WO sequence, attributing the final address and the information/outcomes related to about the progress of the
Work Order to a new parent. For this reason as well, the percentages of KOs (especially those relating to issues
attributable to the customer - the last stage of processing) can record a higher percentage of error.
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Technical annex III

Certification of the Performance indicators
Resolution no. 718/08/CONS of the National Regulatory Authority for Communication, AGCom, which approved
the Undertakings of Telecom Italia, specified some measures intended to make the performance of Open Access
more transparent through the “establishment of a performance monitoring system for SMP services”.
During 2009, Telecom Italia proposed a set of indicators as specified in the Proposal of Undertakings, and
subsequently started a series of meetings with the alternative Operators in order to enhance the system with
additional shared indicators. The aim was to make available a transparent, precise and reliable tool to evaluate
the operational results of Open Access and deal with any difference in the treatment of Telecom Italia Retail
departments and the alternative Operators.
Once the parties defined the set of shared indicators, which describe the trend in the quality of Open Access work
processes in a succinct but meaningful way, it was considered appropriate to offer suitable guarantees to the
market concerning the veracity and reliability of the data and the indicators. With this evidence, the alternative
Operators, and hence the whole market, can have valid information on the quality of the service offered, and a
real assessment of the degree of equality of treatment provided by Open Access in the supply of SMP services.
By virtue of this, and since the reliability of the data collected derives essentially from the confidence that they
are as far as possible error free, and reflect reality, it was considered necessary for Telecom Italia to define and
establish a certification mechanism.
Based on these considerations, the Supervisory Board, with Determination no. 6/2009, asked Telecom Italia to
accept the highest possible number of requests for the establishment of new indicators (which then happened
during the meetings between Telecom Italia and the OLO that ended in July 2009, mentioned above), and to
consider the feasibility of developing a mechanism to certify the indicators, which would mean that the data is
guaranteed.
Telecom Italia took the requests on board, and with reference to the certification activity, started the development
and subsequent establishment of a “data warehouse” containing the basic data needed to calculate the
indicators specified in the Undertakings Group.
In particular, the certification project was developed during 2010 with constant monitoring of the progress of the
work by the Supervisory Board; the results led to the validation of the IT architecture in which the data are stored,
and to the preparation of the tools to check the correctness of the algorithms used to calculate the indicators.
The data will in fact be stored on a protected database (the aforementioned data warehouse), which will
guarantee the non-modifiability of the stored data, providing certification of accesses, and registration of all
activities performed on the database itself. The indicators to be certified were those defined in the “Equality
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of treatment monitoring system” activated from September 2009, which measured the level of quality offered
and the equality of internal and external treatment by Open Access in the supply of SMP services. They mainly
relate to the delivery processes (indicators in class KP1) and the assurance processes (indicators in class
KP2). The monitoring systems in existence for indicator classes KP1 and KP2 are represented in figures 1 and
2 respectively.
The Supervisory Board has also reserved the right to be able to check the correctness of the basic data, and,
thanks to the development of a statistical model, it will be possible to start checking the correctness of the basic
data during 2011, by means of an examination of a statistically significant sample of data.

Figure 1 - KP1 indicator measurement and monitoring system
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Figure 2 - KP2 indicator measurement and monitoring system

During 2010, the activity was characterised by the involvement of the University of Catania, which acted as
certifier of the correctness of the calculation algorithm, and of the correct implementation of the data replication
mechanisms in the data warehouse mentioned above.
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Figure 3 - Replication mechanisms and supplying the data warehouse

Specifically, the activity may be broken down into the following phases:
• establishment of the data warehouse to guarantee the non-modifiability, integrity and traceability of the data;
• establishment of the access control system, which guarantees that the data are not altered or disseminated
improperly. An authorised operator, using the access control system, downloads the monthly data to the data
warehouse, and the data may not be changed or recovered;
• validation of the indicator measurement procedure, by checks of the correct transformation of the requisite
project documents into IT specifications. In this phase, the University of Catania examined the processes
adopted by Telecom Italia to create the monitoring system and verified the existing certifications and the
perfect correspondence between the project requisites and the related executions;
• testing of the data warehouse, in relation to the security requisites and access control. In this phase, the
	Certifying Body carried out a series of tests on the non-modifiability and traceability functionalities, as well
as on the integrity of the database and on access control, to check that they correspond to the requisites in
the project documents;
• definition of a data sampling model to support the verification process. The Certifying Body defined the
statistical model in scale, to enable a significant sample of the data to be identified for tests in the field.
The data warehouse and the consequent certification of the KPI values is scheduled to start operations on the
data for January 2011.
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Technical annex IV

The transparency of information
Since its foundation in April 2009, the Supervisory Board has concentrated its activity on making the guarantees
of transparency of information supplied by Telecom Italia as broad as possible.
It has made many pertinent interventions, in the form of many Resolutions and Recommendations, to make
evident the results of the Company’s actions, and to allow their implications to be fully understood.
In this context, some particularly sensitive issues were dealt with in 2010.
The following chapters describe some of these issues, which the Supervisory Board handled with a view to
contributing to the improvement of the quality and understanding of the actions described in the Annual Plans of
the various Undertakings Groups.

Technical annex IV.1
The equality of treatment indicators and performance development during 2010
Introduction
Undertakings Group no. 4, requires Telecom Italia to ensure that Open Access activity is transparent, developing
and publishing a series of suitable indicators to monitor the trend in delivery and assurance processes, as well
as the availability of the services and network systems available to OLOs.
Some additional indicators were issued in June, to monitor the New Delivery Process (NDP): percentage of Single
Queue (Coda Unica) Work Orders (WO) resolved, Time spent in Single Queue, percentage of WOs in network KO.
The values of the indicators have not yet been published because so far they are not significant due to the small
number of Orders processed.

KPI 1 - POTS Lines Delivery
Data on POTS line installation activities/delivery confirm that OLO customers benefited from a higher quality level
than Telecom Italia Retail customers until October, and then equalised towards the end of the year.
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Figure 1 - Percentage of on-time appointments - progressive data

The chart, based as the others upon the data provided by Telecom Italia, shows how nearly all POTS lines
delivered to OLO customers were installed on the agreed date. It this context, however, the existing process
differences must be considered. They will be overcome once these Work Orders will be processed using the New
Delivery Process. Specifically, for OLO customers Open Access receives a so-called “Expected Delivery Date”,
within which the line must be activated, while in the case of Telecom Italia customers, Open Access receives an
actual appointment date.
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The percentage of lines activated by Open Access within 20 calendar days is constantly and clearly higher for
OLO customers.

Figure 2 - Percentage of lines activated within 20 calendar days - progressive data

In January this indicator fell slightly, recovering promptly in February and March (it should be recalled that the
indicator is progressive, so the actual monthly value is higher). The progressive values recorded in March were
substantially consolidated in the April-September period, with a slight increase that was more marked for Retail
customers. At the end of the year the percentage difference between the Retail and OLO customers was around 2%.
The reduction in line installation times achieved by Open Access was confirmed: the average time taken fell
appreciably in the January-March period, while maintaining the two calendar day advantage for OLO customers.
In the second half of the year, the values stabilised around those recorded in May, for Retail customers, while
there was a slight increase in average times for OLO customers - with a reduction in the difference between the
two types of customers which at 31 December was 1.3 days less for OLO customers.
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Figure 3 - Average working time in calendar days - progressive data

KPI 1 - Broadband Lines Delivery
With reference to broadband delivery (Alice offers for Telecom Italia customers and asymmetric bitstream offers
for OLO customers), the percentage of lines activated without a visit by a field technician to the customer’s
premises increased slightly (the reference time is 10 calendar days).
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Figure 4 - Percentage of lines activated within 10 days without a field technician visit – progressive data

The difference in the percentages is reducing, indicating an increasing focus on equality of treatment. However,
the percentages for the OLO customers remain slightly higher (+0.3% in December).
The indicator for the percentage of lines activated within 20 days without a field technician visit to the premises
of the final customer has been made available since January.

