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Letter from the President

It is with great pleasure that we proudly announce the initiation of the long awaited GRAPA Revenue
Assurance Professionals Certification Program.

After more than 1 % years of research, consensus development and team building we are finally ready to
release this first version of what | am sure will be a long standing certification program.

The GRAPA Certification Program represents the culmination of efforts by our members across the world,
each working on different aspects of its final development.

It is our hope that this program will provide telecommunications managers and revenue assurance
professionals with a structure for categorization and verification of skills and knowledge in the industry.

The professional standards and body of knowledge represented here provide a clear set of guidelines for
improving of the practice of revenue assurance within individual companies, and for enhancing the skills,
capabilities and effectiveness of our individual members.

It is our commitment to you, the members of GRAPA to continue in our efforts to provide you with as
much support as possible in whatever form you require.

Please feel free to share this document with your colleagues and managers, and if the program

seems interesting to you, be sure to log onto the GRAPA website at www.grapatel.com, and visit the
CERTIFICATION section for more information and the opportunity to register as a certification candidate.

Rob Mattison
President, GRAPA
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The Need for a Professional Revenue Assurance Function

For more than a century, the telecommunications industry has served as one of the largest, most profitable and
dynamic agents of change in the world today.

Telecommunications companies have historically lead the “technology charge” for the citizens of the world in a
number of different ways.

As each new generation of computer, telecommunications and operational technology has been invented, the
telecommunications industry has been the first to step up and tackle the hard job of making that new technology
useful, dependable and accessible to billions of people around the world, in an incredibly short amount of time.

In telecommunications there is only one thing that is absolutely certain, and that is that the telcos will aggressively
and successfully deploy new technologies in a time frame that would appear to be completely unrealistic to any
“reasonable person” who considered all of the myriad factors that are involved.

While the industry as a whole has done an almost supernatural job with the integration and commercialization of
this wide range of technological innovations, that capability is delivered at a cost.

This cost is paid by the employees of the phone companies who must work continuously to change, adapt, modify
and in general re-invent themselves on a continuous and relentless basis.

One of the biggest side efforts of this incredibly rapid rate of operational and procedural change is that the
operational systems and disciplines that drive the telco, and which make it work are constantly under stress.

New products, new systems, new business models and new customer expectations require the telco to
continuously modify the network elements, architectural configurations and operational processes that hold the
business together.

When you change things this often and this frentically, then there is one consequence that you can be sure of, and
that is that the operational systems themselves are going to have some “lapses” . Mistakes will be made. Things
will be missed. Oversights will occur and in some cases , MONEY WILL BE LOST.

GRAPA .. Defining the Next Generation of Revenue Assurance

As the telecommunications industry continues to grow and change, the need for an “expert” who understands how
all of the pieces of the revenue capture and application process fit together becomes greater and greater, and in
most organizations, it is the revenue assurance practitioner (functioning as an internal auditor, business process
engineer, I/T specialist or as an “official” revenue assurance professional) who the manager turns to for help.

Last Generation Revenue Assurance

Traditional wireline telcos had only a limited need for a revenue assurance function. These RA professionals
focused on the tracking of CDRs (Call Detail Records) and on making sure that the billing system did what it was
supposed to do. Under that business model, RA was a decidedly passive and minimal function.

Modern Revenue Assurance

In today’s telecom environment however, the need for a more technically sophisticated, operationally adept and
financially aware revenue assurance function is key to the survival of most firms.

Modern revenue assurance professionals are much more than simply “CDR trackers”.

They function as auditors, trouble shooters, fraud containment managers and risk assessment specialists. The
modern RA practitioner is an integral part of most telco new product development teams and is involved in almost
any area of the business where rapid sales growth and turbulent technological and operational conditions make
the risk or revenue loss higher than what is acceptable to management.

Revenue Based Revenue Assurance

The key driving principle that underlies all of the work that the modern revenue assurance professionals activities
is the principle of “Revenue Based Revenue Assurance”. In other words, this professional is interested in finding
areas where revenue loss may be occurring, but their activity is always tempered by the most critical test “Will this
activity add a significant amount of revenue to the companies bottom line.”

Objectives for Revenue Assurance Activity
The modern revenue assurance professional has several objectives that they pursue. These include:

Leakage Containment

The “traditional job” of the RA Manager is still an important one. One of the first concerns of the RA professional is
to make sure that all revenue earned is being realized.
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Risk Containment (Proactive Revenue Assurance)

A truly effective and proactive RA Professional however, will not sit around and wait until leakages occur. The new breed
of proactive RA activity involves looking ahead, anticipating problems and assuring that potential losses never actually
happen.

Revenue Maximization (Assuring Revenue Streams)

In many cases, the CFO will actually call upon their RA teams to expand their definition of “revenue assurance’ to include
more than the simple “recognition of revenue earned” In more and more cases, the RA team is being asked to look into
other forms of revenue loss. Loss due to poorly defined rate plans, improperly designed service offerings, failed network
components or even the revenue losses associated with churn and market erosion.

The key mission of the RA professional, however, is always the same. The maximize the companies revenues through the
application of a clear understanding of how things work, where things might go wrong and the proactive anticipation and
addressing of those risks in all of its many forms.

About GRAPA

The Global Revenue Assurance Professionals Association, Inc. (GRAPA) is an international, not-for-profit organization,
dedicated to the growth and development of shared professional revenue assurance practices in the telecommunications
industry.

GRAPA is an association of professionals involved in the practice or support of revenue assurance in the
telecommunications industry. GRAPA members are individuals with a desire to:

e increase their effectiveness as revenue assurance professionals

e identify new sources of information and support for their activities

e build a network of professionals who are willing to share experiences and knowledge

e improve their professional status and standing

e expand the scope, depth, and breadth of revenue assurance activities within their own organizations

e learn how to improve the effectiveness and profitability of their organizations through the practice of revenue assurance

GRAPA is the world’s largest association of revenue assurance professionals and has been growing steadily since its
inception in March 2007. Membership is free of charge and open to anyone involved in the practice or support of revenue
assurance.

How is GRAPA Organized?

GRAPA is organized into a number of different committees and each committee pursues a particular objective. Objectives
are met by consensus based on integrity and sound cost justification (rationale). All committee participants are GRAPA
members who have volunteered their time to help accomplish the GRAPA mission.

The Goal of GRAPA ... The Professionalization of Revenue Assurance

As a response to the need for the application of a specialized set of skills and tools to these areas of operational
inefficiency, the vast majority of telcos have started to employ the services of revenue assurance personnel. While there
are a few telcos that can claim to have been doing “revenue assurance” for a long time, the vast majority of telcos have
only come to recognize it as a legitimate discipline over the past couple of years.

New revenue assurance departments are springing up in almost every telco in the world. Most of these departments are
less that 2 years old, and most are staffed with people with little or no history at performing the revenue assurance job.

(GRAPA research shows that approximately 1/3 of the people doing revenue assurance come from a finance background,
1/3 are from operational areas and another third are from I/T or Network).

What we have now is an industry that is going through the process of hiring hundreds of people in order to do jobs that
are not well understood, in order to try to accomplish objectives that are not well thought out and using language and
procedures that are poorly understood by most of the people involved.

While the vast majority of the people doing the revenue assurance job are doing an excellent job of “making sense” out of
the chaos into which they are being dropped, there are clearly a number of ways that this whole process could be made
better, more efficient, more effective and more comfortable for everyone involved if we could figure out a way to leverage
from each others experience and create a standard body of knowledge about how the job should be done.

Benefits of Professionalization

Amazingly enough, there is an incredible amount of ‘professionalization” happening in the creation of the revenue
assurance discipline without any conscious effort on anyones part. Standard approaches, logical conclusions and plain
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old common sense have moved a large number of the companies in the same general direction without the intrusion of
any outside forces.

We are in no way saying that the people doing revenue assurance today are not professional, or are in any way not
competent. No, revenue assurance is professionalizing itself as the natural course of things.

While this natural move towards professionalization is good, it is our position that the process can be made much more
effective and efficient for everyone, if we could overcome many of the operational, geographical and organizational
blockages and actually participate in the conscious process of professionalizing.

What does Professionalization Mean?

A quick reference to online dictionaries and other sources yield a clear definition of professionalization.

Professionalization is the process by which any trade or occupation transforms itself into a true “profession” of high

integrity and competence.”

This process tends to involve establishing acceptable qualifications, the creation of a professional body or association

to oversee the conduct of members of the profession and some degree of demarcation of the qualified from unqualified

amateurs.

This creates “a hierarchical divide between the knowledge-authorities in the professions and a deferential citizenry.”

This demarcation is often termed “occupational closure”, as it means that the profession then becomes closed to entry

from outsiders, amateurs and the unqualified: a stratified occupation “defined by professional demarcation and grade.”

The origin of this process is said to have been with guilds during the Middle Ages, when they fought for exclusive rights

to practice their trades as journeymen, and to engage unpaid apprentices.

The key ingredients of the professionalization process therefore are:

1. The creation of a code of conduct which defines how the professional behaves, focused heavily on issues of ethics
and integrity.

2. The establishment and maintenance of a “body of knowledge” that defines what a professional should know in
order to be considered a “professional”.

3. Away to establish the credentials of a person as having in some way mastered that body of knowledge and its
application.

4. The recognition of people who have attained and exhibited the practice of that discipline so as to separate them
from the unqualified and the amateur.

Benefits of Professionalization for the Practitioner

Why is the professionalization of revenue assurance a good thing? Why should any revenue assurance practitioner
care about it?

There are several reasons.

For the individual professional practitioner the benefits are obvious. The attainment of professional status that is
recognized by management, co-workers and the industry at large translates into power, prestige and higher income.
Why ? Because management can assume a level of competence with that recognized professional that they must
“hope for” and “guess at” with the amateur.

In an area as technically and operationally complex as revenue assurance, it is not typical for a top manager (CEO,
CFO) to be intimately familiar with all of the details and procedures required to do the revenue assurance job. The
manager will want to ‘defer to the expertise of the professional” when it comes to issues of strategy, next steps and
alternative solutions. This “trust” in the expertise of the professional is key to the relationship of professional to client
and is the goal of most revenue assurance practitioners.

The revenue assurance professional is a specialist who must spend years, and work very , very hard in order to master
their craft. In the current environment there is a very good chance that this mastery will never be recognized, simply
because the managers have no yardstick to use in order to fairly assess those capabilities. Professionalization allows
the practitioner to leverage appropriate value for their investment in their craft.

At the same time, the definition of a standard body of knowledge allows the revenue assurance practitioner to
understand how to better manage their careers. What do they still need to learn? How should they channel their
energies? Professionalization provides a career roadmap.
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Benefits of Professionalization for the Company

While there are some obvious benefits for the practitioners themselves for professionalization, why will this be of benefit
to individual companies. Won't professionalization raise the cost of resources and make things for difficult?

Not especially.

But more importantly, there are so many benefits that this professionalization can deliver.

Authoritative Body of Knowledge
First and foremost, the job of a professional association is to define an authoritative body of knowledge which lets

everyone know what they should know and how they should apply it. There is probably no industry in the world more in
need of such authoritative bodies of knowledge than telco.

The development of this kind of “body of knowledge” requires that practitioners from around the world agree to
collaborate on the process. There is no way for one person or one company to assemble it. In the “traditional
educational model” , universities compile and disseminate this knowledge, but for a number of reasons, the educational
institutions simply cannot keep up.

The professional association, like the “guilds” and “trade associations” of the middle ages, provide professionals with a
community wherein these things can be worked out dynamically, quickly and appropriately at a minimum cost and fuss.

There a many benefits that an authoritative body of knowledge can deliver. These include:

Vocabulary

One of the first challenges that people participating in revenue assurance face is the simple fact that so many people
use different words to describe the same things. CDR. Interconnect. Very basic words and concepts carry a wide range
of meanings as you go from one telco to the next. A consistently applied vocabulary speeds communication, simplifies
the problem solving process and increases your ability to “Share knowledge quickly”.

Consistency

A standard body of knowledge will provide everyone involved with a consistency in the application, measurement and
assessment of revenue assurance activities. Today, there are thousands of different, conflicting and confusing versions
of the ‘what is revenue assruance’, “how do you set KPI”s for RA” and other aspects of the practice.

Measurable Results

Professionalization of the discipline will bring with it the establishment of clear criteria for the measurement of the
effectiveness of the professional. How do you know if your RA team is producing value or not. How do you know the
KPI”s you are responding to are correct?

Transference of skills

The establishment of a core body of knowledge makes training, assessing and assigning people to different tasks
infinitely easier. A standard body of knowledge is the foundation to the utilization of revenue assurance practitioners for
maximum benefit.

Leveraging of industry experience and practices

The establishment of this body of knowledge will help professionals every to share experience and practices and
develop a ‘best of breed” culture across the world.

All of these benefits translate into several things for the manager:

1. Increased productivity of the RA practitioner
2. Clarification of the role that RA is to play in the operational framework
3. Improvement in the measurement and attainment of objectives

Key Ingredients of Professionalization

What then, are the key ingredients of the professionalization process. What do we need to establish as the core “body
of knowledge” and operational framework for the conduct of the profession?

GRAPA - Global Revenue Assurance Professionals Association
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There are 4 key elements:

1. Standards — which define how things are done as a professional and the rationalization for why they are done that way.
The basic core values of the professional.

2. Practices — the body of knowledge of things that the professional needs to know, and the ways that it is applied.

3. Operational Frameworks — a definition of the way that the professional works within the greater context of the telco
organization and the telco industry

4. Subscription — the practitioner must in some way agree to subscribe the these standards, principles and operational
frameworks. The manager must be able to count on the fact that the professional really understands and subscribes to
what is presented.

Standards

The foundation for the establishment of any profession is a set of standards that the members of that professions subscribe
to. For doctors there is the Hippocratic oath. “Do no harm”. For auditors it is a code of ethics around dependability,
impartiality and integrity.

The integrity of the professional is the thing that assures a manager or a co-worker that they can trust the professional to
deal with the problems and issues that are uncovered in a way that is productive and with integrity.

Ethics (Code of Conduct — Right and Wrong)

The professional ethics of a professional provide professionals with a guide for what their responsibilities are in a given
situation. It gives the professional a clear yardstick for the assessment of the rightness or wrongness of the situations

they face, and assures the people that work with them, that they can be TRUSTED with sensitive and potentially harmful
information. Revenue assurance professionals are often given access to information that could be harmful to individuals or
to the company as a whole, and the RA professional must be trusted if they are going to be able to do their jobs.

Principles (Why things are done the way they are)

While ethics define right and wrongness, the principles define the why things are done the way they are done. The
principles tell the RA professional what his objectives are and what the important characteristics of that activity are.

Methods (How things are done , how problems are approached)

The methods describe how people do things. The methods include the technique used to define the scope of the activity
and the definition of the different disciplines (roles and responsibilities) associated with its conduct.

The GRAPA standards, currently in the final stages of review, contain a foundational body of knowledge describing these
areas. (see GRAPA STANDARDS DOCUMENT).

Practices
While standards define a set of principles, values and a taxonomy for the definition of scope, objectives and approaches, it
is the practices which define the actual details of how those standards are applied “in the real world”.

Practices define what you need to know to do the job and includes:
- Subject Matter Knowledge and Domains
- Techniques (accepts ways to do things)
- Tools (knowledge of software, hardware and other devices that assist in the carrying out of the job.

Subject Matter Knowledge

Subject matter knowledge is answers the question “What do | need to know in order to be a revenue assurance
professional?”. It provides guidelines for ascertaining the qualification, experience level and overall value of the individual
and provides management with an “expectation of competence” when assigning different tasks.

For GRAPA and Revenue Assurance, the Subject Matter Knowledge is best identified via:

. Domains — an understanding of the workings, vocabulary and issues associated with the different horizontal
and vertical domains (network, billing, Mediation etc.)

