
Being a market leader comes with specific responsibilities. Early on, Grupo TVCable realized that 

adding VoIP services would address a growing market need and also entice new customers to sign 

up for an attractive product bundle: TV, internet, and telephony (triple-play). VoIP telephony provid-

ed a viable alternative to traditional fixed telephony for tens of thousands of households. But the 

introduction of triple-play required new, flexible back office systems to assure smooth order-to-

bill process support while guaranteeing high levels of customer satisfaction. Moreover, historical-

ly Grupo TVCable’s billing and customer care systems were decentralized, with each geographical 

region managing its own local customer base and billing operations.  As the company grew, this 

setup was becoming very inefficient and difficult to manage. A new system was needed to bring 

it all under one roof.

The challenge – multiple systems instead of one
With the introduction of VoIP telephony, the concept of usage-based billing became a critical is-

sue for Grupo TVCable. The company had two options: purchase a dedicated standalone VoIP bill-

ing system, or a convergent billing system that would support not only VoIP but also all its existing 

services (CATV and internet) as well as new innovative offerings in the future. Although migration 

to a single convergent billing system initially seemed like a grueling task, there were obvious long-

term benefits of such an approach. The main advantage was the ability to present a subscriber 

with a unified bill for all services. This would also simplify the payment handling process.  In addi-

tion, having to manage only one billing and customer care platform would lower OPEX for Grupo TV-

Cable, while at the same time allowing it to offer specially priced product bundles (packages) to its 

subscriber base. One final challenge was the transformation of the BSS domain towards process-

driven and centralized product management, while still being flexible enough to allow for regional 

offer and pricing variations to better suit individual local market conditions.
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Customer:

Grupo TVCable, Ecuador 

Industry:

Communications

Grupo TVCable is the largest MSO (multi service 

operator) in Ecuador.  The company was founded 

in 1986 when the construction of a hybrid fiber 

co-ax cable network linking various major 

cities in the country began. In 1987, the first 

subscribers took advantage of Grupo TVCable’s 

comprehensive programming which included 

cultural, family, sports, news, movie, music, 

and children’s channels from all over the world. 

Since then, the subscriber base has been 

constantly growing as the network coverage has 

expanded to reach other parts of the country, 

and as the product portfolio has broadened to 

include internet access and telephony services. 

Today, Grupo TVCable’s delivers high quality 

communication, entertainment and educational 

offerings to its subscribers nationwide.

Comarch products & services:
•	 Comarch Billing System 

•	 Comarch Cash Desk 

•	 Comarch Customer Management

•	 Comarch Business Process Management 

•	 Comarch InterPartner Billing (including 

Reconciliation)

•	 Comarch Billing Mediation

•	 Comarch Service Provisioning Mediation



Why Comarch?
 “Prior to implementing the Comarch solution, Grupo TVCable operated multiple regional back 

office instances, with products, pricing, and billing managed locally in separate databases 

and no centralized control. Early on, we realized that if we wished to maintain the rapid growth 

of our customer base, the back office systems must be centralized in order to achieve trans-

parency, consistency, and data and process unification across the entire corporation. Yet 

these systems must continue to allow us to stay attentive to regional customer needs. And 

this is exactly why we partnered with Comarch.  It allowed us to introduce the level of man-

agement control which is necessary to streamline customer acquisition, billing, and support 

structure.  The resulting 25% reduction in operating costs allowed us to offer more attractive 

pricing while improving our bottom line.” – acknowledges Fernando Carrillo, VP of Information 

Technology at Grupo TVCable.

An added benefit of having a unified data model and a centralized database is management 

reporting. The solution implemented at Grupo TVCable comes with its own flexible reporting 

engine which makes it possible to configure and execute periodic and ad hoc reports on the 

activities of the enterprise, both on a regional as well as a global scale. It is now possible to 

quickly track and report on the level of incoming orders, resources needed and consumed during 

customer installations, technician visits and their performance, amounts billed, and amounts 

still outstanding.  Historical data gathered in the system provides an important source of in-

formation for top management about the performance of the company, and helps make bet-

ter business decisions that will ensure Grupo TVCable’s leading market position and allow it 

to offer new innovative products and services in the future. 

The Result – increased operational efficiency thanks to a centralized 
BSS solution
Preceded by an in-depth requirement analysis, the resulting Comarch BSS Suite implementa-

tion provided Grupo TVCable with a centralized TV, internet, and IP telephony billing and cus-

tomer care system that was still capable of supporting regional product offers for the various 

geographical markets in which the company operates.  

The ability to manage a unified order-to-bill cycle from a central location provided Grupo TVCa-

ble with the level of management control that was previously impossible. Migration and swi-

tchover to the new system was performed gradually, by region, thus unifying all customer ac-

count, contract, and financial data across the country and across the enterprise. Thanks to the 

underlying Business Process Management tool, approximately 40 different workflow processes 

were configured to simplify tasks and capture information which previously was only noted on 

paper or sometimes not recorded at all, such as information related to technician visits at cus-

tomer sites. These business processes range from basic account and contract management, 

adds, moves, changes, equipment swaps, and service visits, through more complex resolu-

tions of trouble tickets, and advanced dunning scenarios.  Moreover, Grupo TVCable gained a 

competitive edge as the solution’s flexible configuration enabled it to launch new national and 

regional offers and product bundles with discounted pricing in a matter of hours rather than 

days and weeks. .  In addition, the time needed to connect and begin billing a new subscriber 

was halved, while the time spent by technicians at customer sites was reduced by nearly 30%. 

Significant cost reductions were also achieved by centralizing the IT staff needed to maintain 

the new BSS solution.  Finally, top management can now obtain accurate, consolidated cus-

tomer care and billing reports in minutes, not days, as was the case in the past.
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About Comarch:

Comarch is a leading global supplier of key indus-

try-standard compliant software solutions and ser-

vices for telecommunications service providers. 

One of the company’s fundamental distinguishing 

factors is our focus on the flexibility and configu-

rability of our solutions, which are developed in-

house and customized to suit the specific needs 

of our customers. Our solutions are business driv-

en, and have evolved since the company’s incep-

tion in 1993, based on customer demand. With more 

than 15 years of experience, Comarch is expert at 

the design, implementation, and integration of our 

solutions and services. We are proud to work with 

customers from four different continents, including 

some of the market’s largest players, such as T-

Mobile International, Vodafone Germany, Telefóni-

ca O2 Germany, as well as MVNO operators such 

as Auchan Telecom, France. Comarch’s unique and 

cost-effective solutions allow our customers to pro-

vide the highest quality of service to their markets, 

ensuring their clients’ satisfaction and continued 

patronage. The satisfaction of Comarch’s custom-

ers has always been the strongest confirmation 

of the quality of its solutions in the areas of billing 

and inter-partner settlements, as well as manage-

ment of telecommunications networks and servic-

es. Comarch’s solutions for telecom operators are 

intended for Fixed, cable and broadband operators, 

mobile operators, wholesale departments, MVNO/

MVNE operators, ISPs and VoIP operators and con-

tent providers and IPTV operators

comarch.com	 comarch.pl	 comarch.de
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