Figure 5 - Percentage of lines activated within 20 days with a field technician visit - progressive data
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The percentage of lines activated within 20 days with a field technician visit was slightly higher for Retail
customers than for OLO customers in the second part of the year. In December, the Retail customer percentage
was 1.5% higher. The progressive figures for the percentage of lines activated within 30 calendar days with a field
technician visit were also close (OLO 0.3% higher than Retail in December).

Figure 6 - Percentage of lines activated within 30 days with a field technician visit - progressive data

The average Open Access activation times for “Alice” ADSL and asymmetric bitstream services were also constant.
Specifically, the values of these indicators for OLO customers and Retail customers are strongly influenced by the
different processes implemented; however, it can be seen how they clearly converge in the period from March
to December (difference: 0.7 calendar days in December). It should also be noted that technician visit requests
clearly predominate among the OLO Work Orders, and this results in longer average times.
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Figure 7 - Average Open Access working time - progressive data

So far as symmetric bitstream and business S/HDSL connections are concerned, after a period (February to
June) of total equality of treatment in terms of average equipment installation/delivery times, the situation
became more favourable for Retail customers in the second half of the year, albeit with less of a difference (2.2
calendar days) than in January.

average working time in cal. days - OLO
average working time in cal. days - Retail
Figure 8 - Average Business connection working time - progressive data
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KPI 2 - POTS Lines Assurance
The indicators for the assurance process show that there is a difference in treatment, with average repair times
for Telecom Italia Retail lines that are consistently higher than the times for equipment/lines used by OLO
customers. It should be stressed that the average repair times for both types of customer decreased constantly
over time (by 3 working hours over the course of the year), although the 1.6 working hour advantage of the OLO
customers was maintained.
To homogenise the data and thus allow comparisons to be made, all fault reports resolved directly in the initial
phase at the call centre (“187” and “191” for Telecom Italia or the corresponding numbers for OLO technical
assistance centres) were excluded.

Figure 9 - Average repair times for POTS line plants expressed in working hours - progressive data

As regards the percentage of faults repaired within two working days of the report, OLO customers benefited
from percentages that are almost 5 points higher throughout the entire survey period. This is due to contractual
differences affecting the commercial relations between the National Wholesale Services department and OLOs
on the one hand, and the commercial relations of the Retail departments on the other. This indicator tended to
improve over time for both types of customer (an improvement of approximately 4% over the year).
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Figure 10 - Percentage of faults resolved within two working days of the report - progressive data

A new indicator for the percentage of faults recurring within 30 days was introduced from April. In this case too,
the situation of the OLO customers was better (difference -3.3%), although the values themselves decreased
constantly over the observation period for both types of customer.

Figure 11 - Percentage of POTS faults recurring within 30 days - progressive data
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KPI 2 - Broadband Lines Assurance
This process too is characterized by a substantial difference in treatment to the advantage of OLO customers.
The indicators in fact show that Open Access dealt with faults reported by OLO customers more rapidly than
those reported by Telecom Italia customers.

Figure 12 - Average broadband ADSL repair times in hours - progressive data

The faster broadband fault repair time recorded for OLO customers is mainly attributable to the different ways
customers are managed, specified in the various “Service Level Agreements” that Telecom Italia is required to
comply with in dealing with its OLO customers. The respective positions were temporarily inverted for the first
time in January 2010, recovering in February. There was a considerable fall in the 2010 values for Telecom Italia
Retail customers, who enjoyed the same treatment as OLO customers in the early part of the year. In December,
the average repair time for OLO customers was almost 2 hours less than the time recorded for Retail customers.
These differences to the advantage of the OLO customers persisted in the indicator for the percentage of
faults repaired within two working days, although this still saw a notable improvement in the Retail values from
February onwards. This improvement trend stabilised in subsequent months and led to a notable reduction in the
difference between Retail and OLO customers, to around 2.5% in December.
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Figure 13 - Percentage of ADSL faults repaired within 2 working days – progressive data

A new indicator for the percentage of ADSL faults recurring within 30 days was introduced from April. In this
case the positions were inverted from June, when the situation of the OLO customers improved (-2.7% difference
recorded in August) while there was an increase of approximately 2% over the May figure for the Retail customers.
There was a further inversion in September, due to an appreciable increase in the number of faults recurring
within 30 days reported by OLO customers (4.3% higher than in August). In December, the Retail customer
percentage was 1.1% higher.
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Figure 14 - Percentage of ADSL faults recurring within 30 days - progressive data

So far as symmetric bitstream and S/HDSL connections are concerned, it may be observed that Open Access
treat its OLO customers uniformly (average repair time around 4.5 hours), while the same indicator for Retail
customers fell from January to April, to stabilise at around 5.5 hours in the period from May to December.

Figure 15 - Average symmetric bitstream/SHDSL broadband repair times in hours - progressive data
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The percentage broadband fault values for symmetric bitstream and S/HDSL connections repaired within two
working days are again better for OLO customers than for Retail customers (the difference is approximately 2%).

Figura 16 - Percentage of symmetric bitstream/SHDSL faults repaired within 2 working days - progressive data

A new indicator for the percentage of faults on symmetric bitstream S/HDSL recurring within 30 days was
introduced from April. The values for both types of customers increased from May, with slightly better figures for
Retail customers (-1.6%) until August. There was an inversion in September, due to a fall in the number of faults
recurring within 30 days reported by OLO customers and a slight increase in this indicator for Retail customers.
In December, the OLO customer percentage was 0.9% higher.
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Figure 17 - Percentage of symmetric bitstream S/HDSL faults recurring within 30 days - progressive data

KPI 3 - Availability of services
This group of KPIs shows service availability over time and is calculated from the ratio of the actual time a service
is in operation to the theoretical time within which it should have been in operation.
The indicators are constructed as follows:

Theoretical Time
Percentage availability =

*100
Actual Time

where:
the Theoretical Time is the observation time multiplied by the average active customer base for that period;
the Actual Time is the theoretical time minus the average malfunction time for the users who reported a
malfunction.
The charts reveal that the Open Access values for both categories of customer are substantially balanced.
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Figure 18 - POTS Lines service availability - monthly data

The trend is the same for ADSL connections, with no significant differences between the availability of the “Alice”
service and the asymmetric bitstream services.

Figure 19 - Availability of ADSL services - monthly data
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So far as S/HDSL connections for Telecom Italia customers are concerned, only the data from April onwards have
been released. The trend in the availability of symmetric bitstream connections is shown in the chart below, and
shows no significant differences in the treatment of the two types of customer. In particular, the values reported
were almost identical from July onwards.

Figure 20 - Availability of symmetric bitstream services - monthly data

KPI 4 - Unavailability of Wholesale Systems
This indicator reports, in percentage terms, the time within which the information technology systems supporting
the assurance and delivery processes are not available. Data are aggregated for each service so as to show any
influences on the related process indicators. Indicators are created based on the following formula:
Theoretical Time
Percentage non availability =

*100
Actual Time

where:
the Actual Time is the time during which service support systems are actually available (theoretical time malfunction intervals);
the Theoretical Time is the interval of time during which the system should be available (agreed working timetable).
The results take into account optimised systems architecture, so that the failure of a system does not necessarily
lead to interruptions of assurance or delivery activities.
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Figure 21 - Percentage of unavailability of IT systems to manage Assurance activities for POTS Lines services - monthly data

Figure 22 - Percentage of unavailability of IT systems to manage Assurance activities for Broadband services - monthly data
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So far as IT systems to manage assurance activities are concerned, it should be noted that the percentage of
unavailability was constantly under 0.03% for all systems, apart from those for ULL systems, which oscillated
more, although under 0.03% at the end of the year.
Excepting the month of July, the percentage of unavailability for delivery systems constantly remained under 0.4%
for all systems.