1. Assurance Levels — an understanding of the issues and approaches required to do a competent job of
analyzing and making recommendations for a specified level of assurance (leakage containment, risk
containment, margin assurance, revenue stream assurance or fraud prevention)

GRAPA - Global Revenue Assurance Professionals Association
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Techniques

Techniques specify the way that different levels of assurance are attained for different domains. (In other words, the
practitioner must understand how the domain works, and how the assurance level is accomplished BEFORE they can
actually understand and apply specific techniques.)

Techniques include things like:
» Conducting a Billing Audit
» Synchronization of HLR and Billing System
» Execution of test calls

Tools

The RA practitioner must also be aware of the different tools available to do a job. Tools can include things like :
- test call generators
- fraud management systems
- network probes
- business intelligence systems
- and others

Operational Models (Frameworks)

Professionalization also requires that the professional understand how the job that they do fits within the greater
context of the telco organization as a whole. Operational models tell the RA practitioner what their relationship is to
management, audit, billing operations and the many other related and overlapping organizations within the company.

How to work with Management

A professional understands how to work with management, what they want and how to give it to them in a form they
expect.

KPI’s, Expectations Management, Accountability and Deliverables

Included in the definition of the profession is a clear understanding, body of knowledge and shared expertise in the
establishment of industry standard KPI’s, techniques for the management of expectations (on the part of management,
other operational managers and the RA team itself), the development of a sense of appropriate accountability and the
idenfication of a set of standardized deliverables.

Relationships with other operational groups

Professionalization also requires that the professional understand how the job that they do fits within the greater
context of the telco organization as a whole. Operational models tell the RA practitioner what their relationship is to
management, audit, billing operations and the many other related and overlapping organizations within the company.

Subscription

Finally, the job of professionalization will only happen when the people practicing the profession identify themselves as
professionals, and publicly declare their subscription to the policies , principles and objectives of the professional body
to which they subscribe.

The certification program specified here, is a key ingredient of the overall GRAPA organizations efforts to
professionalize the revenue assurance discipline.
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THE GRAPA CERTIFICATION PROGRAM - BACKGROUND

The GRAPA Certification Program was prepared based on input received from
benchmarks, surveys and interviews with revenue assurance and finance professionals.

CertificationConstituencies

There are many different groups, individuals and disciplines involved in the practice of revenue assurance, and the
assignment of revenue assurance responsibilities does not occur along clean, well defined organizational lines.

There are clearly a wide range of people involved in different aspects of revenue assurance. These include:

Officially designated “revenue assurance” professionals. Working under the label of “engineer”, “analyst” or simply
“specialist”.
« Internal Audit, SOX, Risk Management and other financial assurance professionals: commissioned with responsibility
for risk containment and a lot of the forensics functions that we have defined.
< |/T personnel: often commissioned with the responsibility for the implementation of revenue assurance functions or
systems.
« Business Process Improvement Practitioners — following the disciplines of 1ISO, Six Sigma, BPR or any number of
other names.
« Top Management — consisting of the CEO’s, CFQO's, Finance Executives and others who are commissioned with the
responsibility for the establishment, budgeting and management of RA functions.
Each of these groups has a different set of needs and exposures when it comes to RA and what GRAPA can offer
them.

Revenue Assurance Practitioners

By far the largest and most obvious group of constituents for GRAPA certification will be the RA practitioners themselves.
These are the people with the name “revenue assurance” in their titles.
While the population of revenue assurance practitioners is growing in many telco organizations they are still represent a
widely diverse population. We can typify this population in the following manner:

* Newcomers to RA and Telecoms

* Newcomers to RA with Telecoms Experience

* Novice practitioners (2-3 Years in RA)

« Experienced practitioners (3-5 Years in RA)

* Seasoned Veterans (5+ Years in RA)
Each of these constituencies faces a different set of challenges and needs.

Internal Audit, Risk Management, SOX and other financial assurance professionals

There is a large population of professionals within the telecoms environment who are commissioned with at least partial
responsibility for many of the aspects of revenue assurance. The largest and most recognized group being the internal
auditors.

The “official” definition of internal audit might very well be interpreted as stating that Internal Audit is the group that should
be responsible for all FORENSICS activities.

While this is certainly true, the reality is that in most telcos , internal audit has a greatly reduced role in this regard.
Inthe same manner, there are other ‘risk management' and ‘financial integrity’ professionals who also can be commissioned
with what we define as revenue assurance forensics responsibility.

It is not the position of GRAPA to recommend who do the forensic revenue assurance job, only to indicate how the job
should be performed.

This then leaves us with 3 Financial Assurance Specialist contingencies to consider, namely situations where the internal
audit or financial assurance professional:

- Is formally held responsible for forensic revenue assurance

- Is formally given no responsibility for forensic revenue assurance

- Has a shared responsibility for forensic revenue assurance with other groups

In all three of these cases it is clear that the RA practitioner should be working with the I/A and Financial Assurance
specialist assuming that they are qualified, empowered and budgeted to do the job.

While it is possible for an Internal Audit/Financial Assurance Professional to get some training, or develop some expertise
in the unique operational, financial and revenue recognition issues faced by telcos, it is also clear that there is no
authoritative source for this knowledge and no way for any of these professionals to be sure that they know everything
they should know or to gain recognition for that knowledge.

Itis clear therefore, that a second, large constituency for GRAPA revenue assurance certification for a specialized subset
of issues and subject matter knowledge would be useful to a number of these professionals.
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I/T Personnel

Many times, for a number of different reasons the I/T department or specifically the Business Intelligence / Data
Warehouse group will become embedded in to the execution of revenue assurance functions.

This is a logical development when one takes a “its all about the systems and the data they produce” view of the
revenue assurance problem.

While for many organization the inclusion of I/T within the RA domain makes sense, it is also clear that IF the I/T
personnel are going to be involved, then they require the same kind of understanding of the issues, techniques
and disciplines of RA as do the RA practitioners themselves.

Business Process Improvement Practitioners

Another “school” of revenue assurance says that all revenue assurance problems can be traced back to problems
with business processes, and that therefore, business process improvement is the way to solve those problems.

As with the I/T specialist, there is no doubt that business process improvement can aide with the assurance of
revenues. It is equally true that a straightforward and un-informed application of business process improvement
could lead to even greater revenue losses due to an unbalanced view of the problem.

The body of knowledge and curricula associated with Revenue Assurance provide a valuable authoritative source
of information that is no more available to the Business Process Improvement practitioner than it is to the I/T or
Financial Assurance professional.

Top Management

At the top of the pyramid are the top managers, CEO’s CFO, COQ'’s or other who create, staff and run Revenue
Assurance activities. While these individuals are clearly not required to become familiar with the detail underlying
the Revenue Assurance knowledge domain, it is also clear that if they are not educated and indoctrinated into the
tools, methods, issues and approaches, they will be unable to create, staff and manage these organizations for
maximum effect.

WHAT IS CERTIFICATION?

Professional certification is a designation or classification earned by a person to assure that he/she is qualified to
perform a job or task. Certifications are earned from a professional association and, in general, must be renewed
periodically.

The certification process varies from one industry and trade to the next but usually includes:
. Aformal education requirement (body of knowledge)

. Proof of internship (actual experience)

. Proof of mastery of the subject matter (testing)

. Registration and subscription to the profession

. Commitment to refresh and continuing education.

b wWNE

Why Pursue Certification?
Certification is undertaken by an industry for several reasons.

For individual companies, the acceptance of a certification body allows them to establish an independent source of
employee validation, verification, certification, training and testing without the expense and overhead associated
with doing that job for themselves.

A valid, accurate and meaning certification makes a hiring manager and HR departments job many times easier
because the burden and responsibility for the development of the employee becomes the responsibility of:

- the employee him/her self

- the certification body

Certification creates a pool of qualified resources from which the hiring company can choose with a greatly reduced
risk of hiring a person who is incompetent, while at the same time greatly increasing the chances that you will get
a person who can serve as an “expert” in the area under consideration.
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In addition to this clear benefit, the creation and pursuit of certification by an employee indicates a willingness to
learn and a drive to excel which can help the manager better evaluate the relative merit of candidates.

For the RA professional, certification offers the opportunity to enhance your body of knowledge, your mastery of
subjects and recognition of that mastery in a controlled, measurable and quantifiable way.

Certification gives the RA professional a competitive advantage in the work place, both through the knowledge it
imparts, along with the status and assumption of competence it communicates.
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The Need for Certification
Why is certification for RA a requirement? There are several reasons:

Knowledge Volatility (continuous source of knowledge upgrade)

The telecommunications is undergoing so much change at such an incredibly fast rate that it is literally impossible
for the professional to stay up to date on everything that is happening based upon their own resources. Not only is
it impossible for the practitioner to “teach themselves” in the field based upon the restricted access to technologies
and peoples’ time, the problem is exacerbated by the fact that the practitioner , with there more narrow and limited
perspective needs help in identifying in what directions they should be moving in terms of subject matter, technique
and mastery of tools.

Accessibility of Knowledge (silos of information)

The telecommunications industry in general, and the individual telecom, specifically is typified by the presence of
many overlapping layers of operational and informational isolationism. This isolationism makes it extremely difficult
for someone “inside the system” to figure out what needs to be handled across the depth and breadth of the
organization. Outside based certification can provide that perspective.

Career Anchor (referential positioning)

For the RA professional, a certification body that is credible and accepted by the industry can provide them with a
badly needed reference point, helping them better assess their own careers and options.

Control of Rate of Growth (self guidance)

Arecognized certification program allows the professional to take personal responsibility for their development. The
risks and decisionmaking criteria around the investments of the time and energy are greatly eased by the presence
of this capability.

Measurement of Competence (self confidence)

Certification provides the professional with an independent, measurable and controllable source for their own self
assessment. The professionals self confidence and sense of competence will be greatly enhanced.

Components and Administration Issues

What then a the key components and administrative tasks that the GRAPA certification program needs to address?

A. Curriculum (body of knowledge)
First, the certification program must have a clearly defined body of knowledge. A register, a list, a bill of materials that
identifies to everyone exactly what is considered to be the knowledge that a professional is to have. This curriculum
must include subject matter, technique and tool expertise as well as operational, political and organizational

intelligence and competence.

B. Classes (training)

Based upon this curriculum a body of training materials must be prepared. The training material must be designed
in order to do the best job possible of documenting and explaining each of the subject matter, technique, tool,
operational, political and organization intelligence areas specified by the curriculum.

C. Testing

The fact that a person “attends a class” does not especially mean that they have learned anything, however.
Therefore, a combination of training and testing is the best way to truly assure that the practitioner has actually
masters the body of knowledge required.

D. Experience Verification

As with most professional certification programs, it is important that the certified person have actually proven that
they can do the job, not just “talk a good story”. Therefore, an experience verification component is also critical.

E. Test Out (bypass)

Consideration and a path must be developed that can allow an expert to bypass certain parts of the requirement and
simply “prove” their expertise. It is not incumbent upon the GRAPA certification to provide this capability, but in rare
cases it would seem appropriate. What is most critical is the INTEGRITY of the certification, not the protection of the
egos of people who want to participate. The decision to comply with a certification process is a decision to bow to
the ‘greater authority” that is the certification body.
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PROGRAM DETAIL: REVENUE ASSURANCE PROFESSIONAL

The GRAPA Certification and Training Program represents .
a revolutionary new approach to the Professionalization of
Revenue Assurance in the Telecommunications Industry. "\

"

The population of revenue assurance professionals today
come from a diverse background. Some are accountants
and financial experts by profession. Others have moved
into the job from operational control areas like billing or
network. Still others have come from fraud or overall
management.

The “Next Generation Revenue Assurance Professional”
is an expert of the highest caliber. Combining expertise
in network operations, accounting, finance, operational
controls, forensic analysis, compliance management and
business process reengineering, these professionals
represent the “cream of the crop” of modern
telecommunications professionals.

The Revenue Assurnace Professionals certificaiton program provides practicing revenue assurance personnel with the
opportunity to enrich their knowledge base, gain recognition for the knowledge they have gained and provide a clear
career path for themselves and their teams.

The GRAPA Certification and Training program was created to accomplish several objectives:

. First — to pull these diverse collections of expertise and knowledge under a single, cohesive and comprehensive
“body of knowledge”.

. Second — to organize that knowledge and offer it as a series of high impact, highly practical workshops that will
facilitate the gaining and sharing of practices between individuals

. Third — to establish a set of criteria for the certification of the students mastery of that knowledge and to make it easy
for them to gain their hard earned recognition of that accomplishment

Who can gain from GRAPA Revenue Assurance Professional
Certification?

Newcomers to RA

Many of the people hired into RA jobs have little or no experience in RA, or even in telecoms itself. For the Newcomer
to RA, the needs for training and certification are based upon the fact that the newcomer has had limited exposure to
any but a few of the operational areas that fall within the RA domain. End to end exposure to operations. A sense and
understanding of the continuity and detailed synchronization required to make a revenue management chain work are
critical and an understanding of the objectives, functions and techniques are all critical.

Novice Practitioners (2-3 years in RA)

The novice RA practitioner will already be familiar with many of the domains and operations required to perform their
jobs. For this constituency the need will be to “fill in the gaps” in areas that are unclear or still a mystery, along with a
need and desire to begin to master some of the more sophisticated requirements.

For the newcomers, context, vocabulary and concepts will be more critical. For the novice, the generation of skill in the
application of techniques, the attainment of efficiency, effectiveness and recognition will be the objectives.

The novice practitioner will be a person who wants to seriously develop their career and begin to develop the “trusted
professional standing” within the organization.

Many will also be looking at management and the expansion of responsibilities as an objective.

Experienced Practitioners (3-5 years in RA)

The experience practitioner represents a much smaller population than the other three groups. Many experience
practitioners are managers, and many are being asked to take on a wide range of previously un-approached areas of
the business.

The experienced practitioner, more than anything else is going to be looking for credibility, expert support, knowledge of
standard practices and benchmarks from around the world and serious support for their careers.
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Seasoned Veterans (5+ Years in RA)

The seasoned veteran will be the person who has been doing RA for a long time. While there are a few people in the
group, they tend to break into 2 categories;

True Thought Leaders

First — the “thought leaders”, typically consultants or aggressive career risk takers who have gained a broad range of
experience and expertise and who are expert at leveraging that knowledge and experience.

Conservative Long Timers

Second - the “conservative long timers” who have been doing RA for a long time, but have done it within the same
professional context for many years (usually wireline). These individuals have a great depth of experience but are

typically limited in the breadth and scope of that experience.

Program Objectives

The major objective of the GRAPA Certification Program is the creation of a curriculum which allows revenue assurance
professionals to gain access to the subject matter knowledge, experience based operational expertise and industry
standard practices benchmarks in order to allow them to improve their effectiveness and efficiency and increase the
revenue benefits experienced by their firms.

There are many types of revenue assurance professionals, and many types of organizations, all with unique needs.
For this reason , the GRAPA certification program has been designed to provide maximum benefit, and flexibility for
professionals, while at the same time providing for minimum standards education, expertise and proven capabilities.
The purpose of this certification program is therefore to provide the Revenue Assurance Professional with:

. Comprehensive exposure to the full range, depth and breadth of the revenue assurance subject areas, thereby
providing them with the background information and knowledge that will enable them to understand how all of the
pieces “fit together”, and how to avoid inadvertent “downstream consequences” for activities.

. A clear, well understood body of knowledge, scope, technigues and tools which clearly delineates the scope of the
revenue assurance job.

. Guidelines, support and access to the support needed to help them to organize and prioritize their career
development.

. The establishment of this common pool of knowledge , a common vocabulary and approach will provide for the
creation of a much more efficient, effective and ‘seamless” execution of the entire revenue assurance lifecycle.

The following pages provide detailed information about the Certification for Revenue Assurance Professionals
program.
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RA PROFESSIONAL CERTIFICATION

The Revenue Assurance Professionals Program has been developed to provide the revenue
assurance professional with a broad range of different levels and types of certification in order to help
each person to best manage their own career goals.