Figure 23 - Percentage of unavailability of IT systems to manage Delivery activities for POTS/voice services - monthly data
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Figure 24 - Percentage of unavailability of IT systems to manage Delivery activities for Broadband services - monthly data

The indicator for the availability of IT system shows how the percentages were close to 100% for all systems in
most months of observation.

Figure 25 - Percentage of availability of IT systems to manage Delivery interface services - monthly data
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Technical annex IV.2
Bitstream services and access saturation

IV.2.1. Interventions for upgrading the capacity of the local transmission network for Bitstream services
The 2 Mbit/s symmetric access circuits of the bitstream service (formerly Permanent Virtual Circuits - PVC)
are created with transmission equipment using SHDSL technology integrated into the DSLAMs or, where this
technology is not available at the urban exchange to which the customer is connected, with SHDSL systems on
stand-alone transmission equipment using 2 Mbit/s extensions on a transport network (PDH or SDH) up to a
POP where an FRAR (Frame Relay Access Remotizer) device is installed with the function of adaptation to the
SHDSL port of the DSLAM. As the network is getting more and more busy, some exchanges among those open
to the service (generally peripheral exchanges) may no longer have resources available in the transport network;
when this condition occurs, the site is declared “saturated” and the bitstream service is no longer available for
new requests.
The desaturation process therefore consists in making available once more a sufficient number (at least two) of
transmission flows between these “saturated” sites and the relative FRA nodes.
The plant interventions necessary on the “saturated” transport network may consist of:

•
•
•
•

expansion of 2Mb/s systems on copper transport cables;
installation of new line systems on existing fibre optic cables;
installation of a new Radio Link (preferably where there are radio infrastructures already in place);
laying fibre optic cables with the corresponding installation of line systems.

As regards xDSL bitstream services delivered by DSLAM, problems of slowness in access and use of the services
are essentially due to saturation of the backhauling transmission capacity, which does not allow customers full
use of the expected bandwidth. This critical condition can be resolved by expanding the backhauling capacity or
installing a new DSLAM alongside the first and then migrating the customers or the child DSLAMs connected
to it. The expansion of the transmission capacity is usually achieved in the case of DSLAMs with backhauling
at 34 Mbit/s; in these cases, the intervention consists of providing the DSLAM with a transmission flow at
155 Mbit/s. However, in the event that the DSLAM is already connected to the network with backhauling at
155Mbit/s, installing the new DSLAM alongside the existing becomes the only practicable solution. Since
numerous suppliers have already declared the end of production of ATM DSLAMs, it is preferable to make the
installation with a DSLAM using Ethernet technology. In the last few months of 2009, the considerable increase
in reports of failures caused by slow navigation due to unforeseen growth in peak traffic forced Telecom Italia
to intervene drastically in March 2010 by closing about 500 exchanges to the activation of new customers, in
order to guarantee already active customers a suitable level of service quality. This intervention provoked a
reaction from certain OLOs who, with Complaint no. S01/10 of 1 April 2010, requested the intervention of the
Supervisory Board which started a specific proceeding in response (see Chapter 4 “Complaints and Reports”).
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IV.2.2. Implementation of the Technical Plans for upgrading the capacity of the network for Bitstream services

Symmetric Bitstream services
The 2010 Annual Technical Plan for the Quality of the Fixed Access Network predicted a total of 100 desaturation
interventions for symmetric bitstream services. Figure 1 shows the breakdown of interventions by territorial area,
while figure 2 represents the time breakdown by quarters. The same illustrations show in yellow the interventions
actually carried out during the year.
Comparison of the year-end data for 31 December 2010 with the data recorded for 31 December 2009 shows
that the percentage of exchanges saturated for symmetric bitstream services moved from 19.8% to 17.5%, while
the percentage of customers connected to saturated exchanges fell from 3.4% to 2.89%.

Figure 1 - Territorial breakdown of desaturation interventions for symmetric bitstream services
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Figure 2 - Time breakdown of desaturation interventions for symmetric bitstream services

Asymmetric Bitstream services
The 2010 Annual Technical Plan for the Quality of the Fixed Access Network, in its original version, forecast for
asymmetric bitstream services a total of 381 desaturation interventions. Following the above-mentioned closure
of 500 exchanges due to saturation of the “backhauling” capacity and also at the request of the Supervisory
Board, Telecom Italia revised the figures in its action plan sharply upwards. In the latest version of September
2010, the total of interventions specified for the year rose to 1,887, an increase of 395%. Figure 3 shows the
breakdown of interventions by territorial area, while figure 4 represents the time breakdown by quarters. The same
illustrations show in yellow the interventions actually carried out during the year; the data from the original plan is
shown in blue. Comparison of the year-end data for 31 December 2010 with the data recorded for 31 December
2009 shows that the percentage of exchanges saturated for asymmetric bitstream services moved from 3.4% to
5.2%, while the percentage of customers connected to saturated exchanges showed a slight increase, from 2.2%
to 2.5%, which is, however, lower than the value predicted by the technical plans (-1.7%). The detailed comparison
between the two situations at 31 December 2009 and at 31 December 2010 is shown in the table below, which
also shows the figures that were quoted at 31/12/2010 in Telecom Italia’s Technical Plans.
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Actual at 31/12/2009

ULL Plans
FONIAForecast
SU LNA at 31/12/2010

Actual at 31/12/2010

Exchanges
with service
open
(active+
saturated)

Saturated
exchanges

% customers
connected to
saturated
exchanges

Exchanges
with service
open
(active+
saturated)

Saturated
exchanges

% customers
connected to
saturated
exchanges

Exchanges
with service
open
(active+
saturated)

Saturated
exchanges

% customers
connected to
saturated
exchanges

Total

11,762

405

2.2%

11,978

1,062

4.2%

13,107

688

2.5%

miniDSLAMs

2,367

283

0.7%

2,376

850

2.2%

2,360

523

1.1%

7 & 20 Mbit/
DSLAMs

9,395

122

1.5%

9,602

212

2.0%

10,747

165

1.4%

Note that the increase in the number of saturated exchanges is almost entirely attributable to the use of
miniDSLAMs (around 85% of the increase). In the majority of cases, miniDSLAMs serve areas with a low customer
density, and for this reason the expansion work is particularly onerous in economic terms compared with the
benefits obtained. The small number of saturated exchanges served by 7 and 20 Mbit/s DSLAMs, although
up by 35% on the figure for 2009, gives an idea of the significant commitment by Telecom Italia to bringing
the phenomenon back to pre-2010 levels. Another important aspect worth noting is that the total number of
saturated exchanges at 31 December 2010 is decidedly lower (-35%) than the value forecast in the 2010
Technical Plan for the Quality of the Fixed Access Network (1.062), just as the number of saturated exchanges
served by 7 and 20 Mbit/s DSLAMs is decidedly lower than predicted (-22%). The number of desaturation
interventions performed in 2010 is in line with what was scheduled. It should however be emphasised that, in
spite of the greater investments made by Telecom Italia, entailing improvements in some significant indicators,
we see a slight deterioration in the percentage of customers connected to saturated exchanges.
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Figure 3 - Territorial breakdown of desaturation interventions for asymmetric bitstream services
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Figure 4 - Time breakdown of desaturation interventions for asymmetric bitstream services