REVENUE ASSURANCE PROFESSIONAL SPECIALIZATIONS

The program includes a prerequisite level of training for all professionals (The Core Curriculum) and
then allows each professional to define their own specialization path. Specialization options include:

. RA Manager - The RA Manager specialist is a person who is focusing on the skills and
capabilities necessary for the setting up, staffing, organizing and running of revenue assurance
department

. Forensics Specialist - The Forensics Specialist is an expert at root cause analysis, risk
assessment and the definition of corrections and controls that make the most sense for
the business. Forensic specialists have a clear affinity for statistics, probabilities and risk
management diagnosis.

. Fraud Specialist - The Fraud Specialist is a revenue assurance professional who concentrates
on the specific areas of fraud management systems, fraud forensics and the protection of
revenue streams subject to internal and external fraud risk.

. RA Generalist - This is the certification that an RA professional will choose if they wish to
concentrate on having a well rounded career. The Generalist will be best qualified to fill analyst,
engineer and other positions in any RA organization.

. RA Apprentice - the RA Apprentice is a person who has undertaken the training in how to do
RA but is yet to meet the minimum level of actually hands on experience.

LEVEL OF EXPERIENCE REQUIREMENTS

Certification as a Revenue Assurance Professional requires that the candidate have at least one year
of verifiable and effective experience as a revenue assurance professional.

Candidates with less than one years experience will be designated as “Apprentices” until their 1 years
experience can be verified.

Certification as a Manager, Forensics Specialist, Fraud Specialist will require a verification of at least
one year experience in that role. (Otherwise the candidate will be designated as an RA Professional
- Specialty CANDIDATE , until such time that the 1 year of experience can be verified).

* Employment and job verification will be verified by a GRAPA Certification Counselor and kept as part
of the candidates “confidential” certification records. No employment verification information will be
shared with anyone without the written request of the candidate to the GRAPA counselor in writing.
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RA MANAGER CERTIFICATION

The Revenue Assurance Manager Certification Program provides revenue assurance professionals with a
focused set of training classes which emphasize the issues most critical to the RA Manager.

Course materials are concerned with budgeting, organizing the RA staff, working with HR , Operational Managers
and Related Departments.

REVENUE AsSURANCE MANAGER REQUIREMENTS

Certification as a Revenue Assurance Manager requires the following:
The Core Curriculum - Successful completion of the 5 core curriculum classes. RA Manager Curriculum -
Successful completion of 5 days of training selected from the RA Manager curriculum.

REVENUE ASSURANCE MANAGER TESTING REQUIREMENTS

Testing - Successful completion with a passing grade for the Core Curriculum Test and the RA Manager Test.

LEVEL oF EXPERIENCE REQUIREMENTS

Certification as a Revenue Assurance Manager requires that the candidate have at least one year of verifiable
and effective experience as a revenue assurance manager.

Candidates with less than one years experience will be designated as “Manager Apprentices” until their 1 years
experience can be verified.
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FORENSIC SPECIALIST CERTIFICATION

The Forensic Specialist Certification Program provides revenue assurance professionals with a
focused set of training classes which emphasize the issues most critical to the Forensic Specialist .

Course materials are concerned with root cause analysis, statistical analysis, risk assessment,
controls design, rationalization of solutions and quantification of loss.

FORENSIC SPECIALIST REQUIREMENTS

Certification as a Forensic Specialist requires the following:

The Core Curriculum - Successful completion of the 5 core curriculum classes. Forensic Specialist
Curriculum - Successful completion of 5 days of training selected from the Forensic Specialist
curriculum.

Forensic SPeciALIST TESTING REQUIREMENTS

Testing - Successful completion with passing grade for the Core Curriculum Test and the Forensic
Specialist Test.

LEVEL oF EXPERIENCE REQUIREMENTS

Certification as a Forensic Specialist requires that the candidate have at least one year of verifiable
and effective experience as a revenue assurance manager.

Candidates with less than one years experience will be designated as “Forensics Apprentice” until
their 1 years experience can be verified.

* Employment and job verification will be verified by a GRAPA Certification Counselor and kept as
part of the candidates “confidential” certification records. No employment verification information
will be shared with anyone without the written request of the candidate to the GRAPA counselor in
writing.
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FRAUD SPECIALIST CERTIFICATION

The Fraud Specialist Certification provides revenue assurance professionals with a focused set of training classes which
emphasize the issues most critical to the Fraud Specialist .
Course materials are concerned with fraud detection, prevention, software and forensics.

FRAUD SPECIALIST REQUIREMENTS

Certification as a Fraud Specialist requires the following:
The Core Curriculum - Successful completion of the 5 core curriculum classes. Fraud Specialist Curriculum - Successful
completion of 5 days of training selected from the Fraud Specialist curriculum.

FrRAUD SPECIALIST TESTING REQUIREMENTS

Testing - Successful completion with a passing grade for the Core Curriculum Test and the Fraud Specialist Test.

LEVEL oF EXPERIENCE REQUIREMENTS

Certification as a Fraud Specialist requires that the candidate have at least one year of verifiable and effective experience
as a revenue assurance manager.

Candidates with less than one years experience will be designated as “Fraud Specialist Apprentices” until their 1 years
experience can be verified.

* Employment and job verification will be verified by a GRAPA Certification Counselor and kept as part of the candidates
“confidential” certification records. No employment verification information will be shared with anyone without the written
request of the candidate to the GRAPA counselor in writing.
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RA GENERALIST CERTIFICATION

The RA Generalist Certification Program provides revenue assurance professionals with the ability
to diversify their focus and concentrate on the development of a well balanced set of skills and
qualifications.

Course materials are concerned with any and all areas of RA of interest to the candidate.

RA GENERALIST REQUIREMENTS

Certification as a RA Generalist requires the following:
The Core Curriculum - Successful completion of the 5 core curriculum classes. RA Generalist Curriculum
- Successful completion of 5 days of training selected from the RA Generalist curriculum.

RA GENERALIST TESTING REQUIREMENTS

Testing - Successful completion with a passing grade for the Core Curriculum Test and the RA Generalist
Test.

LEVEL OF EXPERIENCE REQUIREMENTS

Certification as a RA Generalist requires that the candidate have at least one year of verifiable and effective
experience as a revenue assurance manager.

Candidates with less than one years experience will be designated as “RA Generalist Apprentices” until
their 1 years experience can be verified.

* Employment and job verification will be verified by a GRAPA Certification Counselor and kept as part of
the candidates “confidential” certification records. No employment verification information will be shared
with anyone without the written request of the candidate to the GRAPA counselor in writing.
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RA APPRENTICE CERTIFICATION

The RA Apprentice Certification Program provides revenue assurance professionals who lack
the experience to qualify as a fully certified professional to acquire the education and knowledge
required to do the revenue assurance job, thereby making it easier to get RA employment and
accomplish full certification.

The RA Apprentice can take any courses to attain any RA Specialization based upon their career
goals.

RA APPRENTICE REQUIREMENTS

Certification as a RA Apprentice requires the following:

The Core Curriculum - Successful completion of the 5 core curriculum classes. RA Apprentice
Curriculum - Successful completion of 5 days of training selected from the RA Apprentice
curriculum.

RA APPRENTICE TESTING REQUIREMENTS

Testing - Successful completion with a passing grade for the Core Curriculum Test and a test in
one of the specialty areas.

LEVEL OF EXPERIENCE REQUIREMENTS

Certification as a RA Apprentice requires no experience in RA.
Candidates with less than one years experience will be designated as “Apprentices” until their 1
years experience can be verified.

* Employment and job verification will be verified by a GRAPA Certification Counselor and kept as
part of the candidates “confidential” certification records. No employment verification information
will be shared with anyone without the written request of the candidate to the GRAPA counselor
in writing.
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CORE CURRICULUM-
CERTIFICATION PROGRAM

These 5 courses are a required prerequisite
for all GRAPA certification programs.

RA900 FuNDAMENTALS OF REVENUE
BAsep REVENUE ASSURANCE

Provides a comprehensive review of the
main organizational structures, operational
guidelines, objective and approach
associated with the execution of the revenue
assurance functions.

1 day

RA901 Network OPERATIONS, BILLING
ARCHITECURES AND CONTROLS
Provides a comprehensive review of the
many differentaspects of telecommunication

revenue management and the role played
by network element components.

1 day

RA902 PosTtraID VoICE REVENUE
STtrReams (MEeDIATION, PosTPaD, RoAM-
ING AND INTERCONNECT)
Provides a comprehensive of the many
different aspects of postpaid voice revenue

streams including transaction capture,
accounting, accuracy and management.

1 day

ELECTIVES

Certification as a Revenue Assurance
Professional Requires the candidate
to select 5 days worth of electives
from the following. Each speciality
has a different set of required coures
to choose from. The boxes below
show each course and the following
designations indicate which speciality
they apply to.

* MGR - Manager

* FOR - Forensics
* FRA - Fraud

* GEN - Generalist

* APP - Apprentice

REVENUE ASSURANCE DISCIPLINES

RA910 Forensics ANALYsIS AND CoN-
TROLS DESIGN

Provides a comprehensive review of the

disciplines of Forensic Analysis and the

determination of the nature of degree of
controls required in each situation.

MGR-FOR-FRA-GEN-APP
2 days

(required FOR / FRA)

RA903 PrePaID & CONTENT REVENUE

STEAMS (Prepaib, CAMEL, SMS, Data, 3G,
GPRS & STREAMING)

Provides a compressive review of the many
different aspects of prepaid revenue streams
including transaction capture, accounting,
accuracy and management with a special
emphasis on billing and SLA issues for data
and content based products and services.

1 day

RA904 Forensic ANALYSIS, FRAUD
MANAGEMENT OPERATIONS & REVENUE
ASSURANCE SYSTEMS

Provides a comprehensive review of Telco
Fraud, Fraud Management techniques
and exposure, the foundational techniques
for forensic analysis and a review of the
major categories, features and functions of
revenue assurance systems.

1 day

RA915 REeVENUE RECOGNITION AND
COMPLIANCE ISSUES (INCLUDING SOX,
GAAP anp IFRS)
Investigate complex issues associated with
revenue recognition including voice, Long

distance/Intercarrier, roaming, SMS/MMS,
Content, data/packet, prepaid, postpaid.

MGR-GEN-APP
1 day

RA920 ReEVENUE STREAM ANALYSIS
WORKSHOP

Provides the student with a detailed,

comprehensive review of the technique

utilized to diagnose, understand and assess
the risk along each revenue stream.

MGR-FOR-GEN-APP
1 day
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RA925 CDR FoRrensics LaB ITOO3 NETwORK UTILIZATION BASED RA
Intensive one day study of “everything you SoLuTions
ever wanted to know about a CDR” In this course we cover the basics of
MGR-FOR-FRA-GEN-APP 1 day developing a complete end to end network
(required FOR) utilization  tracking and management
system.
RA930 ReVENUE ASSURED ARCHITEC- MGR-FOR-GEN-APP I day

TURES FOR NEw ProbucT DEVELOPMENT

Learn fundamentals of how new product
development is managed in the telecom BUSINESS INTELLIGENCE FOR RA
industry, what key revenue risk issues
are, and how to integrate your RA into the
product development process.
MGR-GEN-APP 1 day

IT500 BusINESS INTELLIGENCE FOR Fo-
RENSIC ANALYSIS

This course provides a comprehensive
FRAUD MANAGEMENT review of the principles, techniques and
disciplines associated with the development
of a business intelligence based “Forensics
Lab” (Data Warehouse).

FMOO1 MaNAGING FRAUD ExPOSURE MGR-FOR-FRA-GEN-APP 1 day

EFFECTIVELY

IT505 BusINESS INTELLIGENCE FOR CoON-

This course offers an introduction to the TROLS DESIGN AND DEPLOYMENT

process of establishing a systematic, well

rationalized function for the management of The course provides students with a
telecom fraud. comprehensive review of data warehousing
MGR-FOR-FRA-GEN-APP 1 day and data mining technologies as applied to
(required FRA) the problem of creating and running critical
revenue assurance controls.
FMO0O02 Top TELECOMMUNICATIONS MGR-FOR-GEN-APP 1 day
Fraup

IT510 BusiNESS INTELLIGENCE BASED

This course will provide a comprehensive CHURN SOLUTIONS

top down view of each of the major and

minor categories of telecom fraud. The course covers two aspects of churn
MGR-FOR-FRA-GEN-APP 1 day and churn management. First — it reviews
(required FRA) the current ‘state of the art’ when it comes
to understanding and working to combat
churn..
REVENUE ASSURANCE SYSTEMS Second — it covers core concepts and

application of the revenue assurance
disciplines to the pro
blem.

ITOO1 FrRAUD MANAGEMENT SYSTEM

(COST JUSTIFICATION, SPECIFICATIONS, DEVELOPMENT, SELECTION &
IMPLEMENTATION)

MGR-GEN-APP 3 day

IT515 BusINESS INTELLIGENCE BASED

This course is designed to provide the
g P MARGIN MANAGEMENT SOLUTIONS

student with a comprehensive review

regarding the selection, installation and In this course we review the many different
utilization of Fraud Management systems. issues associated with the tracking and
MGR-FOR-FRA-GEN-APP 1 day assurance oftheserevenues,andinvestigate
(required FRA) the ways that business intelligence systems

and tools are utilized to help.
ITOO2 ReveENUE AsSURANCE IMIONITORING MGR-FOR GEN-APP 1 day

AND REPORTING SYSTEMS

This course is designed to provide the
student with a comprehensive review
regarding the selection, installation and
utilization of Revenue Assurance Systems.

MGR-FOR-FRA-GEN-APP 1 day
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IT520 ScorecArRDS FOR COMPLIANCE
AND KPI REPORTING

In this course we will review:

. Basic architecture and design of a
scorecard application

. Review of each of the major categories
of revenue assurance reporting as it
relates to scorecard objectives.

MGR-GEN-APP
1 day

RA110 RA KPI anp CoMPLIANCE
ScorReCARD REPORTING WORKSHOP

In this course we provide a comprehensive
step by step guide to the definition,
negotiation and reporting of KPI's and
Compliance reporting.

See how other Revenue Assurance
departments are setting up their top
management reporting structures.

MGR--GEN-APP
1 day

RA MANAGEMENT

RM100 MaNAGING THE REVENUE ASSUR-
ANCE LiFECYCLE WORKSHOP

This course provides the student with an
in-depth review of the entire Revenue
Assurance Lifecycle, and helps the student
to understand and “fit together” all of those
pieces within the context of their own
organizations.

Students will learn the detailed steps in the
processofForensics, Controls Management,
Corrections and Compliance, as well as a
review of the ways these processes can be
established, measured and organized for
maximum impact.

MGR--GEN-APP
1 day

RA115 PRrINCIPLES AND PRACTICES IN
REVENUE MAXIMIZATION

Revenue Maximization is the process of
applying revenue assurance tools and
approaches in order to solve some of the
biggest challenges facing telco’s today.

Learn how RA Managers are providing
major contributions to the corporate top
and bottom line through the application
of forensic, controls, correction and

compllance methodologies to :
Customer Churn and Brand Erosion

. Network Asset Underutilization and Outage
Management

. Margin Assurance

. Rate Plan and Bundle Assurance

. and more

MGR--GEN-APP
2 days

TELCO OPERATIONS AND CONTROLS

RM105 ReEVENUE ASSURANCE VISION,
MissioN AND ORGANIZATIONAL FIT

Managing a revenue assurance group is a
big job. It involves trying to piece together a

complex model that includes:
Organizational and functional coordination with
dozens of other departments

. Technical and operational comprehension of
dozens of revenue management streams

. The creation of budgets, KPI's and staffing plans

. Pulling it all together under a cohesive, viable,
dynamic and empowering mission and vision

. In this class we help students to understand and
explore:

. The fundamental assumptions and justifications for
the establishment of a revenue assurance function

. Common rationalization models (and the impact of
those models on the KPI's)

. A comprehensive guide in how to set up and run an
RA department

MGR-GEN-APP
2 day

OP100 PrerpaiD OPERATIONS AND CON-
TROLS WORKSHOP

The course is designed to provide the
student with a comprehensive end to end
understanding of a typical prepaid systems
operational environment and an in-depth
review of the different areas of revenue
risk exposure from a leakage and fraud
perspective.

MGR-FOR-FRA-GEN-APP
1 day

OP105 INTERCONNECT BILLING OPERA-
TIONS AND CONTROLS|

The course is designed to provide the
student with a comprehensive end to end
understanding of a typical interconnect
operational environment and an in-depth
review of the different areas of revenue
risk exposure from a leakage and fraud
perspective.

MGR-FOR-GEN-APP
1 day
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OP110 3G, CoNTENT AND DATA SER-
vICES OPERATIONS AND CONTROLS

The course is designed to provide the
student with a comprehensive end to
end understanding of a typical non-voice
services delivery including ADSL, Cable,
Streaming, Content, 3G, Leased Line and
others.

MGR-FOR-GEN-APP
2 days
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PROGRAM DETAIL: INTERNAL AUDIT

There is a large population of professionals within the telecoms environment who are commissioned with at
least partial responsibility for many of the aspects of revenue assurance. The largest and most recognized
group being the internal auditors.

The “official” definition of internal audit might very well be interpreted as stating that Internal Audit is the group
that should be responsible for all FORENSICS activities.

While this is certainly true, the reality is that in most telcos , internal audit has a greatly reduced role in this
regard.

In the same manner, there are other ‘risk management’ and ‘financial integrity’ professionals who also can be
commissioned with what we define as revenue assurance forensics responsibility.

It is not the position of GRAPA to recommend who do the forensic revenue assurance job, only to indicate how
the job should be performed.

This then leaves us with 3 Financial Assurance Specialist contingencies to consider, namely situations where
the internal audit or financial assurance professional:

- Is formally held responsible for forensic revenue assurance

- Is formally given no responsibility for forensic revenue assurance

- Has a shared responsibility for forensic revenue assurance with other groups

In all three of these cases it is clear that the RA practitioner should be working with the I/A and Financial
Assurance specialist assuming that they are qualified, empowered and budgeted to do the job.

While it is possible for an Internal Audit/Financial Assurance Professional to get some training, or develop some
expertise in the unique operational, financial and revenue recognition issues faced by telcos, it is also clear that
there is no authoritative source for this knowledge and no way for any of these professionals to be sure that they
know everything they should know or to gain recognition for that knowledge.
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Itis clear therefore, that a second, large constituency for GRAPA revenue assurance certification for a specialized
subset of issues and subject matter knowledge would be useful to a number of these professionals.

GRAPA benchmarks show that in many organizations some, if not all of the responsibility for forensics analysis
and controls design is considered the responsibility of the internal audit team. For this reason, GRAPA has
created a special, FINANCE and internal audit focused curriculum in order to provide these professionals with
the background information that they require.

Financial risk management professionals will clearly be more concerned with the Forensics and Controls Design
aspects of the revenue assurance job than the revenue assurance professional, however there is a great need
for the establishment of a comprehensive and shared body of knowledge when it comes to the many diverse
topics involved.

Most internal auditors are ill-prepared for the extremely complicated and technical nature of many telco fianancial
assurance challenges and the GRAPA internal audit certificate program can provide these professionals with
the access to vocabulary, concepts, industry standard practices and benchmarks that will allows them to greatly
increase their effectiveness.

Certification

The establishment of this common pool of knowledge and approach will also provide for the creation of a much
more efficient, effective and ‘seamless” execution of the entire revenue assurance lifecycle, making it easy for
internal audit and revenue assurance to work together on the overall objective of risk containment and revenue
maximization.

The Internal Auditor Certification Program will consist of a series of classes covering the topics of forensics, fraud
and risk containment, and an online test to verify retention. It is assumed that the internal auditors credentials as
an auditor will be sufficient and no CV verification or essay quiz “bypass” mechanism will be provided.
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INTERNAL AUDITOR WITH RA SPECIALTY CERTIFICATION

The Internal Auditor Certification Program provides Internal Auditors interested in gaining specialized
knowledge in telecommunications revenue risk and audit with a focused set of training classes which
emphasize the issues most critical to the Internal Auditor.

Course materials are concerned with Revenue Recognition, Auditing and Fraud Containment.

INTERNAL AUDITOR TRAINING REQUIREMENTS

Certification as a Internal Auditor requires the following:
e The Core Curriculum - Successful completion of the 5 core curriculum classes.
. Internal Auditor Curriculum - Successful completion of 5 days of training selected from the Internal
Auditor curriculum

INTERNAL AUDITOR TESTING REQUIREMENTS

Testing - Successful completion with a passing grade for the Core Curriculum Test and the Internal Auditor
Test. Level of

INTERNAL AUDITOR EXPERIENCE REQUIREMENTS

Certification as a Internal Auditor requires that the candidate have at least one year of verifiable and
effective experience as a Internal Auditor.

* Employment and job verification will be verified by a GRAPA Certification Counselor and kept as part of
the candidates “confidential” certification records. No employment verification information will be shared with
anyone without the written request of the candidate to the GRAPA counselor in writing.
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CORE CURRICULUM-
CERTIFICATION PROGRAM

These 5 courses are a required prerequisite
for all GRAPA certification programs.

RA900 FunpAMENTALS oF REVENUE
Basep REVENUE ASSURANCE

Provides a comprehensive review of the
main organizational structures, operational
guidelines,  objective and  approach
associated with the execution of the revenue
assurance functions.

1 day

RA901 Network OPERATIONS, BILLING
ARCHITECURES AND CONTROLS
Provides a comprehensive review of the
many differentaspects of telecommunication

revenue management and the role played
by network element components.

1 day

RA902 PosTraiD VoicE REVENUE
Streams (MEebiaTion, PosTPaip, Roaw-
ING AND INTERCONNECT)
Provides a comprehensive of the many
different aspects of postpaid voice revenue

streams including transaction capture,
accounting, accuracy and management.

1 day

RA903 PreraiD & CoNTENT REVENUE

STEAMS (Prepaib, CAMEL, SMS, Data, 3G,
GPRS & STREAMING)

Provides a compressive review of the many
differentaspects of prepaid revenue streams
including transaction capture, accounting,
accuracy and management with a special
emphasis on billing and SLA issues for data
and content based products and services.

1 day

RA904 Forensic ANALYSIS, FRAUD
MANAGEMENT OPERATIONS & REVENUE
ASSURANCE SYSTEMS

Provides a comprehensive review of Telco
Fraud, Fraud Management techniques
and exposure, the foundational techniques
for forensic analysis and a review of the
major categories, features and functions of
revenue assurance systems.

1 day

ELECTIVES

5 days from the following

REVENUE ASSURANCE DISCIPLINES

*Required

RA910 Forensics ANALYSIS AND CON-
TROLS DESIGN

Provides a comprehensive review of the
disciplines of Forensic Analysis and the
determination of the nature of degree of
controls required in each situation. 2 days

* Required

RA915 REVENUE RECOGNITION AND
COMPLIANCE ISSUES (INCLUDING SOX,
GAAP anp IFRS)

Investigate complex issues associated with
revenue recognition including voice, Long
distance/Intercarrier, roaming, SMS/MMS,
Content, data/packet, prepaid, postpaid.

1 day

RA920 REVENUE STREAM ANALYSIS
WORKSHOP

Provides the student with a detailed,
comprehensive review of the technique
utilized to diagnose, understand and assess
the risk along each revenue stream.1 day

RA925 CDR Forensics Las

Intensive one day study of “everything you
ever wanted to know about a CDR” 1 day

RA930 ReVENUE ASSURED ARCHITEC-
TURES FOR NEw ProbucT DEVELOPMENT

Learn fundamentals of how new product
development is managed in the telecom
industry, what key revenue risk issues
are, and how to integrate your RA into the
product development process. 1 day
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FRAUD MANAGEMENT

BUSINESS INTELLIGENCE FOR RA

FMO001 MaNaGING FRAUD ExPOSURE
EFFECTIVELY

This course offers an introduction to the
process of establishing a systematic, well
rationalized function for the management of
telecom fraud.

1 day

FMO0O02 Top TELECOMMUNICATIONS
FrAuD

This course will provide a comprehensive
top down view of each of the major and
minor categories of telecom fraud.

1 day

IT500 BusINESS INTELLIGENCE FOR Fo-
RENSIC ANALYSIS

This course provides a comprehensive
review of the principles, techniques and
disciplines associated with the development
of a business intelligence based “Forensics
Lab” (Data Warehouse).

1 day

TELCO OPERATIONS AND CONTROLS

OP100 Prepaip OpPERATIONS AND CON-
TROLS WORKSHOP

The course is designed to provide the
student with a comprehensive end to end
understanding of a typical prepaid systems
operational environment and an in-depth
review of the different areas of revenue
risk exposure from a leakage and fraud
perspective.

1 day

OP105 INTERCONNECT BILLING OPERA-
TIONS AND CONTROLS]|

The course is designed to provide the
student with a comprehensive end to end
understanding of a typical interconnect
operational environment and an in-depth
review of the different areas of revenue
risk exposure from a leakage and fraud
perspective.

1 day

OP110 3G, ConTENT AND DATA SER-
vICES OPERATIONS AND CONTROLS

The course is designed to provide the
student with a comprehensive end to
end understanding of a typical non-voice
services delivery including ADSL, Cable,
Streaming, Content, 3G, Leased Line and
others.

2 day

IT505 BusiNESs INTELLIGENCE FOR CON-
TROLS DESIGN AND DEPLOYMENT

The course provides students with a
comprehensive review of data warehousing
and data mining technologies as applied to
the problem of creating and running critical
revenue assurance controls.

1 day
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PROGRAM DETAILS: I/T CERTIFICATION

Many times, for a number of different reasons the I/T department or specifically the Business Intelligence / Data
Warehouse group will become embedded in to the execution of revenue assurance functions.

This is a logical development when one takes a “its all about the systems and the data they produce” view of the
revenue assurance problem.

While for many organization the inclusion of I/T within the RA domain makes sense, it is also clear that IF the I/T
personnel are going to be involved, then they require the same kind of understanding of the issues, techniques
and disciplines of RA as do the RA practitioners themselves.

In some organizations, the I/T organization has responsibility for a large number of revenue assurance systems
and responsibilities. While the Internal Auditors often take responsibility for forensics, I/T is often charged with the
responsibility for the development and monitoring of controls and reports.

For this reason, GRAPA has developed a special certification specifically for the I/T professional
Most I/T professionals are unaware of the many issues and factors that have an impact on the development and
deployment of revenue assurance controls.

The purpose of this certification program is therefore to provide the I/T professional with:
1. Key information and context for the understanding of the revenue assurance systems domain
2. Background and reference information regarding the development, deployment and utilization of forensic
analysis systems (Forensics Laboratory).
3. Background and reference information regarding the development, deployment and support of controls
and operational monitoring systems.
4. Special emphasis will be placed on the leveraging of existing systems and technologies to deliver
maximum revenue assurance effectiveness for minimum cost.
The establishment of this common pool of knowledge and approach will also provide for the creation of a much
more efficient, effective and ‘seamless” execution of the entire revenue assurance lifecycle, making it easy for I/T
and revenue assurance to work together on the overall objective of risk containment and revenue maximization.
The I/T Certification Program will consist of a series of classes covering the core curriculum with an additional
requirement of 5 ELECTIVE classes.

These elective classes can be chosen from the categories of :
1. Revenue Assurance Disciplines (Forensics or Controls Development)
2. Use of Business Intelligence to Support Forensics, Controls Design & Reporting and Compliance
Reporting
3. Use of Business Intelligence to Support Controls Management
4. Revenue Assurance Systems Selection, Design and deployment

The I/T Certification program consists of 2 educational components:
1. The 5 day core curriculum
2. A mandatory 5 days of additional training selected from the I/T Electives.

Candidates will also submit of at least 2 years experience in telco i/T RA, will pass the Core Curriculum Certification
Exam and the I/T Certification Exam and will subscribe to the GRAPA standards.

90
S
o
c
=
=
O
S
S
al
|_
=
1
-
o
=
S
&)
=
S
@
O

The purpose of the training is to provide the I/T professional with a robust background and core subject matter
expertise to provide support for RA activities.

Persons completing this curriculum will have a comprehensive and up to date understanding of the details of
telecom systems architectures, the understanding and development of forensic analyses and controls within each
area and an understanding of the standard practices in I/T support in the areas across the industry.

Successful completion will enable students to develop specification and requirements for systems, design forensic
test plans and provide support for most forensic, control and compliance activities.

GRAPA - Global Revenue Assurance Professionals Association
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I/T SPECIALTY IN RA CERTIFICATION

The I/T Specialist Certification Program provides I/T professionals with a focused set of training classes
which emphasize the issues most critical to the support and design of I/T Systems for RA.

Course materials are concerned with software functionality, design, features, functions, selection,
installation and support.

I/T SPECIALIST REQUIREMENTS

Certification as a I/T Specialist requires the following:
The Core Curriculum - Successful completion of the 5 core curriculum classes. /T Specialist Curriculum
- Successful completion of 5 days of training selected from the I/T Specialist curriculum.

I/T SPECIALIST TESTING REQUIREMENTS

Testing - Successful completion with a passing grade for the Core Curriculum Test and the I/T Specialist
Test.

LEVEL OF EXPERIENCE REQUIREMENTS

Certification as a I/T Specialist requires that the candidate have at least one year of verifiable and
effective experience as a revenue assurance manager.

Candidates with less than one years experience will be designated as “I/T Apprentices” until their 1
years experience can be verified.

* Employment and job verification will be verified by a GRAPA Certification Counselor and kept as part
of the candidates “confidential” certification records. No employment verification information will be

shared with anyone without the written request of the candidate to the GRAPA counselor in writing.

GRAPA - Global Revenue Assurance Professionals Association
Visit us at: www.grapatel.com



Pre-Release Version 1- To be ratified December 2008

Certification 2009

CORE CURRICULUM-
CERTIFICATION PROGRAM

These 5 courses are a required prerequisite
for all GRAPA certification programs.

RA900 FunpAMENTALS oF REVENUE
Basep REVENUE ASSURANCE

Provides a comprehensive review of the
main organizational structures, operational
guidelines,  objective and  approach
associated with the execution of the revenue
assurance functions.

1 day

RA901 Network OPERATIONS, BILLING
ARCHITECURES AND CONTROLS
Provides a comprehensive review of the
many differentaspects of telecommunication

revenue management and the role played
by network element components.

1 day

RA902 PosTraiD VoicE REVENUE
Streams (MEebiaTion, PosTPaip, Roaw-
ING AND INTERCONNECT)
Provides a comprehensive of the many
different aspects of postpaid voice revenue

streams including transaction capture,
accounting, accuracy and management.

1 day

ELECTIVES

5 days from the following

REVENUE ASSURANCE DISCIPLINES

*Required

RA910 Forensics AnALYsIs AND CON-
TROLS DESIGN

Provides a comprehensive review of the
disciplines of Forensic Analysis and the
determination of the nature of degree of
controls required in each situation.
2 days
* Required

RA920 REVENUE STREAM ANALYSIS
WORKSHOP
Provides the student with a detailed,
comprehensive review of the technique
utilized to diagnose, understand and assess
the risk along each revenue stream.
1 day

RA925 CDR ForEensics Las

Intensive one day study of “everything you
ever wanted to know about a CDR”

1 day

FRAUD MANAGEMENT

RA903 PreraiD & CoNTENT REVENUE

STEAMS (Prepaib, CAMEL, SMS, Data, 3G,
GPRS & STREAMING)

Provides a compressive review of the many
differentaspects of prepaid revenue streams
including transaction capture, accounting,
accuracy and management with a special
emphasis on billing and SLA issues for data
and content based products and services.