IV.2.3. “Saturation pre-alarm” warning system
Following the recommendations made by the Supervisory Board in Determination no. 16/2010 (closing the
proceedings relating to Complaint no. S01/10), Telecom Italia set up a pre-alarm warning system for highlighting
to OLOs, and to Telecom Italia Retail, exchanges where there exists a risk of closure to new users due to
saturation of the ADSL resources (in terms both of DSLAM ports and backhauling bandwidth). The pre-alarm
warning system, called “amber traffic lights”, described in the section reserved for the notes on the Excel file sent
to the alternative operators, and on the Telecom Italia portal www.wholesale-telecomitalia.it, indicates that the
exchange associated with the warning signal could become “saturated” (in the absence of preventive measures),
within a period of three months. The estimate of possible saturation takes account of the trend in the rate of
occupation of resources measured in the last few months.
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IV.2.4. Results of monitoring
Telecom Italia introduced the above-mentioned warning system starting from 2 July 2010, consistently with the
undertakings made in the course of the hearing in front of the Supervisory Board on 10 June 2010. In order to
keep a check on the implementation of the measures identified by Telecom Italia in response to Determination
no. 16/2010, the Supervisory Office set up an internal database for monitoring desaturation interventions on
ADSL exchanges and the pre-warning system.
This database allows the Supervisory Board to carry out checks on the consistency of the declarations made
by Telecom Italia in the quarterly plans and to evaluate the efficacy and transparency of the pre-warning system
itself. It also makes it possible to check the correspondence between what is laid down in the plans and the
actual requirements in terms of desaturation interventions. The database is updated once a week using data
taken directly from Telecom Italia’s Wholesale portal.
The graph below, which is drawn on the basis of data extracted according to the procedures indicated above,
considers ATM exchanges for 7 Mbit/s asymmetric bitstream services and shows the trend over time in the
number of saturated exchanges (red line) and the number of exchanges showing amber traffic lights (yellow line),
in the observation period between 6 July and 31 December 2010.

Figure 5 - Trend over time of saturated exchanges and exchanges showing “amber traffic lights”
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Granted that the observation period could be strongly influenced by the season (summer) and therefore by a
reduction in data traffic, we note that the number of exchanges showing amber lights registered a sharp increase
in the second half of September and then resumed a downward trend in the early part of October until it reached
the value of 368 exchanges recorded on 31 December last year, an increase of about 16% compared with the
figure recorded on 6 July last year. This phenomenon is attributable to the fact that in the second ten days in
September, Telecom Italia added geometric saturation to the criteria for bandwidth saturation (i.e. connected with
the availability of ports on the DSLAMs), causing an increase of about 100 devices in amber traffic light status.
The number of saturated exchanges, however, underwent a marked reduction in the period between 6 July
and 13 September, and then settled and remained almost constant at around 190 until 2 November 2010. It
subsequently reached 165 units on 31 December 2010, a reduction of 42% compared with the value recorded at
the beginning of the survey period (6 July 2010). It is interesting to observe the dynamic of the changes in status
of the exchanges, starting from the pre-warning state (Fig. 6 and Fig.7).

Figure 6 - Dynamics of the variations in entry and leaving pre-warning saturation status (amber traffic lights) in the period 6 Jul. - 31 Dec. 2010.
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Figure 7 - Dynamics of the variations in entry and leaving saturation status (“red traffic light”) in the period 6 Jul. - 31 Dec. 2010.

Note, in fact, that in the observation period (about 6 months), 240 new exchanges entered amber light status,
while 189 left it. Of these, 79 benefited from an intervention to expand them and returned to green traffic light
status, while 110 became saturated. If we compare the data with those shown in figure 7, it is evident that of
the 117 exchanges which were declared saturated in the period under examination, 110 come from amber light
status, with good detection effectiveness, and only 7 exchanges passed directly into saturation status without
going through pre-warning status. The average time for which exchanges tend to stay in the pre-warning status,
defined as the ratio between the number of exchanges in amber light status and the average monthly number of
exchanges which have left amber light status, was about 9 months at 31 December 2010, a sharp reduction (-3
months) compared with what was found at 30 July.
As regards the monitoring of the interventions to desaturate the exchanges, we find that the trend shown is in
line with what was forecast by Telecom Italia for the end of 2010. In fact, at 31 December there was a final total
of 165 saturated exchanges served by 7 Mbit/s ATM DSLAMs compared with 212 forecast by the schedule, a
reduction of about 22%.
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IV.2.5. Analysis of the consistency between the information given on Telecom Italia’s Wholesale Portal and the
quarterly plans required by Undertakings Group no. 5.
On 11 August 2010 an apparent discrepancy was found between the list of exchanges whose desaturation
was specified for the third quarter, as per the information on the Wholesale portal, and the list of desaturation
interventions reported in the document: “Quarterly programme for the Quality of the Fixed Access Network – 3rd
quarter – release 2, July 2010 edition”. In particular, certain exchanges whose desaturation was specified for
the third quarter of 2010 on the Wholesale portal did not figure in the list given in the quarterly plan referred to
above. The Supervisory Office carried out a detailed comparative analysis, from which it emerged that of the 161
exchanges indicated on the Wholesale portal, 99 had no counterpart in the quarterly plan document.
The list of the 99 exchanges was sent to Telecom Italia for a specific response and in order to obtain clarification
of the reasons for the apparent inconsistency between the two sources of information. Telecom Italia stated that
the information given by the two sources was not comparable, for the following reasons:
a) the Wholesale portal gives the list of the exchange areas closed to marketing which will be reopened following
desaturation interventions on the DSLAMs, while the planning document gives the list of the interventions to
desaturate the DSLAMs; since very often an exchange is served by more than one DSLAM, there can be cases where
an intervention to desaturate a DSLAM is performed for preventive reasons in an exchange which is not yet saturated
(because there are other DSLAMs not yet saturated). As a result, this intervention will not be shown on the
	Wholesale portal;
b) depending on the network configuration, it is possible to distinguish two types of DSLAM (see figure 8):
1- “Parent” DSLAM: DSLAM device terminating directly at an IP or ATM data network node;
2- ”Child” DSLAM: DSLAM device terminating at the IP or ATM network node, but mediated through another
		DSLAM.

Figure 8 - Network architecture
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The closure due to bandwidth saturation of the Exchange Area where the “parent” DSLAM is located also implies
“by induction” the closure of the remote Exchanges where the non-colocated “child” DSLAMs are sited. In this
event, on the Wholesale Portal several exchange areas (“parents” and “children”) will be subject to desaturation,
while in the programme of Undertakings Group no. 5, only the intervention on the exchange area where the
“parent” DSLAM resides will be recorded.
Having taken note of the explanations provided by Telecom Italia, the Supervisory Board thought it opportune, in
the interests of providing the alternative Operators with an increasing degree of transparency in the information it
supplies and thus avoiding any further misunderstandings, to require Telecom Italia to amend the documentation
relating to the Quarterly Programmes for the Quality of the Fixed Access Network by inserting the complete list
of saturated exchanges which, benefiting from the desaturation interventions, can be reopened to marketing
bitstream services in the course of the relevant quarter.

Technical annex IV.3
The development of the Access Network

IV.3.1. Introduction
The Technical Plans for the Development of the Fixed Access Network for 2010 were drawn up in such a way as
to ensure continuity with the strategic lines outlined in 2009; in concrete terms, they concerned:
• the development of the copper network;
• the development of the broadband network
• the development of the next generation network.
Undertakings Group No. 6 specifies that Telecom Italia should make public its “Technical Plans for the Development
of the Fixed Access Network”, through the periodical publication of a series of long-term scheduling documents
called “Multi-annual Plans” and medium-term documents referring to the quarters of the year in progress.
Each quarter, Telecom Italia publishes progress reports on what has actually been achieved compared with the
forecast in the planning document, together with the forecast development plans for the following quarter. The
Supervisory Board monitors that the actual results are in line with these plans, and verifies the soundness of the
plans for the following quarter.
In the event that medium to long-term interventions are rescheduled, Telecom Italia informs the Supervisory
Board about the changes made, and publishes updates.
The Supervisory Board records how the multi-annual plans are influenced by various factors extraneous to the
telecommunications market, and are inevitably conditioned by continuously changing social, economic and
political indicators.
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On the complaint of several alternative Operators, the Supervisory Board intervened, with Resolution no.
13/2010 of 7 July 2010, to call on Telecom Italia to make some amendments to the documentation required
by Undertakings Group no. 6 for the development of the NGA network, in order to improve the clarity of the
information that it contains. Telecom Italia responded to the recommendations of the Supervisory Board in
July, amending the reports on the development of the Next Generation Access Network. In particular, detailed
information was added to the quarterly plans at exchange area level, regarding the potentially reachable property
units and the property units connected in the quarter, distinguishing between property units “passed” with the
primary and property units “passed” with the secondary network.
The paragraphs that follow contain the description of the way the development plans are made up, distinguishing
the respective technological fields according to the three directive indicated above.