1 day

RA904 Forensic ANALYSIS, FRAUD
MANAGEMENT OPERATIONS & REVENUE
ASSURANCE SYSTEMS

Provides a comprehensive review of Telco
Fraud, Fraud Management techniques
and exposure, the foundational techniques
for forensic analysis and a review of the
major categories, features and functions of
revenue assurance systems.

1 day

FMOO01 MaNAGING FrRAUD EXPOSURE
EFFECTIVELY

his course offers an introduction to the
process of establishing a systematic, well
rationalized function for the management
of telecom fraud.

1 day

FMOO2 Tor TELECOMMUNICATIONS
FrAuD
This course will provide a comprehensive
top down view of each of the major and
minor categories of telecom fraud.
1 day
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REVENUE ASSURANCE SYSTEMS

ITOO1 FrRAUD MANAGEMENT SYSTEM

(COST JUSTIFICATION, SPECIFICATIONS, DEVELOPMENT, SELECTION &
IMPLEMENTATION)

This course is designed to provide the
student with a comprehensive review
regarding the selection, installation and
utilization of Fraud Management systems.

1 day

IT515 BusINESS INTELLIGENCE BASED
MARGIN MANAGEMENT SOLUTIONS

In this course we review the many different
issues associated with the tracking and
assurance oftheserevenues,andinvestigate
the ways that business intelligence systems
and tools are utilized to help.

1 day

ITOO2 ReEVENUE ASSURANCE MONITOR-
ING AND REPORTING SYSTEMS

This course is designed to provide the
student with a comprehensive review
regarding the selection, installation and
utilization of Revenue Assurance Systems.

1 day

ITOO3 NeTwork UTiLizaTioN BAsED RA
SOLUTIONS

In this course we cover the basics of

developing a complete end to end network

utilization tracking and management
system.

1 day

BUSINESS INTELLIGENCE FOR RA

IT500 BUSINESS INTELLIGENCE FOR
ForENsIC ANALYSIS

This course provides a comprehensive
review of the principles, techniques and
disciplines associated with the development
of a business intelligence based “Forensics
Lab” (Data Warehouse).

1 day

IT505 BusiNESS INTELLIGENCE FOR CON-

TROLS DESIGN AND DEPLOYMENT

The course provides students with a
comprehensive review of data warehousing
and data mining technologies as applied to
the problem of creating and running critical
revenue assurance controls. 1 day

IT510 BusINESS INTELLIGENCE BASED
CHURN SOLUTIONS

The course covers two aspects of churn
and churn management. First — it reviews
the current ‘state of the art’ when it comes
to understanding and working to combat
churn..

Second — it covers core concepts and
application of the revenue assurance
disciplines to the pro

blem. 3 day

IT520 ScorecArRDS FOR COMPLIANCE
AND KPI REPORTING

In this course we will review:
- Basic architecture and design of a
scorecard application

-Review of each of the major categories
of revenue assurance reporting as it relates
to scorecard objectives.

1 day
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PROGRAM DETAILS: BUSINESS PROCESS IMPROVEMENT
PRACTITIONERS

Some Telco’s have determined that a continuous review and improvement of their processes is required. In those
cases, many telecoms employ specialized business process improvement experts. These professionals can follow
the Six Sigma, the ISO or any of a wide assortment of Business Process Improvement and best practices based
quality process disciplines.

These practitioners might often become involved in Forensics or Corrections activities that overlap with a “pure”
revenue assurance domain definition.

In those cases the BPI professional will require the same kind of specialized knowledge that the RA, IA or I/T
professional is working with.

The purpose of this certification program is therefore to provide the BPI (Busienss Process Improvement)
professional with:
e Key information and context for the understanding of the workings and issues associated with the major
revenue management chain processes.
e  Anunderstanding of the process integration and interface issues associated with each of these systems.
e  An appreciation for the multiple layers and levels of activity that must be coordinated and considered
when deploying any revenue related business process.
e  Agood basic understanding about the development and deployment of corrected processes or the
creation of control processes and systems.
e  Special emphasis will be placed on the understanding of forensic and controls in relation to operational
integrity and cohesiveness.

The establishment of this common pool of knowledge , a common vocabulary and approach will provide for the
creation of a much more efficient, effective and ‘seamless” execution of the entire revenue assurance lifecycle,
making it easy for the Business Process Improvement Professional and the revenue assurance prorfessional to
work together on the overall objective of risk containment and revenue maximization.
The Business Process Improvement Certification Program will consist of a series of classes covering the core
curriculum with an additional requirement of 5 ELECTIVE classes.
These elective classes can be chosen from the categories of :

e  Revenue Assurance Disciplines (Forensics , Controls Development or Corrections)

e  Telco Operations and Controls

. RA Systems

e  Revenue Assurance Systems Selection, Design and deployment

Business Process Improvement Professional Certification

The BPI Certification program consists of 2 educational components:
1. The 5 day core curriculum
2. Amandatory 5 days of additional training selected from the Electives.
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Candidates will also submit of at least 2 years experience in telco BPI , will pass the Core Curriculum Certification
Exam and the BPI Certification Exam and will subscribe to the GRAPA standards.

The purpose of the training is to provide the BPI professional with a robust background and core subject matter
expertise to provide support for RA activities.

Persons completing this curriculum will have a comprehensive and up to date understanding of the details of
telecom systems architectures, telco processes and operations and an understanding how to best apply business
process reengineering for maximum benefit to the firm.

Successful completion will enable students to develop perform forensic and corrections activities for the full range
of major telco revenue management streams.

Certification
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BUSINESS PROCESS IMPROVEMENT CERTIFICATION

The Business Process Improvement Certification Program provides BPI professionals interested in
gaining the specialized knowledge required to do an effective job within the telco revenue and billing
environment.

Course materials are focused on telco operations, revenue management chain architecture and
operations and optimum process and standard process design.

BUSINESS PROCESS IMPROVEMENT REQUIREMENTS

Certification as a Business Process Improvement specialist requires the following:
The Core Curriculum - Successful completion of the 5 core curriculum classes. BPI Curriculum -
Successful completion of 5 days of training selected from the BPI curriculum.

BUSINESS PROCESS IMPROVEMENT TESTING REQUIREMENTS

Testing - Successful completion with a passing grade for the Core Curriculum Test and the BPI Test.

LEVEL OF EXPERIENCE REQUIREMENTS

Certification as a Business Process Improvement Specialist requires that the candidate have at least
one year of verifiable and effective experience as a BPI Professional in telecommunications.
Candidates with less than one years experience will be designated as “BPI Apprentices” until their 1
years experience can be verified.

* Employment and job verification will be verified by a GRAPA Certification Counselor and kept as part
of the candidates “confidential” certification records. No employment verification information will be
shared with anyone without the written request of the candidate to the GRAPA counselor in writing.
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CORE CURRICULUM-
CERTIFICATION PROGRAM

These 5 courses are a required prerequisite
for all GRAPA certification programs.

RA900 FunpAMENTALS oF REVENUE
Basep REVENUE ASSURANCE

Provides a comprehensive review of the
main organizational structures, operational
guidelines,  objective and  approach
associated with the execution of the revenue
assurance functions.

1 day

RA901 Network OPERATIONS, BILLING
ARCHITECURES AND CONTROLS
Provides a comprehensive review of the
many differentaspects of telecommunication

revenue management and the role played
by network element components.

1 day

RA902 PosTraiD VoicE REVENUE
Streams (MEebiaTion, PosTPaip, Roaw-
ING AND INTERCONNECT)
Provides a comprehensive of the many
different aspects of postpaid voice revenue

streams including transaction capture,
accounting, accuracy and management.

1 day

RA903 PreraiD & CoNTENT REVENUE

STEAMS (Prepaib, CAMEL, SMS, Data, 3G,
GPRS & STREAMING)

Provides a compressive review of the many
differentaspects of prepaid revenue streams
including transaction capture, accounting,
accuracy and management with a special
emphasis on billing and SLA issues for data
and content based products and services.

1 day

RA904 Forensic ANALYSIS, FRAUD
MANAGEMENT OPERATIONS & REVENUE
ASSURANCE SYSTEMS

Provides a comprehensive review of Telco
Fraud, Fraud Management techniques
and exposure, the foundational techniques
for forensic analysis and a review of the
major categories, features and functions of
revenue assurance systems.

1 day

ELECTIVES

5 days from the following

REVENUE ASSURANCE DISCIPLINES

*Required

RA910 Forensics ANALYSIS AND CON-
TROLS DESIGN

Provides a comprehensive review of the
disciplines of Forensic Analysis and the
determination of the nature of degree of
controls required in each situation.

2 days

* Required

RA915 REVENUE RECOGNITION AND
COMPLIANCE ISSUES (INCLUDING SOX,
GAAP anp IFRS)

Investigate complex issues associated with
revenue recognition including voice, Long
distance/Intercarrier, roaming, SMS/MMS,
Content, data/packet, prepaid, postpaid.

1 day

RA920 REVENUE STREAM ANALYSIS
WORKSHOP

Provides the student with a detailed,
comprehensive review of the technique
utilized to diagnose, understand and assess
the risk along each revenue stream.

1 day

RA925 CDR Forensics Las

Intensive one day study of “everything you
ever wanted to know about a CDR”
1 day

RA930 ReEVENUE ASSURED ARCHITEC-
TURES FOR NEw PropbucT DEVELOPMENT

Learn fundamentals of how new product
development is managed in the telecom
industry, what key revenue risk issues
are, and how to integrate your RA into the
product development process.

1 day
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FRAUD MANAGEMENT

FMO001 MaNAGING FRAUD ExPOSURE
EFFECTIVELY

This course offers an introduction to the
process of establishing a systematic, well
rationalized function for the management of
telecom fraud.

1 day

RA110 RA KPI Anp ComPLIANCE
ScoReECARD REPORTING WORKSHOP

In this course we provide a comprehensive
step by step guide to the definition,
negotiation and reporting of KPI's and
Compliance reporting.

See how other Revenue Assurance
departments are setting up their top
management reporting structures. 1 day

FMOO02 Top TELECOMMUNICATIONS
Fraup
This course will provide a comprehensive
top down view of each of the major and

minor categories of telecom fraud.
1 day

RA MANAGEMENT

RM100 MANAGING THE REVENUE ASSUR-

ANCE LiFECYCLE WORKSHOP

This course provides the student with an
in-depth review of the entire Revenue
Assurance Lifecycle, and helps the student
to understand and “fit together” all of those
pieces within the context of their own
organizations.

Students will learn the detailed steps in the
processofForensics, Controls Management,
Corrections and Compliance, as well as a
review of the ways these processes can be
established, measured and organized for
maximum impact.

1 day

RA115 PRINCIPLES AND PRACTICES IN
REVENUE MAXIMIZATION

Revenue Maximization is the process of
applying revenue assurance tools and
approaches in order to solve some of the
biggest challenges facing telco’s today.

Learn how RA Managers are providing
major contributions to the corporate top
and bottom line through the application
of forensic, controls, correction and

compliance methodologies to :

. Customer Churn and Brand Erosion

. Network Asset Underutilization and
Outage Management

. Margin Assurance

. Rate Plan and Bundle Assurance

. and more

2 day

REVENUE ASSURANCE SYSTEMS

RM105 ReveENUE ASSURANCE VISION,
MissioN AND ORGANIZATIONAL FIT

Managing a revenue assurance group is a
big job. It involves trying to piece together a

complex model that includes:
. Organizational and functional coordination with
dozens of other departments

. Technical and operational comprehension of
dozens of revenue management streams

. The creation of budgets, KPI's and staffing plans

. Pulling it all together under a cohesive, viable,
dynamic and empowering mission and vision

. In this class we help students to understand and
explore:

. The fundamental assumptions and justifications for
the establishment of a revenue assurance function

. Common rationalization models (and the impact of
those models on the KPI's)

. A comprehensive guide in how to set up and run an
RA department

2 day

ITOO1 FrRAUD MANAGEMENT SYSTEM

(COST JUSTIFICATION, SPECIFICATIONS, DEVELOPMENT, SELECTION &

IMPLEMENTATION)

This course is designed to provide the
student with a comprehensive review
regarding the selection, installation and
utilization of Fraud Management systems.

1 day

ITO02 ReEVENUE ASSURANCE MONITORING

AND REPORTING SYSTEMS

This course is designed to provide the
student with a comprehensive review
regarding the selection, installation and
utilization of Revenue Assurance Systems.

1 day

ITOO3 NeTwork UTiLizaTioN BAsep RA
SOLUTIONS

In this course we cover the basics of
developing a complete end to end network
utilization tracking and management
system.

1 day

-’
=
&
=
@
>
o
| -
Q.
£
)
%,
o)
O
o
| -
al
7
%,
o)
=
%
>
m
1
=
o
=
M
O
=
| -
)
@)

GRAPA - Global Revenue Assurance Professionals Association
Visit us at: www.grapatel.com




Pre-Release Version 1- To be ratified December 2008

Certification 2009

BUSINESS INTELLIGENCE FOR RA

TELCO OPERATIONS AND CONTROLS

IT500 BusINESS INTELLIGENCE FOR Fo-
RENSIC ANALYSIS

This course provides a comprehensive
review of the principles, techniques and
disciplines associated with the development
of a business intelligence based “Forensics
Lab” (Data Warehouse).

1 day

IT505 BusiNESS INTELLIGENCE FOR CON-
TROLS DESIGN AND DEPLOYMENT

The course provides students with a
comprehensive review of data warehousing
and data mining technologies as applied to
the problem of creating and running critical
revenue assurance controls.

1 day

OP100 Prepaip OpPERATIONS AND CON-
TROLS WORKSHOP

The course is designed to provide the
student with a comprehensive end to end
understanding of a typical prepaid systems
operational environment and an in-depth
review of the different areas of revenue
risk exposure from a leakage and fraud
perspective.

1 day

IT510 BusiNESs INTELLIGENCE BASED
CHURN SOLUTIONS

The course covers two aspects of churn
and churn management. First — it reviews
the current ‘state of the art’ when it comes
to understanding and working to combat
churn..

Second — it covers core concepts and
application of the revenue assurance
disciplines to the pro

blem. 3 day

OP105 INTERCONNECT BILLING OPERA-
TIONS AND CONTROLS]|

The course is designed to provide the
student with a comprehensive end to end
understanding of a typical interconnect
operational environment and an in-depth
review of the different areas of revenue
risk exposure from a leakage and fraud
perspective.

1 day

IT515 BusINESs INTELLIGENCE BASED
MARGIN MANAGEMENT SOLUTIONS

In this course we review the many different
issues associated with the tracking and
assurance oftheserevenues,andinvestigate
the ways that business intelligence systems
and tools are utilized to help.

1 day

IT520 ScorecArRDS FOR COMPLIANCE
AND KPI REPORTING

In this course we will review:
- Basic architecture and design of a
scorecard application

-Review of each of the major categories
of revenue assurance reporting as it relates
to scorecard objectives.

1 day

OP110 3G, CoNTENT AND DATA SER-
VICES OPERATIONS AND CONTROLS

The course is designed to provide the
student with a comprehensive end to
end understanding of a typical non-voice
services delivery including ADSL, Cable,
Streaming, Content, 3G, Leased Line and
others.

2 day
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The GRAPA Body of Knowledge Specification

Based upon the issues and assumptions highlighted within this document we can now proceed with the development of a proposal for the institution
of a certification program for GRAPA. We highlight here each of the proposed components. The first thing to be established is the appropriate body of
knowledge to be associated with the certification effort. The body of knowledge must consist of standards, subject matter, techniques and tools.

Standards

We propose as the standards component of the program the GRAPA standards as documented and ratified by the GRAPA membership (to be held
in Dec 2009). See the standards document for details.

Subject Matter Taxonomy

We propose that the subject matter required for certification to be organized according to the following categories of knowledge.

I.B. Billing Architectures Domain

I. Domain Knowledge

The Domain Knowledge area represents all
of the specific technical areas required to
perform the revenue assurance job. Itincludes
network, mediation, billing and all of the other
components of the revenue management chain
and focuses on the technical and operational
characteristics of each area individually.

I.LA. Network Domain

The Network domain includes all areas
associated specifically with network operations
and the core OSS technology that underlies
telecommunications services delivery.
1. Circuit Switch

a. Wireline

b. Wireless
2. Message

a. SMS
b. MMS
3. Control Protocols Domain
a. DTMF
b. SS7
C. IP
d. MMS
e. GPRS

4. Content and Data
a. Audio/Video Packet
b. Audio/Video Streaming
c. GPRS

5. Broadband

DSL

Cable

3G

WiFI

WiMax

©P20Te

Internet

VOIP
c. IPTV

7. Wireless Transport
a. Microwave
b. MMDS/LMDS
c.
d.

SH

Satellite

VLF
8. Facilities Security
9. Network Related Fraud Vulnerabilities
10. Network Operations and Controls

The Billing Architectures Domain includes
all areas of operational integrity associated
with the capture and processing for revenue
generatingtransactionsinallforms. Specifically,
all components of the revenue management
chain (from switch to collections, from Top-
Up to Call Completion and from transaction
to revenue recognition (posting of revenues
to the general ledger)) . This Architectures
domain emphasizes the systems , the way
that they are constructed and the way that the
connect with and interface with each other.
CDR based billing architectures

Prepaid billing architectures

Other billing architectures

Circuit Based Billing Models

Packet Based Billing Models

Rating Operations and Controls
Assuring the Rating Process

NogpwhpE

|.C. Mediation Domain

Standard practices and best practices
associated with the selection, implementation,
running and monitoring of mediation systems
and operations.

1. CDR Transport and Integrity

2. Mediation operations and controls

I.D. Postpaid Billing Domain

Standard practices and best practices
associated with the selection, implementation,
running and monitoring of post paid billing
systems and their operational environment.
Postpaid billing operations and controls
Rating assurance

Margin and rate plan assurance
Postpaid change management controls
Postpaid audit procedures

Postpaid revenue recognition

ogrwdE

I.E. Prepaid Billing Domain

Standard practices and best practices
associated with the selection, implementation,
running and monitoring of prepaid billing
systems, the operational and organizational
environment.

1. Prepaid Billing operations and controls

Prepaid billing rating assurance
Prepaid sales and channel assurance
Prepaid traffic assurance

Prepaid account management
assurance

Prepaid change management controls
Prepaid revenue recognition

aprwn

No

I.F. Interconnect Domain

Standard practices and best practices

associated with the selection, implementation,

running and monitoring of interconnect billing

systems the operational and organizational

environment.

1. Interconnect operations and controls

2. Interconnect margin assurance

3. Interconnect architecture and traffic

verification

Interconnect fraud controls

Interconnect settlement controls

Interconnect routing controls and

assurance

7. Interconnect agreement assurance and
verification

8. Interconnect change management
controls

9. Interconnect revenue recognition

o g~

I.G. Roaming Domain

Standard practices and best practices

associated with the selection, implementation,

running and monitoring of roaming billing

systems. the operational and organizational

environment.

1. Roaming operations and controls

2. Roaming margin assurance

3. Roaming architecture and traffic
verification

4. Postpaid roaming controls

Prepaid (camel) controls

6. Roaming long distance forwarding
controls

7. Roaming partnership controls

8. Roaming credit risk exposure
management controls

9. Roaming fraud controls

10. Roaming change management controls

11. Roaming DCH controls

12. Roaming revenue recognition

o
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I.H. Content Management Domain

Standard practices and best practices

associated with the selection, implementation,

running and monitoring of content delivery

and billing systems, their operational and

organizational environment

1. Content product architectures and
operational models

2. Content management billing models

3. Content management controls

4. Content management content provider
controls

5. Content management delivery controls

6. Content management SLA controls

7. Content management change
management

8. Content management revenue
recognition

l.i. New Product Development Domain

Standard practices and best
practices associated with the design,
implementation, running and monitoring
of new products including the operational
and organizational environment around
the development process.
1. New product development operational
models
2. Content delivery architectures and billing
mechanism
3. Content management business models
4.  Controls development for content
architectures
5. Techniques for the control of
risk associated with new product
development

I.J. Customer Service Domain

Standard practices and best practices
associatedwiththedesign,implementation,
running and monitoring of customer service
systems and functions as they apply to
customer identity, service , activation ,
provisioning, fraud and other revenue
related functions, including the operational
and organizational environment.
1. Customer service operations and
architectures
2. Revenue vulnerabilities within the
customer service framework
3. Customer service systems and functions
4.  Customer service controls
5. Customer service change controls

I.K. Sales Channel Domain

Standard practices and best practices
associatedwiththeimplementation,running
and monitoring of sales channels and sales
process controls including the operational
and organizational environment.
1. Sales and channel operations and
architectures
2. Revenue vulnerabilities within the sales
and sales channel framework
3. Sales systems and functions
4. Sales and Channel management
controls
5. Sales and Channel change management

I.L. Provisioning and Activation
Domain

Standard practices and best practices
associatedwiththedesign,implementation,
running and monitoring of activation
and provisioning process including
the operational and organizational
environment as they relate to billing,
security and revenue protection.

1. Provisioning and activation operations
and architectures

2. Provisioning systems and functions

3.  Revenue vulnerabilities in provisioning
and activation systems

4.  Provisioning and activations controls

Il. Techniques Knowledge

Ths category of knowledge is associated with
the actual practice of revenue assurance
including the disciplines, standards, operating
principles and methodologies.

IILA. The Revenue Assurance
Lifecycle and RA Management

1. Definition and components of the revenue
assurance lifecycle

2.  Staffing and budgeting for each of the RA
functions

3. Monitoring, controls and KPIs for each of

the RA functions

Organizing an RA environment

Budgeting and staffing for RA

Rationalization and justification for

revenue assurance activities

7. The GRAPA Standards and their
application

o o~

II.B. Forensics Analysis Techniques

Risk Assessment
Process Analysis
Systems Analysis
Exchange Analysis
Numerical/Statistical Analysis
Controls design and deployment
Use of statistics to supplement forensics
Design and use of a “forensics
laboratory”
TTfile conversion
TTFile diagnosis
CDR tracing

1. Revenue Recognition Trail

Verification

ONoG~ONE

P2 ©
= o-

11.B. Operational Monitoring(Controls
Management) Techniques

CDR management

CDR Accounting

Process 1/0 Reporting

FSEC (filter, suspend, error and
consolidate) controls

Rating assurance

Reference data assurance
Synchronization techniques

Revenue recognition monitoring
Operational Audit techniques

MENE

No oM
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Il.I. Revenue Stream Maximization —
Network Element Outage Assurance
Techniques

II.C. Corrections Techniques

1. Identifying the need for corrections

2. Developing alternative correction
scenarios

3. Implementing corrections

4.  Tracking corrections

II.D. Compliance Management
Techniques

1. Assignment of

responsibilities

Collection of compliance data

Reporting of compliance information

Rationalization and the assignment of

value to RA activities

5. Tracking and reporting the history of
value delivered

compliance

PN

II.LE. Revenue assurance department
management techniques

1. Defining revenue assurance roles and
responsibilities

Job requirements and
procedures

Organization of the RA Function
Establishing KPI's and budgets
Establishing reporting relationships
Interdepartmental relationship
management

Internal marketing of RA functions

8. Creation of an RA culture

n

staffing

ook w

~

II.F. Fraud Management Techniques

Key categories of telco fraud

Fraud management techniques

Using fraud management systems
Audits

Physical assets assurance

Reporting, tracking and valuation of fraud
management activities

Simbox fraud exposure management
VOIP Fraud exposure management
Gateway fraud exposure management
0. Phreaking and Hacking Fraud Exposure

gk wdE

2 ©owN

1. Identification, qualification and
quantification of revenue at risk or
revenue loss due to network outage.

2. Justified and Rationalized valuation of
network element performance

3. Assigning value to network element
downtime

4. Development of network element outage
controls

5. Network element outage controls and
assurance procedures

11.J. Revenue Stream Maximization
— Fraud Management Assurance
Techniques

1. Identification, qualification and
quantification of revenue at risk due to
churn or brand erosion.

2. Justified and Rationalized valuation of
churn and churn remedies

3. Churn remedy options, cost and tradeoff

models.

Measuring churn

Predicting churn

Reporting churn

Managing a churn remedy program

No o

II.K. Rate Plan and Bundle Assurance
Techniques

1. Identification, qualification and

quantification of revenue at risk or

revenue loss due to rate plan and

bundle configuration.

Justified and Rationalized valuation of

rate plans

Rate plan lift/loss analysis

Assigning value to rate plan lift loss

Rate plan lift/loss model development

Revenue recognition variances in lift/

loss modeling

7. Development of rate plan lift/loss
controls

N

ook w

lll. Tools Knowledge

II.G. Audit Techniques

1. Identification of situations where audit is
the best control

2. Audit plan development techniques

3. Audit components

II.LH. Margin Analysis Techniques

1. Identification of margin analysis loss
scenarios

2. Quantification of margin loss risk

Margin loss computation techniques

4. Developing a margin analysis control

w

This category of knowledge includes
information about the primary tools utilized in
the support of RA activities.

111.B. Probes

1. Feature, function and
characteristics of probes
Top 3 PROBES feature review
PROBES Specifications options
Selecting an PROBES

PROBES RFP Procedures

Staffing for PROBES

PROBES reporting and optimization

operational

NoaprwdN

I11.C. Test Call Generators

1. Feature, function and operational
characteristics of test call generators
Top 3 test call generators feature review
test call generators Specifications
options

Selecting an test call generators

test call generators RFP Procedures
Staffing for test call generators

test call generators reporting and
optimization

wN

Nooa

IIl.D. Parallel Rating Engines

1. Feature, function and operational
characteristics of parallel rating engines
2. Top 3 parallel rating engines feature
review
parallel rating engines Specifications
options
Selecting an parallel rating engines
parallel rating engines RFP Procedures
Staffing for parallel rating engines
parallel rating engines reporting and
optimization

w

No oA

IIl.LE. Business Intelligence Systems

1. Feature, function and operational
characteristics of Business Intelligence
Systems

2. Top 3 Business Intelligence Systems
feature review

3. Business Intelligence Systems
Specifications options

4. Selecting a Business Intelligence

Systems

5. Business Intelligence Systems RFP
Procedures

6. Staffing for Business Intelligence
Systems

7. Business Intelligence Systems reporting
and optimization

IIl.F. Revenue Assurance Systems

IIl.LA. Fraud management systems

1. Feature, function and operational
characteristics of fraud management
systems

Top 3 FMS feature review

FMS Specifications options

Selecting an FMS

FMS RFP Procedures

Staffing for FMS

FMS reporting and optimization

NouoswN

8. Feature, function and operational
characteristics of Revenue Assurance
Systems

9. Top 3 Revenue Assurance Systems
feature review

10. Revenue Assurance Systems
Specifications options

11. Selecting an Revenue Assurance

Systems

12. Revenue Assurance Systems RFP
Procedures

13. Staffing for Revenue Assurance
Systems

14. Revenue Assurance Systems reporting
and optimization

GRAPA - Global Revenue Assurance Professionals Association
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IV.Line of Business and BSS/

OSS Operational

Models
Knowledge

This areas includes all of the major areas of
knowledge associated with the operational
environmentsinvolvedinrevenuemanagement.

IV.A. Network Operations Knowledge

1.

ook wN

Organization of Network Operations
Departments

Key functions and tasks

KPI's and Objectives

Key operational components

Staffing, roles and responsibilities
Revenue capture, revenue assurance
and other revenue related aspects of the
Network Operations Area

IV.B. Mediation Operations
Knowledge

=

S0 hwN

Organization of Mediation Operations
Departments

Key functions and tasks

KPI's and Objectives

Key operational components

Staffing, roles and responsibilities
Revenue capture, revenue assurance
and other revenue related aspects of the
Mediation Operations Area

IV.C. Billing Operations Knowledge

ook wN

Organization of Billing Operations
Departments

Key functions and tasks

KPI's and Objectives

Key operational components

Staffing, roles and responsibilities
Revenue capture, revenue assurance
and other revenue related aspects of the
Billing Operations Area

IV.D. Prepaid Operations Knowledge

1.

ook~ wN

Organization of Prepaid Operations
Departments

Key functions and tasks

KPI's and Objectives

Key operational components

Staffing, roles and responsibilities
Revenue capture, revenue assurance
and other revenue related aspects of the
Prepaid Operations Area

IV.E. Interconnect Operations
Knowledge

=

ook wN

Organization of Interconnect Operations
Departments

Key functions and tasks

KPI's and Objectives

Key operational components

Staffing, roles and responsibilities
Revenue capture, revenue assurance
and other revenue related aspects of the
Interconnect Operations Area

IV.F. Roaming Operations Knowledge

1.

ook wN

Organization of Roaming Operations
Departments

Key functions and tasks

KPI's and Objectives

Key operational components

Staffing, roles and responsibilities
Revenue capture, revenue assurance
and other revenue related aspects of the
Roaming Operations Area

IV.G. Sales Operations Knowledge

=

o, wN

Organization of Sales Operations
Departments

Key functions and tasks

KPI's and Objectives

Key operational components

Staffing, roles and responsibilities
Revenue capture, revenue assurance
and other revenue related aspects of the
Sales Operations Area

IV.H. Channel Operations Knowledge

1.

o0k wN

Organization of Channel Operations
Departments

Key functions and tasks

KPI's and Objectives

Key operational components

Staffing, roles and responsibilities
Revenue capture, revenue assurance
and other revenue related aspects of the
Channel Operations Area

IV.l. Provisioning and Activation
Operations Knowledge

=

ook wnN

Organization of Provsioning Operations
Departments

Key functions and tasks

KPI's and Objectives

Key operational components

Staffing, roles and responsibilities
Revenue capture, revenue assurance
and other revenue related aspects of the
Provisioning Operations Area

IV.J. New product development
operations knowledge

oo, wN

Organization of New Product
Development Operations Departments
Key functions and tasks

KPI's and Objectives

Key operational components

Staffing, roles and responsibilities
Revenue capture, revenue assurance
and other revenue related aspects of the
New Product Development Operations
Area

IV.K. Fraud and crime detection
operations knowledge

apwn

Organization of Fraud Operations
Departments

Key functions and tasks

KPI's and Objectives

Key operational components
Staffing, roles and responsibilities

GRAPA - Global Revenue Assurance Professionals Association
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1. Revenue capture, revenue
assurance and other revenue
related aspects of the Fraud
Operations Area

Key functions and tasks

KPI's and Objectives

Key operational components

Staffing, roles and responsibilities

2. Revenue capture, revenue
assurance and other revenue
related aspects of the Fraud
Operations Area

Pre-Release Version 1- To be ratified December 2008
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The GRAPA Training Curriculum

The GRAPA Training Curriculum has been designed in order to provide revenue assurance professionals with a comprehensive set of classes to
choose from in order to make it easy for them to focus in on those areas of expertise and discipline most crucial to their personal career goals.

The curriculum has been organized into several of the major categories of the GRAPA “body of knowledge” and area of operational or professional focus.
There are seven main categories of curriculum, the core (prerequisite to any certification) and different collections of classes in the areas of RA
Disciplines, Management, Fraud Management, Telco Operations and Controls, Revenue Assurance Systems and Business Intelligence.

These curricula are designed to support certification in each of the major professional areas including RA Professional, RA Manager, Fraud
Professional, RA Certification for Internal Auditors, RA Certification for IT and RA Certification for the Business Process Improvement Professional.

The following table provides a quick reference summary of each curriculum category and the professional certification programs they align with.