IV.3.2. The development of the copper network
In order to define the criteria for planning the development of the traditional access network in copper, we need
to distinguish two profoundly different line situations:

• Localities with an access network already created and in use, but saturated; in this case, depending on the

•

way demand develops, this may result in a line crisis which, if not resolved in time, risks impeding the delivery
of services compliant with predetermined SLAs. It is for this reason that the planning of the development of
this part of the access network is considered as a commitment for ensuring service quality, and dealt with in
these circumstances with a dedicated plan (see project on service denials, Technical Annex V).
Localities without an access network; new building developments in previously uninhabited areas, made up
for the most part of newly-allocated building plots, fall into this category. As regards the considerable number
of individual interventions connected with this situation, it has been decided to monitor development plans
with a specifically-designed project (“Lotting Plan” Project).

The procedures for planning the network for the new lotting developments have some similarities with development
recorded in cases of a saturated network, but at the same time various devices are needed to ensure network
availability once the new property units are actually occupied. Mechanisms for volume planning over a period of
time are therefore required that allow for significant variations based on external factors, such as the speed of
completion of the housing units, the time taken to actually occupy these units etc.
Since the completion of the laying of the access network intended to serve a lotting development is dependent on
the actual completion of the buildings, it follows that it is not possible to know in advance the date of completion
of these technical operations.
The development plans are usually spread over several years, with obvious uncertainties due to external factors
such as fluctuations in the real estate market and macroeconomic considerations.
The multi-annual plan for the period from 2010 to 2012 forecasts an estimated 327,000 Housing Units (HUs) to
be wired according to the following schedule:
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No of HUs forecast

Increase 2010

Increase 2011

Increase 2012

Total increase
2010-2012

109,000

109,000

109,000

327,000

Figure 1 shows the progressive time breakdown, by quarters, both of the Housing Units to be connected as
forecast in the programme, and of Housing Units actually connected from the beginning of the year, at the end
of the various quarters of 2010. Note that the delay in making the connections that occurred in the first two
quarters of the year has been rectified in the third quarter. It was attributable in large part to failure by the
builders to complete the Housing Units, and delays in preparing the infrastructure for laying the cables. The
actual total at 31 December 2010 shows, at national level, a larger number of Housing Units connected than was
forecast in the relative annual plan (+11%).

Figure 1 - Time breakdown of the HUs connected (in thousands)
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The table below shows the breakdown of Housing Units to be connected by AOA territorial area, according to the
forecasts in the annual plan, and the breakdown of the connections actually made during 2010.

AOA Territory

HUs forecast in the plan

HUs actually connected in 2010

NORTH-WEST

29,453

36,886

NORTH-EAST

37,426

33,970

CENTRAL

23,855

27,600

SOUTH

18,284

22,910

ITALY

109,000

121,366

Table 1 - Breakdown of HUs connected by territorial area

IV.3.3. Development of the broadband network
The 2010 development plan for the broadband network (which initially specified 216 new active exchanges and
195 new municipalities covered by 7 Mbit/s services, and 100 new active exchanges and 124 new municipalities
covered by 20 Mbit/s services) was reviewed in September and the interventions were mostly rescheduled for
the fourth quarter of the year, with a considerable increase in the number of municipalities and exchange areas
to be covered in the year by 20 Mbit/s services. In particular, for 7 Mbit/s services, the plan in the final version
envisaged covering 150 municipalities with 216 active exchanges, and for 20 Mbit/s services, it proposed
serving 359 municipalities with 423 new active exchanges. It is important to emphasise that a municipality is
considered covered by the service when its gross coverage is 70% or more.
With reference to 7 Mbit/s broadband services, figure 2 shows the progressive time breakdown by quarters, both
of the number of new exchange areas to be served, and of the number of new exchange areas actually covered
at the end of the various quarters; figure 3 shows the progressive time breakdown by quarters for the new
municipalities covered by the same services. The same figures also highlight the comparison between the time
breakdown in the original plan and the breakdown in the final plan of September 2010.
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Figure 2 - Time breakdown of interventions by number of exchange areas covered by 7 Mbit/s services
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Figure 3 - Time breakdown by number of municipalities covered by 7 Mbit/s services
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Figures 4 and 5, similarly, show the progressive time breakdown by quarters, referring to 20 Mbit/s services.

Figure 4 - Time breakdown of interventions by number of exchange areas covered by 20 Mbit/s services
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Figure 5 - Time breakdown by number of municipalities covered by 20 Mbit/s services
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Tables 2 and 3 below show the breakdown by geographical area, respectively for the 7 Mbit/s and 20 Mbit/s
services. The values refer to the plan version published in September 2010.

AOA Territory

No. of exchanges
forecast in the plan

No. of exchanges
actually covered

No. of municipalities
forecast in the plan

No. of municipalities
actually covered

NORTH-WEST

12

12

11

11

NORTH-EAST

93

83

55

46

CENTRAL

83

65

57

40

SOUTH

28

32

27

29

ITALY

216

192

150

126

Table 2 - Territorial breakdown by services - 7 Mbit/s

AOA Territory

No. of exchanges
forecast in the plan

No. of exchanges
actually covered

No. of municipalities
forecast in the plan

No. of municipalities
actually covered

NORTH-WEST

31

33

48

52

NORTH-EAST

223

202

165

164

CENTRAL

41

37

30

25

SOUTH

128

89

116

86

ITALY

423

361

359

327

Table 3 - Territorial breakdown by services - 20 Mbit/s

From the final recorded data, note that there was a lower number of exchanges covered than planned, both in
relation to 7 Mbit/s services (- 11%) and in relation to 20 Mbit/s services ( - 15%). The shortfall by comparison
with the objectives is also observed in terms of new municipalities covered: -16% for 7 Mbit/s services and
-9% for 20 Mbit/s services. Telecom Italia stated that the shortfall was attributable to delays in the supply of
optical fibre connections by the company Infratel recorded in the last quarter of the year. It should in any case be
highlighted that the results obtained for coverage of the 20 Mbit/s services are well over the targets set in the
first version of the Technical Plan.
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IV.3.4. Development of the Next Generation Network
To develop the Next Generation Access Network (NGAN), deployment of optic fibre to the customer premises is
needed; this is to ensure high bandwidth availability for data transmission, to provide an infrastructure capable
of supporting the development of the next generation of IP services.
On the basis of the technical/economic assessments made in the first phase of development of the NGA Network,
which were limited to the principal metropolitan areas, Telecom Italia chose to use the following architectures:

• FTTH (Fibre To The Home): in this case the optical fibre reaches as far as the end user’s premises;
• FTTB (Fibre To The Building): this architecture, used as an alternative to FTTH where this is difficult to apply,

•

provides for the optical fibre to reach as far as devices located inside or close to the buildings, and for the
last stage to the customers’ property units to be completed using the existing copper network and VDSL2
transmission technology;
FTTP (Fibre To The Premises): this is a network configuration with dedicated fibre as far as the customer’s
premises, used for the mid to upper “business” customer base.