2009 Courses

Curriculum Catagorie Body of Knowledge Coverage Certification Program
1 Core Curriculum This curriculum provides students with a more detailed review of the key operational approaches and Pro, Mgr, Frd, IA, IT, BPI
methodologies associated with the revenue based revenue assurance discipline. These are the courses that
teach you “how to do RA”".
2 Revenue Assurance Disciplines This curriculum contains all of the courses focused on the skills, insights and approaches utilized to help Pro, Mgr, Frd, BPI
managers to improve the positioning, budget, credibility and presence of the RA department
3 Revenue Assurance Management This curriculum covers key concepts and disciplines associated with the practice of fraud management. Pro, Mgr
4 Fraud Management This curriculum covers key concepts and disciplines associated with the practice of fraud management. Frd, Pro
5 Telco Operations and Controls These courses cover the basics of telco standard practices, best practices and the implementation of con- BPI, Pro
trols in major OSS, BSS and ADMIN areas.
6 Revenue Assurance Systems This curriculum provides background and detail about the different types of revenue assurance systems, Pro, IT
their use and value.
7 Business Intelligence for Revenue Assurance This curriculum provides training in the utilization of data warehousing, data mining and scorecard technol- Pro, Mgr, IT,
ogy to assist RA teams in the delivery of forensic analysis, controls management and compliance reporting.
Pro Revenue Assurance Professional Frd Fraud Management Professional IBTPI Iano_rmatign Technlology
ificati i usiness Process Improvement
Mr Revenue Assurance Manager 1A Rev. Ass. Certification for Internal Auditor Professianal P

Core Curriculum for All Certification
Programs

The foundation for all GRAPA Certification
constituencies and levels will be the CORE
CURRICULUM.

The Core Curriculum is a five day program
which provides the professional with exposure
to and mastery of each of the foundational
concepts, methods and subject matter areas
critical to the practice of revenue assurance in
a typical telecommunications environment.

Balanced Line of Business Coverage

The curriculum will include information about
the architectural , operational and financial
control profiles for wireline, wireless and
broadband/cable/satellite businesses. While
the full curriculum might not be considered to
be ‘required’ for a particular person working
at a particular organization, it is critical that a
certified professional be familiar with and have
mastery of the differences between these
environments.

Balanced Size of Company and Regional
Differences Coverage

In the same manner, the curriculum will
emphasize the differences in approaches
for companies based upon the size of the
organization and will illustrate regional
differences in approach when applicable.

Balanced professional emphasis Coverage

The core curriculum will provide a balanced
view of the different aspects of revenue
assurance from the financial, internal audit,
I/T, business process improvement and formal
revenue assurance perspectives. By providing
this balanced view, we believe the curriculum
will help professionals to:

a) understand the different perspectives
that different professional specialist
take regarding the revenue assurance
problem space

b) provide a forum and a means for these
professionals to better figure out how
to work together in order to accomplish
maximum benefit to the firm at minimum
cost

Objectives for Core Curriculum

The objectives for the Core Curriculum is
to provide members of all of the different
revenue assurance professional disciplines
(internal audit, financial assurance, fraud
management, /T, Business Process
Improvement and the designated revenue
assurance analyst, manager of engineer)
with exposure to and mastery of all of the
key, foundational concepts that make up
the foundational ‘body of knowledge’ that is
supports the revenue assurance subject area.

RA900 - Fundamentals of Revenue
Based Revenue Assurance -1 day

This course provides a comprehensive
review of the main organizational structures,
operational guidelines, objectives and
approaches associated with the execution of
the revenue assurance functions.

Key Concepts include:

. Revenue Maximization Based
Revenue Assurance
¢ Risk based vs Loss
based approaches
. 5 different levels of
“revenue assurance”
¢ Leakage/Loss Assurance
¢ Revenue Risk Containment
(proactive RA)
* Margin and Complex
Pricing Assurance
e Market Share Assurance
(Protection against market
erosion based revenue loss)
. Revenue Stream Assurance
(Containment of revenue loss due
to outages and systems failures)
. 4 Major RA Functions
* Forensic Analysis
« Controls Management
(Operational Monitoring)
« Corrections Management
¢ Compliance Management
. Roles and interrelationships of:

GRAPA - Global Revenue Assurance Professionals Association
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e Internal Audit
¢ Operational Managers
o T
¢ Business Process Improvement
¢ Revenue Assurance Teams
. Techniques and concepts include:
e TMF Etom Model
¢ Revenue Mapping
¢ GRAPA Standards

* |t is highly recommended that these courses
(RA900-RA904) be taken in sequential order
in order to help the student to gain maximum
benefit for the coursework. These are
INTENSE CLASSES covering a lot of material
and concepts.

RA901Network Operations, Billing
Architectures and Controls 1 day

This course provides a comprehensive
review of the many different aspects of
telecommunications revenue management
and the role played by network element
components.

Key Concepts include:

. Understanding the organizational
structure of the network operations
teams and their roles and
responsibilities related to revenue
capture and processing

. The concept of the ‘revenue stream’
and the component parts

. The two key service delivery
models (circuit / packet) and the
revenue capture and processing
architectures associated with each

. Key concepts, vocabulary and
elements of the telco infrastructure
(shared for all revenue streams)

¢ Wired and Wireless media

« Capacities, service level
management

¢ Fault, Performance and SLA
Measurement and Delivery

. Fundamentals of circuit based

revenue management

¢ Switches, CDRs, architectures
and control environment

¢ Control protocols and SS7

« Key revenue capture and
management practices for
circuit based business

¢ Standard controls and
risk exposures for circuit
based revenues

* Voice, Prepaid, Postpaid,
Interconnect, Wireless, Wireline
differences and issues

. Fundamentals of packet and data
bases revenue management

* Switches, gateways, routers
and convertors, architectures
and control environments

¢ Control protocols, IP, MMS,
Java, SIP, WAP

* Key revenue capture and
risk exposures for data and
packet based revenues

¢ Broadband, DSL, Satellite, VOIP,
ISP, LMDS/MMDS, Microwave,
SMS, MMS, WAP and Streaming
Services , differences and issues
. Standard controls and practices for
the assurance and fraud management
for each of these service lines

This course provides a comprehensive review
ofthe key ingredients, vocabulary and concepts
associated with the network environment.
Knowledge of these fundamentals is CRITICAL
to your understanding of the vast majority of
revenue assurance issues. This course is truly
a prerequisite to the rest of the curriculum.

* It is highly recommended that these courses
(RA900-RA904) be taken in sequential order
in order to help the student to gain maximum
benefit for the coursework. These are
INTENSE CLASSES covering a lot of material
and concepts.

RA902 Postpaid Voice Revenue
Streams (Mediation, Postpaid,
Roaming and Interconnect) 1 day

This course provides a comprehensive review
of the many different aspects of postpaid voice
revenue streams including transaction capture,
accounting, accuracy and management.

Key Concepts include:

. Understanding CDR'’s , what they are,
how they are made, how they are used
. Techniques for CDR diagnosis
and management
. Assurance and controls for CDR
generation, transport and processing
. Mediation systems — Operations,
Controls and Assurance
¢ What is a mediation system?
How does it work?
» Key operational characteristics
* Key controls and assurance issues
e The Major Mediation controls (I/O,
FSEC, Aging, Change Control)
e re and processing
. Postpaid Billing Systems — Operations,
Controls and Assurance
e What is a postpaid billing
system? How does it work?
» Key operational characteristics
* Key controls and assurance issues
* The Major Postpaid billing controls
(I/0, FSEC, Aging, Change
Control, Daily processing,
Cycle processing, Pre-rating,
Rating, Credit management, Set
Fees Management, Revenue
Recognition, Re-rating, Bill
Cycle Audits, Customer
Identity Management, Rate/
Service Plan Management)
. Interconnect Billing Systems —
Operations, Controls and Assurance
e What is an interconnect billing
system? How does it work?
» Key operational characteristics
» Key controls and assurance issues
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e The Major interconnect billing
controls (I/0, FSEC, Aging,

Change Control, Daily processing,

Cycle processing, Pre-rating,

Rating, Credit management, Set

Fees Management, Revenue
Recognition, Re-rating, Bill
Cycle Audits, Customer Identity
Management, Rate/Service
Plan Management, Interconnect
Partner Management,
Settlement Management ,
Routing Assurance, Margin
Assurance, Fraud Risks)

. Postpaid Roaming Billing Systems —

Operations, Controls and Assurance

* What is a postpaid roaming billing

system? How does it work?
» Key operational characteristics

» Key controls and assurance issues

* The Major postpaid roaming

billing controls (I/0, FSEC, Aging,
Change Control, Daily processing,

Cycle processing, Pre-rating,

Rating, Credit management, Set

Fees Management, Revenue
Recognition, Re-rating, Bill
Cycle Audits, Customer Identity
Management, Rate/Service
Plan Management, Interconnect

Partner Management, Settlement

Management , Routing
Assurance, Margin Assurance,
Fraud Risks)

* |t is highly recommended that these courses
(RA900-RA904) be taken in sequential order
in order to help the student to gain maximum
the coursework. These are
INTENSE CLASSES covering a lot of material

benefit for

and concepts.

RA903Prepaid and Content Revenue

Streams (Prepaid, CAMEL, SMS, Data, 3G,

GPRS and Streaming) 1 day

This course provides a comprehensive review
of the many different aspects of prepaid
revenue streams including transaction capture,

accounting, accuracy and management.
Key Concepts include:

. Understanding SS7, IN'S and
prepaid management processes
. The Prepaid Systems Architecture
and Control Domains including:
» Traffic Controls and Monitoring
» Sales Channels Controls
and Monitoring
* Rating Controls
e Account Management
Controls and Monitoring
* Revenue Recognition
issues for prepaid
. Review of the features, functions
and reports associated with a
“typical” prepaid system
. Prepaid Voice Revenue Management
(Wireless and Wireline)
*  Whatis a prepaid billing
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system? How does it work?
« Key operational characteristics
« Key controls and assurance issues
. Prepaid ROAMING Revenue
Management

* Whatis a CAMEL system?
How does it work?
« Key operational characteristics
« Key controls and assurance issues

¢ USSD Prepaid Billing Architecture
. Understanding Data and GPRS
« Broadband/Cable Architectures
¢ Leased Line, Burstable and
Frame Relay Architectures
¢ DSL Architectures
¢ LMDS/MMDS/Microwave
Satellite Architectures
¢ Understanding GPRS
¢ 2G, 2/12 G and 3G Migration
¢ Billing models and controls
for data and ISP
. Content Management Systems

and Revenue Management
¢ Alternative Content Management

Architectures Review

= WAP
= SMS
= MMS
= GPRS

= Streaming
« Content Management
billing scenarios
« Key controls and assurance
issues for each content
management protocol
* |t is highly recommended that these courses
(RA900-RA904) be taken in sequential order
in order to help the student to gain maximum
benefit for the coursework. These are
INTENSE CLASSES covering a lot of material
and concepts.

RA904 Forensic Analysis, Fraud
Management Operations and Revenue
Assurance Systems 1 day

This course provides a comprehensive
review of Telco Fraud, Fraud Management
techniques and exposures, the foundational
techniques for forensics analysis and a review
of the major categories, features and functions
of revenue assurance systems.

Fraud Management Principles coverage
includes:

. A review of the major issues and
concerns regarding fraud management
. Setting staffing and responsibilities for
the different fraud management jobs.
. Fraud management under
the GRAPA framework:
¢ Fraud Forensics
¢ Fraud Controls and Fraud
Management Systems
¢ Fraud Corrections
¢ Fraud Compliance Reporting
. Forensic Analysis Techniques including:
* Approaches for the staffing, training

and organizing of forensics
¢ Risk analysis techniques
* Exchange analysis fundamentals
* Process analysis disciplines
e Systems analysis
e Statistical and Numerical Analysis
. Revenue Assurance Systems Survey
— this section of the class provides
a broad survey of the different types
of revenue assurance systems, their
features, functions and applications
e Fraud Management Systems
* Probes
e Parallel Rating Engines
e Business Intelligence Frameworks
* “Classical” Revenue
Assurance Systems

* It is highly recommended that these
courses (RA900-RA904) be taken in
sequential order in order to help the

student to gain maximum benefit for the
coursework. These are INTENSE CLASSES
covering a lot of material and concepts

. Revenue Assurance Disciplines

. The Revenue Assurance Disciplines
curriculum focuses students on the
core activities, skills and methodologies
associated with the practice of
revenue based revenue assurance.

RA910 Forensics Analysis and
Controls Design 2 day IA/IT/BPI/RA

This course provides a comprehensive review
of the disciplines of Forensic Analysis and
the determination of the nature and degree of
controls required in each situation.

Forensic analysis process consists of two
steps :

Assessment
. the level of risk associated with
a specified domain, system,
operation or revenue stream
. the root cause of a specified
problem , leakage or risk
. measurement or estimation of
the degree of risk or loss
. definition of the ‘Revenue at Risk” KPI

Containment

. the determination of the appropriate
level of control to accomplish the
level of risk and the containment that
management requires at the cost and
with the rationalization required

. identification of alternative control
and containment scenarios

Reporting

. providing management with a
quantified, rationalized and well
documented set of alternatives for
the management of the case

The course provides students with a step — by
— step guide to accomplishing these objectives
in line with industry standard practice.

Key concepts include:

. Cost/Benefit controls analysis

. Risk Assessment
. Definitions, techniques,
objectives and examples
. Key methods including:
* Gross Tally Analysis KPIs
» Use of benchmarks
* Use of distribution analysis
» Use of statistical analysis
techniques
* Environmental analysis
» Collateral analysis
Exchange Analysis
. Definitions, techniques,
objectives and examples
. Key methods including:
» Contract Review
* Process Chain Diagnosis
e Standard accounting controls test
* SLAReviews
e Full EXCHANGE computation
Process Analysis
. Definitions, techniques,
objectives and examples
. Key methods including:
* BPR, Six Sigma, 1ISO, SOX
* Process Diagramming and
Documentation Techniques

Systems Analysis

. Definitions, techniques,
objectives and examples

. Key methods including:

. DFD Methodology Flowcharting
. Object Oriented Modeling

Techniques Normalization
. Entity-Relationship Modeling
. Numerical/Statistical Analysis
. Definitions, techniques,
objectives and examples
. Key methods including:
. Distribution Analysis
. Predictive Modeling
. Cluster Analysis
. Concepts of controls design including:
. Major categories of controls
. Audit Controls
. Ad hoc controls
. Operational Controls
. Systems Control
. Integrated controls
. Supplemental Controls
. Techniques for control definition
. Risk Assessment
. Exposure profiling
. Probability assessment
. Quantification discipline
. Qualification discipline
. Rationalization and Cost/Benefit
based decision-making
. Documentation , rationalization
and estimation techniques
. RA915 Revenue Recognition
and compliance issues (including SOX,
GAAP and IFRS)
1 day IA/RA
Ultimately, the goal of revenue
assurance is to maximize the recognition of
revenue received. Indeed, revenues received
and not accounted for in the G/L are not
revenues at all. In this course, we investigate
the issue of complex issues associated with
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revenue recognition. Topics covered include:

. Definition of Revenue Recognition

. Review of revenue recognition
issues and consequences

. Review of major revenue streams
and a consideration of the revenue
recognition issues for each:

. Voice

. Long distance/ Intercarrier

. Roaming

. SMS/MMS

. Content

. Data / Packet

. Prepaid

. Postpaid

. In depth consideration of the issues
of bundles and complex price plans

. Accounting for customer
premises equipment

. Accounting for handsets and subsidies

. Accounting for DSL equipment,
PC’s and other devices

. Loss leader bundle scenarios

RA920Revenue Stream Analysis
Workshop 1 day IT/BPI/RA

The key to establishing a revenue assurance
strategy is the understanding and quantification
of risk to revenues in each link of each
revenue stream that the telco deploys. In this
course, we provide the student with a detailed,
comprehensive review of the techniques
utilized to diagnose, understand and assess
the risk along each revenue stream.

This is a workshop course. Students will be
required to bring REAL information from their
own organizations (systems, CDR streams
and other tangible information) so that they can
actually perform revenue mapping exercises
using their own systems and environments.
(Students will be asked to create “fake”
revenue numbers in order to protect the
integrity of their corporate financials while still
allowing them to perform the calculations in a
workshop environment).