Both architectures, FTTH and FTTB, use Gigabit PON (GPON) technology shared in “point-multipoint” configuration
in order to reduce costs. In general, GPON systems are made up of a line termination (OLT: Optical Line
Termination) located in the exchange and connected to the customer-side network terminations (called ONU/ONT
– Optical Network Unit/Optical Network Terminations), by means of an optical distribution network (ODN – Optical
Distribution Network). The ODN is completely passive and is made up of the optical fibre and the passive optical
splitters which make it possible to connect up to 64 ONU/ONTs (the splitting factor will shortly change from
64 to 128). GPON systems have a line capacity of 2.488 Gbit/s in the direction exchange-customer premises
(downstream) and 1.244 Gbit/s in the direction customer-exchange (upstream). Figure 6 shows the architectural
scheme for the configurations FTTH and FTTB.
FTTP architecture, given the type of customer served, uses the point-point configuration with dedicated fibre and
Gigabit Ethernet type transmission technology.
The development plan for the NGA network makes a distinction between Property Units (P.U.) “passed” with the
primary network and Property Units “passed” with the secondary network, depending on the level of progress
in laying the fibre network. In particular, a Property Unit is said to have been “passed” with the primary network
when the development of optical fibre has affected only the primary section of the distribution, i.e. the portion
of network between the exchange and the primary optical distributor, while it is said to have been “passed” with
the secondary network when the development of the optical network has also affected the secondary section of
the distribution, i.e. the entire portion of network between the exchange and the manhole in front of the building.

2011 Annual Report

167

Figure 6 - Architectural scheme of the NGA NETWORK

The Multi-annual Technical Plan published by Telecom Italia for the development of the NGA Network, in its
initial version (December 2009), forecast a total of 2,500,000 Property Units at the start of 2012 “passed”
with the primary network, including 953,000 Units also “passed” with the secondary network, distributed over
154 exchange areas, in 18 municipalities. In the two following versions of the Plan published by Telecom Italia
in June and September 2010, the forecast was for arriving at 2012 with 1,300,000 Property Units “passed”
with the primary network, including 932,500 Units also “passed” with the secondary network, distributed over
81 exchange areas, in 14 municipalities. The table below shows the time-distribution of the interventions in the
period 2009-2012, according to the latest version of the multi-annual Technical Plan (September 2010 edition).

Technical Annexes

Total 2009

Increase 2010

Increase 2011

Increase 2012

Total 2012

No. of
municipalities

2

4

3

5

14

No. of exchanges
planned

10

25

17

29

81

No. of PUs
“passed” with
primary

199,600

320,000

370,000

410,400

1,300,000

No. of these also
“passed” with
secondary

199,600

187,000

250,200

295,700

932,500

Table 4 - Total numbers and increments in PUs forecast for the period 2009 - 2012

The Technical Plan defined by Telecom Italia for the year 2010, in its initial version (December 2009), forecast
development over 19 exchange areas (10 in the municipality of Milan, 4 in the municipality of Rome and 5
in two or three municipalities to be decided later). In the version of the Technical Plan published in June, the
new exchange areas involved in the works in 2010 had fallen to 17 (10 in the municipality of Milan, 4 in the
municipality of Rome, 2 areas to be identified in the second six month period and one non-metropolitan exchange
area to be decided only at the end of the test). The revision of the programmes for the development of the NGA
network led Telecom Italia to publish in September 2010 a third edition of the “Multi-annual Technical Plan for
the development of the Fixed Access Network”, which forecast development over a further 25 exchange areas,
11 of them in the municipality of Milan, 2 in the municipality of Catania, 2 in the municipality of Turin, 1 in the
municipality of Bari, and one more non-metropolitan exchange area, yet to be identified, solely for the purposes
of technical test.
Figure 7 shows the progressive time breakdown, by quarters, both of the Property Units “passed” with the
secondary network as forecast by the programme, and of the Property Units “passed” with the secondary
network actually connected in the period from the beginning of the year to the end of the various quarters of
2010. The same illustration also highlights the comparison between the time breakdown of the original plan of
December 2009 and the definitive plan shown in the version of September 2010.
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Figure 7 - Time breakdown of the PUs “passed” with the secondary network (in thousands)
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The table below summarises the increase forecast for 2010 in terms of number of municipalities, exchange
areas, Property Units passed, and the comparison with what was actually achieved as at 31 December 2010.

Total 2009

Increase 2010
forecast

Increase 2010
Actual at 31
Dec. 2010

Total forecast
for 31 Dec. 2010

Actual total
at 31 Dec. 2010

No. of
municipalities

2

4

3

6

5

No. of exchanges
planned

10

25

22

35

32

No. of PUs
“passed” with
primary

199,600

320,000

320,383

519,600

519,983

No. of PUs also
“passed” with
secondary

199,600

187,000

187,039

386,600

386,639

Table 5 - Summary of interventions 2010

Table 6 shows the breakdown of the Property Units by intervention area.

Increase in PUs “passed”
with primary
Forecast

Increase in PUs “passed”
with primary Actual
at 31 Dec. 2010

Increase in PUs “passed”
with secondary
Forecast

Increase in PUs “passed”
with secondary
Actual at 31 Dec. 2010

MILAN

156,520

181,290

139,000

126,403

ROME

125,540

100,047

46,500

47,816

CATANIA

32,240

38,796

1,500

12,820

TURIN

2,000

250

0

0

BARI

1,000

0

0

0

L’AQUILA

0

0

0

0

Exchange areas
for technical
experimentation

2,700

0

0

0

Total

320,000

320,383

187,000

187,039

Municipality

Table 6 - Breakdown of PUs “passed” by intervention area
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The results of the work carried out in 2010 show a correspondence with the objectives fixed at national level
in terms both of property units “passed” with the primary network and of property units “passed” with the
secondary network. As regards the geographical breakdown of the interventions carried out, some differences
should be noted compared with the annual programme. These consist essentially in the failure to start network
developments in Bari, and in a considerable downsizing of the number of property units “passed” with the primary
network in the Turin area, compensated for by a marked increase in the same property units in the Catania area.

Technical annex V
The quality of the Access Network

V.1. Introduction
The qualitative targets which Telecom Italia seeks to pursue with the drafting of the Technical Plans for the
Quality of the Fixed Access Network can substantially be summarised under two headings:

• ensuring the ready availability of the network, where commercial demand from Retail and/or Wholesale
customers expands, and removing the temporary causes of saturation of the network;

• ensuring continuity of service for already active customers by removing the causes of higher failure rates, by
intervening on the most critical parts of the network and sometimes taking preventive action.
In order to achieve these targets, a number of action plans were initiated for 2010 which concerned both
delivery processes and assurance processes. In particular, as regards assurance processes, the projects which
were set up to ensure continuity of service concerned the resolution of recurring critical situations on individual
access lines (Project “On-Going”), and preventive maintenance actions on the main network elements, with
particular reference to switching-cabinets and poles. In connection with delivery processes, two plans were
developed: a plan for interventions to desaturate the fixed access network, which involved reducing the number
of service requests which were unfulfilled because of a lack of available copper pairs in the access network
(so-called ‘network denials’); and a plan for upgrading the capacity of the local transmission network, aimed at
reducing the number of exchanges closed to the marketing of bitstream services because of the saturation of
the “backhauling” bandwidth (for an in-depth treatment of this last topic, see Technical Annex IV.2: bitstream
services and access saturation).

Technical Annexes

V.2. Assurance Process

“On-Going” maintenance project
This project focuses on repeated failures of the access lines of individual customers who have requested a
technical intervention. Its objective is to definitively fix critical network elements, or to carry out rectification
operations during the execution of ordinary repair operations.
The project aims to improve the quality, as perceived by the customer, of the technical assistance offered, and at
the same time to reduce repeated interventions on the same equipment, by carrying out rectification work aimed
at finally resolving the fault. A dedicated website (“Bonifica On-Going”) has been developed to run the project,
where all cases of repeated failures are handled.
During the course of 2010 another task was added to the project: analysing faults in the mobile phone network.
The aim was rectification of carriers with 2 Mbit/s flows. This rectification made it possible to eliminate microinterruptions on lines, which could potentially cause dropped calls. This resulted in a direct benefit to the quality
perceived by the customer.
The programme for 2010 entailed a technical commitment to rectifying 26,600 lines (25,600 Telecom Italia
Retail cases and 1000 cases involving OLOs). The geographical breakdown is shown in the table below, which
also highlights the number of connections actually rectified as at 31 December 2010. Note that the actual
year-end results are positive and exceed the targets set by the Technical Plans, both at national and at local level.

Territory (AOA)

Breakdown:
% forecast by the plan

Connections scheduled
to be repaired

Connections
actually repaired

% breakdown
of lines repaired

NORTH-WEST

18 %

5,000

5,584

18.1%

NORTH-EAST

19%

4,800

6,239

20.3%

CENTRAL

30%

8,000

8,116

26.4%

SOUTH

33%

8,800

10,808

35.2%

ITALY

100%

26,600

30,747

100%

Table 1 - Connections rectified

Figure 1 shows the cumulative time breakdown, by quarters, both of the interventions forecast by the programme
and of the interventions actually performed in the various quarters. The original time plan underwent amendments,
altogether marginal, which were highlighted by Telecom Italia’s two new versions of the document “Technical
Plan for the Quality of the Fixed Access Network”, in July and September 2010. Figure 1 also highlights the
comparison between the time breakdown in the original plan and the final breakdown, shown in the two versions
of the plan for July and September 2010.
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Figure 1 - Time breakdown of the interventions (thousands)

The “On-Going” project directly affects the quality perceived by the customer in relation to the technical assistance
offered, which includes repeated interventions on the same equipment and thus contributes to the percentage
improvement on the Failure Rate of the access network. The table below shows the percentage improvement on
the Failure Rate as forecast by the programme, broken down by territorial area.
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Territory (AOA)

Planned Failure Rate recovery

NORTH-WEST

0.1%

NORTH-EAST

0.1%

CENTRAL

0.2%

SOUTH

0.2%

Italy Total

0.2%

Table 2 - Benefits expected

Switching-cabinet Project
About 150,000 switching-cabinets have been installed over the course of the years in Italian territory. These
cabinets constitute an isolation point for the connection between the main distribution frame at the telephone
exchange and the customer’s home. They contain the incoming network terminations (for the primary network) and
the outgoing network terminations (for the secondary network); an electrical connection allows continuity to be
established between the primary network and the secondary network (cross-connection in the switching-cabinet).
Maintenance of switching-cabinets is of three types: an annual check on all equipment (cyclical inspection);
rectification of deteriorated parts; and improvement of mechanical structures.
The cyclical annual inspection is planned by the responsible departments and carried out by inspectors whose
task is to follow the programmes assigned to them. The cyclical inspection consists of verification that the
equipment complies with Telecom Italia’s current regulations, comprising a check on the state of the mechanical
infrastructure (particularly doors, hinges and locks), and any critical points relating to the electrical connections.
Following each inspection, a report is compiled for each cabinet inspected, where the outcome of the checks, and
any critical points encountered, are recorded.
Rectification is carried out on the basis of the results of the cyclical inspection. Starting from the results in the
above-mentioned reports, the Open Access work centres decide on the operations for the technicians, indicating
the work to be carried out.
The work of improving and developing the infrastructure is aimed at improving standards of safety and reliability.
New mechanical components are fitted in total or partial replacement of the existing. In particular, for the older
generation of cabinets, the programme is being continued in 2010 of replacing the four resin doors with a new
one-piece steel door, which provides greater guarantees of protection and security (the so-called “one-piece door
upgrade programme”). In cases where it has been considered necessary, the entire external casing of the cabinet
has been replaced (so-called “whole casing upgrade programme”).
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Figures 2, 3, 4 and 5 show the cumulative time breakdown, by quarters, both of the interventions forecast by the
programme and of the interventions actually carried out as at the end of the various quarters, respectively for
cyclical inspections, rectification work, the one-piece door upgrade and the whole casing upgrade. The original
time plan underwent amendments, which were highlighted by Telecom Italia’s publication of two new versions
of the document “Technical Plan for the Quality of the Fixed Access Network”, in July and September 2010.
Figures 2, 3, 4 and 5 also show the comparison between the time breakdown in the original plan and the final
breakdown, shown in the September 2010 version of the plan. For all these activities, actual end-of-year results
are recorded in line with the technical plans, with the exception of rectification work, for which a slight fall may be
noted compared with the target (-12%), due to the fact that the actual number of cabinets to be rectified in the
fourth quarter turned out lower than expected, thanks to the positive results, better than expectations, produced
by the introduction of the one-piece door.

Figure 2 - Time breakdown of cyclical inspection operations
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Figure 3 - Time breakdown of rectification work
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Figure 4 - Time breakdown of one-piece door upgrade interventions
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Figure 5 - Time breakdown of whole casing upgrade interventions

Pole Replacement Project
A significant proportion of the installed cable (whether using copper or optical fibre conductors) is carried on
poles. During the course of 2010, a pole replacement programme was carried out, by performing the necessary
maintenance interventions at the aerial cable installation sites, with the object of guaranteeing the stability of
the poles, ensuring continuity of service and avoiding deterioration at individual points which could compromise
the static equilibrium of entire sections. A cyclical programme of preventive maintenance of the poles was also
instituted, consistent with the number of these items of equipment in use.
The 2010 programme involved the cyclical inspection of 1,600,000 poles and the replacement of 120,000.
Figures 6 and 7 show the quarterly breakdown of the interventions forecast in the programme and the work
actually carried out, again on a quarterly basis, of cyclical inspection and pole replacement.

2011 Annual Report

179

Figure 6 - Time breakdown of interventions to replace poles
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Figure 7 - Time breakdown of interventions for the programme of cyclical preventive maintenance of the poles

V.3. Delivery Process

Desaturation interventions for the fixed access network at local level
The handling of service requests (RTG, ISDN, ADSL, transmission flows) which cannot be fulfilled because of the
lack of available copper pairs in the access network, is performed continuously by the designated Open Access
departments. The lack of network copper pairs is essentially due to two causes: i) network to be extended
because at the moment it is not present (the typical case with new building developments); ii) or network present,
but saturated. The normal procedure provides that a service request that has been verified as unfulfillable
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because of a lack of distribution network, should be sent to local organisations who set up a development project
carried out by qualified businesses. Once this work is completed, the plant requested is activated.
For 2010 also, particular attention was paid to the following indicators:

• Average backlog in equivalent months;
• Number of network denials resolved;
• Percentage of network denials with backlog age of 80 days or more.
As regards average backlog time, taking into account that Telecom Italia was expected to have to handle the
network denials of the OLOs as well, the 2009 target had been confirmed. In fact it was decided for 2010 as
well to keep the average backlog time below 2.5 equivalent months. The graph in figure 8, which represents the
trend recorded over time for this parameter, demonstrates that the values were maintained significantly below
the target of 2.5 equivalent months throughout the course of the year, and ended the period with a figure of 1.5
equivalent months as at 31 December 2010 (-40% compared with the target).

Figure 8 - Average backlog time (equivalent months)
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The table below shows that the values of the parameter actually achieved at 31 December 2010 were kept
considerably below the target values in all territorial areas.

AOA Territory

Average backlog time:
Target

Average backlog time:
Actual at 31 Dec. 2010

NORTH-WEST

≤ 2.5

1.4

NORTH-EAST

≤ 2.5

1.5

CENTRAL

≤ 2.5

1.6

SOUTH

≤ 2.5

1.5

Italy

≤ 2.5

1.5

Table 3 - Average backlog time by geographical area

For the percentage of network denials with backlog age of more than 80 days, the target values fixed for 2009
were confirmed for 2010. In particular, it was required that network denials that have been in effect for more
than 80 days should represent less than 40% of the total volume. The graph in figure 9, which represents the
trend recorded over time for this parameter, demonstrates that the values were maintained significantly below
the target of 40% throughout the course of the year, and finished at 14.7% as at 31 December 2010 (-25.3%
compared with the target).

Figure 9 - Percentage of network denials with backlog > 80 days
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The table below shows that the values actually achieved at 31 December 2010, for this parameter, were
maintained at a level considerably below the values set as target in all territorial areas.

AOA Territory

Percentage of network denials
with backlog > 80 days
target

Percentage of network denials
with backlog > 80 days
Actual at 31 Dec. 2010

NORTH-WEST

< 40%

7.1%

NORTH-EAST

< 40%

18.8%

CENTRAL

< 40%

11.9%

SOUTH

< 40%

20.5%

Italy

< 40%

14.7%

Table 4 - Percentage of network denials with backlog times > 80 days by geographical area

Figure 10 shows the cumulative time breakdown, by quarters, of the number of network denials that were
expected to be resolved on the basis of the annual programme, and the number of network denials actually
resolved from the beginning of the year to the end of the various quarters. The original time plan underwent
amendments, altogether marginal, which were disclosed by the publication by Telecom Italia of two new versions
of the document “Technical Plan for the Quality of the Fixed Access Network”, in July and September 2010. Figure
10 also highlights the comparison between the time breakdown in the original plan and the final breakdown,
shown in the two versions of the plan, for July and September 2010. Note that, notwithstanding a slight fall in
the number of network denials resolved in the 3rd and 4th quarter compared with the forecast, attributable to
a marked reduction in demand recorded in the second part of the year, the results are substantially in line with
the preset targets.
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Figure 10 - Number of network denials resolved
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The table below shows the geographical breakdown by territorial area (AOA) of the number of network denials
resolved in 2010.

AOA Territory

Breakdown of the number of network
denials to be resolved on the basis of
the technical Plans 2010

Breakdown of the number of network
denials actually resolved in 2010

NORTH-WEST

17,450

14,256

NORTH-EAST

19,240

16,381

CENTRAL

16,370

16,507

SOUTH

10,540

13,165

Italy

63,600

60,309

Table 5 - Breakdown by geographical area of the network denials resolved

V.4. The quality control criteria adopted by the Supervisory Board
The Supervisory Board asked Open Access to set up a monitoring report on the state of the network, based on
the monitoring of actions at switching exchange level. It confirmed that the reference indicator to be used for
the quality control of the network is the summary showing the trend in the number of exchange areas which,
on a quarterly basis, do not reach the target for Failure Rate which has been set for the year in progress. The
behaviour of this indicator makes it possible to perform constant monitoring which provides a detailed view of
the state of the network. This analysis can be conducted with reference to the failure rate in both POTS and
ADSL lines. The failure rate programmed for 2010 had been fixed at 12.9% for RTG services (-0.5% compared
with the 2009 target) and at 20% for ADSL services (-5% compared with the 2009 target).
Thanks to the data and information provided by Open Access, the Supervisory Board has been able to conduct
many analyses, extending observation down to provincial territorial level and keeping a close watch on the
quality of the network.
Table 6 shows the data for the exchanges which exceed the 2010 target failure rate for POTS lines (2010
target rate: 12.9%), and highlights the comparison with the corresponding data for 2009 both at national
and at territorial level. For a like-for-like comparison for 2009, the failure rate set as target for 2010 (12.9%)
was taken as reference. The data processed by TI still being consolidated indicate that on POTS-only lines
the exchanges which totalled a number of breakdowns outside the programmed failure rate fell from 1,445
(value at end 2009) to 1,169 (year in progress to December 2009), with an average reduction of 19.1%. In
terms of percentage of clientele connected to exchanges which exceed the programmed rate, the level moved
from 33.6% recorded at December 2009 to 26.6% actual at December 2010 (-7%). Analysis of the data at
geographical level shows that there remain significant differences between the various regions, notwithstanding
the improvement in qualitative levels compared with 2009 in all territorial areas. In particular, at regional level,
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AOA Central and AOA South have the highest percentage of customers connected to exchanges which exceed
the programmed failure rate for POTS lines (respectively 34.2% and 60.8%), while for AOA North East and AOA
North West the figure is well below 10%.

% Difference
in no. of
exchanges
2010-2009

% users
connected to
exchanges
outside 2010
target failure
rate

% users
connected to
exchanges
outside 2009
target failure
rate

% variation in
users connected
to exchanges
outside target
failure rate
2010-2009

170

-50.6%

5.9%

13.8%

-7.9%

125

131

-4.6%

7.6%

7.7%

-0.1%

CENTRAL

389

503

-22.7%

34.2%

49.5%

-15.3%

SOUTH

571

641

-10.9%

60.8%

66.2%

-5.4%

ITALY

1,169

1,445

-19.1%

26.6%

33.6%

-7.0%

AOA

No. of
exchanges
outside 2010
target failure
rate

NORTH-WEST

84

NORTH-EAST

No. of
exchanges
outside 2009
target failure
rate

Table 6 - Exchanges outside target failure rate for POTS lines

The improvement compared with 2009 qualitative levels was sharper on systems also equipped with ADSL
installations (see table 7). From 182 plants exceeding the 2009 target rate, the number dropped to 44 in
December 2010, a reduction of almost 76%. In terms of percentage of clientele connected to exchanges which
exceed the planned rate, the level moved from 2.7% recorded at December 2009 to 0.44% actual at December
2010 (-2.31%). The situation offers good qualitative levels in all the areas which show percentages of users
connected to exchanges which exceed the target failure rate by less than 1.5%.
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AOA

No. of
exchanges
outside 2010
target failure
rate

NORTH-WEST

2

NORTH-EAST

No. of
exchanges
outside 2009
target failure
rate

%Difference
in no. of
exchanges
2010-2009

% users
connected to
exchanges
outside 2010
target failure
rate

% users
connected to
exchanges
outside 2009
target failure
rate

% variation in
users connected
to exchanges
outside target
failure rate
2010-2009

30

-93.3%

0.05%

1.8%

-1.79%

1

7

-85.7%

0.03%

0.2%

-0.17%

CENTRAL

11

71

-84.5%

0.46%

4.5%

-4.03%

SOUTH

30

74

-59.5%

1.16%

4.5%

-3.30%

ITALY

44

182

-75.8%

0.44%

2.7%

-2.31%

Table 7 - Exchanges outside target failure rate for ADSL services

Figure 11 graphically and qualitatively represents the variation compared with 2009 in failure rates for POTS
lines, measured at regional level, while figure 12 depicts, again qualitatively, the deviation of the regional failure
rates from the average national value for POTS lines recorded in 2010. It should be stated that, at the date of
drafting this document, the data reported are still provisional and in process of consolidation. We can see from
the above graphics that, compared with the 2009 values, all regions register a drop in the failure rate, with the
exception of the Veneto, Campania and Calabria, where there is an increase, which is however less than 0.5%.
Nevertheless, we should note that there are still six regions (Tuscany, Lazio, Sardinia, Campania, Calabria and
Sicily) which have failure rates above the average national value.

Technical Annexes

Figure 11 - Variation in regional failure rates compared with 2009
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Figure 12 - Deviation of regional failure rates from the average national value 2010
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