Topics covered include:

. Revenue Mapping Discipline

« Definition of Revenue Mapping

¢ Steps in the construction
of a revenue map

« Assignment of transaction rates
to a revenue component

* Assignment of value to a
revenue component

¢ Computation of Gross Tally
Metrics to ease analysis

. Review of Risk Analysis Techniques
for each component area including:

¢ Gross Tally Metrics (avg value of
CDR?, avg value of call? Etc.)

¢ Summary of environmental
factors and their application

¢ Network Risk Assessment
and Quantification

¢ Mediation Risk Assessment
and Quantification

¢ Postpaid Billing Risk Assessment

and Quantification

e Interconnect Risk Assessment
and Quantification

¢ Roaming Risk Assessment
and Quantification

¢ Voice Risk Assessment

* Data Risk Assessment

e Content Risk Assessment

e Prepaid Risk Assessment

. Preparing and reporting on
Revenue Stream Analysis

RA925CDR Forensics Lab 1 day IT/BPI/RA

The CDR Forensics Lab is an intensive one
day study of “everything you ever wanted to
know about a CDR”.

In this course we will review the nature of CDR
generation, look at the different ways to assure
that they are being prepared and delivered
correctly, AND will spend time with real, hands
on manipulation and analysis of them.

This is a workshop class and students will
be asked to bring actual TT Files (off of their
switches), Switch TT File layouts, CDR Files
from pre/post mediation and records layouts.
Students will be asked to bring a laptop
computer and will actually convert and
diagnose raw CDR files, as well as interpreting
each of the field on the record.

This course is highly interactive and requires
that students do some serious “preparation
work” before attending (including collecting
information from their network teams)

Key Concepts will include:

. CDR Generation techniques

. SS7 Command Sequences
associated with CDR Generation

. CDR types

. Transaction / Service Types

. Methods of TTFile conversion

. Finding the right manual

. Translating Raw TT Files
into a readable format

. Creating a TTFile — template

. Analyzing A CDR in excel

. Analyzing a CDR file with MS Access

. Doing CDR diagnosis

RA930 Revenue Assured Architectures for
new product development 1 day BPI/RA

One of the bhiggest keys to the success of a
telecommunications company is the ability
to quickly integrate new technologies into
their infrastructure, and then create new
services, partnerships and business models
to make them successful. Because of this, the
development of new products and services
is processthat is often managed with speed
as the main objective. Unfortunately, as the
speed of deployment increases, there is often
a concomitant increase in the risk to revenues
as well.

While the inclusion of revenue assurance
expertise is critical to profitable and successful
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new product development, it requires a
special perspective and a special set of tools
to participate in the process and add value
without slowing things down. In this class, we
cover the fundamentals of how new product
development is managed in the telecom
Industry, what the key revenue risk issues are,
and how to integrate your RA into the product
development process.

Main topics include:

Understanding the Product

process
. Telecoms product development
, issues and concepts
. Product development
benchmarks and statistics
. Keys to successful new
product development
The role of RA as part of the new product
development team
Key disciplines associated
with RA participation.
. Product success assurance
* Product market assurance
techniques
* Market and product
research methodology
. Revenue stream assurance
* Pricing models — how to make
them, how to use them
*  Bundling dynamics and
bundling models
. New Product Risk
Assessment Techniques
* End to end new product risk audits

Integrating RA into the product development
process

Making RA value surpass the costs

Development

RA Management

RM100 Managing the Revenue Assurance
Lifecycle Workshop 1 day RA Mgmt

This course provides the student with an
indepthreview ofthe entire Revenue Assurance
Lifecycle, and helps the student to understand
and “fit together” all of those pieces within the
context of their own organizations.

*This is a workshop class and students will
be expected to make presentations, discuss
situations from their own environment or
experience and work out the details of how
to best attain “maximum impact for minimum
cost” in their own organizations.

Key concepts cover will include:

. Understanding of the overall
Revenue Assurance Lifecycle

. The organizational and operational
mapping process, which highlights
figuring out where the greatest risks
to revenue streams are (revenue risk
mapping) and then mapping those
risks against the available coverage
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agents (operational teams, operational
managers, support staff (i/t, I/A,
SOX, BPR, Six Sigma or others)
. Indepth review of each of the 4
4ents of the RA Lifecycle with
an in depth consideration of the
roles, responsibilities, overlapping
functional areas and “best fit” and
“optimum impact” scenarios.
. Forensic Analysis
*  Whatis it? How is it done?
e Main functions and methods
« Interfacing with I/A, Security
and other related groups
e Getting the forensics done right
e Setting up the Forensics Lab
. Corrections
*  Whatis it? How is it done?
e Main functions and methods
* Interfacing with I/T, BPR and
Operational Managers
e Getting the corrections done right
. Controls Management
*  Whatis it? How is it done?
* Main functions and methods
e Interfacing with I/T and
Operational Managers
e Leveraging the RA team
for maximum impact
* Dealing with “Operational
Responsibility” Exposure
e Making sure you don’t end
up owning sponsibility for
operational systems
* Negotiating coverage
and compliance
. Compliance
« Establishing compliance
report plans
e Creating compliance contracts

Compliance management

RM105 Revenue Assurance Vision, Mission
and Organizational Fit 1day RA Mgmt

Managing a revenue assurance group
is a big job. It involves trying to piece
together a complex model that includes:

. Organizational and functional
coordination with dozens
of other departments

. Technical and operational
comprehension of dozens of
revenue management streams

. The creation of budgets,
KPI's and staffing plans

. Pulling it all together under a
cohesive, viable, dynamic and
empowering mission and vision

In this class we help students to understand

and explore:

e The fundamental assumptions and
justifications for the establishment
of a revenue assurance function

e Common rationalization models
(and the impact of those
models on the KPI's)

An introduction to the Intraprenurial Model of
RA Department Management Including:
e Alternative Funding models

» Designation of “clients”,
“competitors” and “investors”
in your RA Department

» Marketing and Public Relations
for the RA Group

* Budgeting, Budget Management
and Making the numbers work

» The Definition of Roles

and Responsibilities
¢ Recruiting RA Team
Members
¢ Training strategies
« Creating an appealing
career path
* Retention and Promotion
Keyto this classis the review and establishment
of standard industry practices and proven
approaches for:

. Creating a revenue assurance based
corporate culture and making revenue
assurance everyone's Business

. Working with operational managers
and related departments and
making yourself a critical part of
their team and their success

. Cooperative models for the integration of
internal audit, sarbannes-oxley and other
financial assurance experts with revenue
assurance

*This is a workshop class. Students will be
expected to bring information and experiences
from their own organization and participate in
discussions and strategy sessions designed to
help them to formulate their strategies and test
their “stories” for maximum impact.

Workshops will involve:

. SWOT Analysis of the students
own organizational situation

. Strategic positioning and planning

¢ Review and development
of a comprehensive long
term and short term strategy
for RA expansion

RM110 RA KPI and Compliance Scorecard
Reporting Workshop 1 day RA Mgmt

Establishing KPI's for your RA team, and
determining what to report to management
and other groups is a key function for RA
Managers. KPI's are the fundamental building
block for budget and staffing negotiations,
and the preparation of the right KPI"s and
compliance reporting formats can have a
major impact on the effectiveness of your
revenue assurance group activities and on
your success as a manager.

In this course we provide a comprehensive step
by step guide to the definition, negotiation and
reporting of KPI"s and Compliance reporting.

*This is a workshop class and students will
be expected to make presentations, discuss
situations from their own environment or
experience and work out the details of how
to best attain “maximum impact for minimum
cost” in their own organizations.

2009 Courses

Key concepts cover will include:

Scope management
« Definition and declaration of the
scope management process
«  Working with management and
operational peers to clearly define
scope boundaries and objectives
« Establishing domain and assurance
level goals with top management
and operational managers
* Negotiating timeframes, budgets
and managing expectations
for each domain / level
Scope Level Analysis and Reporting
¢ Techniques for the determination
of the appropriate compliance
tracking parameters for
each scopel/level
¢ ldentifying and negotiating controls,
risk levels and pliance levels for :
Network Domain
Mediation Domain
Postpaid Billing Domain
Prepaid Domain erconnect Domain
Roaming Domain
Voice, essaging, Data,
Content Domains
7. Market Segment Domains

ok wdE

Operational KPI's Analysis and Reporting
e Forensics
1. Defining and negotiating
the scope of forensics
2. Load balancing and forecasting
of Forensics Activity
3. Budgeting for forensics
4. Setting Forensic

KPisDocumentation

of cases
5. Case reporting
6. Case Valuation and Revenue
Containment Calculation
Corrections
1. Defining and negotiating the
scope of Corrections
Load balancing and forecasting
of corrections Activity
Budgeting for Corrections
Setting Corrections KPIs
Documentation of Corrections
Corrections reporting
Corrections Valuation and Revenue
Containment Calculation
Controls Management
(Operational Monitoring)
1. Defining and negotiating the
scope of Controls Management
2. Load balancing and forecasting of
Controls Management Activity
3. Budgeting for Controls
Management
Setting Controls Management KPIs
Documentation of alarms
and escalations
6. Alarm and Compliance reporting
7. Alarm Case Valuation and
Revenue Containment Calculation
Compliance

N
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1. Defining and negotiating the
scope of Compliance
Load balancing and forecasting
of Compliance Activity
Budgeting for Compliance
Setting Compliance KPIs
Documentation of Compliance
Compliance reporting
Compliance Valuation and
Revenue Containment Calculation

N

Nooprw

Fraud Management

FMO001 Managing Fraud Exposure
Effectively 1day IA/IT/RA Fraud

This course offers an introduction to the
process of establishing a systematic, well
rationalized function for the management
of telecom fraud. This course provides
the student with a clear understanding of:

. Critical issues in the establishment of
a formal fraud management function

. Understanding the differences
and boundaries between internal
audit, security, revenue assurance
and fraud management

. A clear mapping of fraud
management operations to the
revenue assurance lifecycle model

. Understanding the SAS99, CIMA and
SOX standards and their applicability
to fraud coverage in telecoms

Included in this course is a review of each
of the major categories and types of telecom
fraud based on GRAPA benchmarks and the
GRAPA fraud contest.

This course helps managers to set up and run
their fraud management operations by helping
them to identify:

. how to organize and identify
KPI"s and tracking parameters

. Methods for the valuation and
guantification of risks discovered

. Methods for the forecast of “anticipated
loss” vs “prevented loss”

. Techniques for the documentation
, tracking and establishment of
the rationalized value of fraud
management activities

Also included will be:

. Benchmarks and standard approaches

to the staffing and organization of

a fraud management function
. Introduction to the functions and uses

of a fraud management systems
. Key factors in fraud

management operations
*This is a workshop class and students will
be expected to make presentations, discuss
situations from their own environment or
experience and work out the details of how
to best attain “maximum impact for minimum
cost” in their own organizations.

Students will be asked to bring knowledge of
their existing environments and be prepare to
participate in fraud exposure and containment
exercises designed to help determine the
proper level of fraud coverage.

FMO002 Top Telecommunications
Fraud Exposures and what to do
about them 1 day IA/IT/ RA Fraud

This course will provide a comprehensive top
down view of each of the major and minor
categories of telecom fraud and will provide a
case by case diagnosis of each including:

Operational Model — how does the fraud
work
Revenue management chain exposures
— where are the weaknesses in the
Revenue Management Chain
Valuation and quantification of risk —
methods for identifying if this type of
fraud is happening and how much
Standard practices and controls for the
containment of the risk exposure
1. Case studies and examples
Fraud types to be considered will include:
1. Subscription Fraud Call Sell
Point of Sale Fraud
Premium Rate Service Fraud
Ghosting, Phishing, Pharming and
Phreaking
Content Theft
SIMBOXES
Cloning
Voucher Fraud
PBX Hacking
a. DISA
b.  Call Forward
c. Auto Attendant
d. PBX Port Maintenance
10. Call center — ACD hacking
11. Directed Routing
12. Remote maintenance gateways
13. Physical incursion of switches or
cables
14. Roaming, Tumbling, Cloning
15. Prepaid — Last Call Exposure
16. IN Hacks
17. Business partner fraud
a. Interconnect
Fraud
b.  Roaming partner Fraud
c. Content Partner Fraud
d. Sales Channel Partner
Fraud
18. Internal Fraud
19. Law Enforcement
Legal

ron
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partner

Interface and

Telco Operations and Controls

OP100 Prepaid Operations and
Controls Workshop 1 day RA Prepaid

The course is designed to provide the
student with a comprehensive , end to end
understanding of a typical prepaid systems
operational environment and an indepth review
of the different areas of revenue risk exposure
from a leakage and fraud perspective.

Pre-Release Version 1- To be ratified December 2008

The course will begin with a review of the
fundamental technical components of the
prepaid environment and how they work
including:

SS7 and IN Architectures (Voice / prepaid)
IP, WAP and Program Parameter based

prepaid architectures

In addition to the technical fundamentals, the
course will focus on alternative methods of
sales and revenue capture and transformation
(sales channels) and the different exchange/
partnership models and the vulnerabilities
each represents.

This course reviews the prepaid environment
from each of the 5 major prepaid operational
frameworks including:

1. Traffic Management (including voice,
long distance , roaming, CAMEL, SMS,
MMS, content and GPRS)

. Channel and Sales Management
. Rating and Billing

. Account Management

. Revenue Recognition

abwiN

Each of these areas is reviewed in terms of:
Operational concepts and characteristics
Variance by vendor and environment

Revenue loss exposures

Fraud Risk Exposures

Systematic review of each component of
the area

Review of industry standard controls
profile for each area

agrw DN PR

o

Characteristics of a typical prepaid billing
system will be considered.

*This is a workshop class and students will
be expected to make presentations, discuss
situations from their own environment or
experience and work out the details of how
to best attain “maximum impact for minimum
cost” in their own organizations

Students will be asked to research their own
prepaid environments and answer anonymous,
in depth questionnaires before attending the
workshop. Workshops throughout the day will
help students to:

1. Diagnose and breakdown the operational
characteristics of their own Prepaid
environments

2.  Compare their environments
standard environment discussed

3. Develop strategies for:

« Determining the level of
associated with each

« Determine the level of risk to revenue
associated with each

Defining appropriate forensic and alternative

control strategies for each major service line.

to the

revenue

OP105 Interconnect Billing Operations
and Controls 1 day RA Interconnect

The course is designed to provide the
student with a comprehensive , end to end
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understanding of a typical interconnect
operational environmentand anin-depth review
of the different areas of revenue risk exposure
from a leakage and fraud perspective.

The course will begin with a review of

the fundamental technical components
of the interconnect environment
and how they work including:

1. Topology, POIl, CDR Strategy and
Revenue Management Chain Issues

2. SS7 and IN Architectures (Voice /
prepaid)

3. Routingtablesandsoftswitchbasedrouting

In addition to the technical fundamentals,
the course will focus on the many complex
business, technical and exchange processes
and regulations associated with interconnect.

This course reviews the interconnect business
model, technical and operational environment
foreach ofthe mainfunctional areas associated:

1. Interconnect agreements, terms,
conditions, escalation and mediation.
2. The Settlement Process
Traffic Management
4.  Service Level Management (Negotiation,
contracting, tracking and enforcing)
5. Deal Management
6. (including voice, long distance
, roaming, CAMEL, SMS,
MMS, content and GPRS)
7. Rating and Billing
8.  Margin Analysis and
Margin Management
9. Revenue Recognition

w

Included with be discussions regarding
brokers, rating adjustment and other aspects
of alternative revenue maximization scenarios
for interconnect.

Special attention will be given to the many
different issues associated with VOIP
within the Interconnect domain including:

10. Simboxes
11. VOIPFraud Scenarios

*This is a workshop class and students will
be expected to make presentations, discuss
situations from their own environment or
experience and work out the details of how
to best attain “maximum impact for minimum
cost” in their own organizations

Revenue Assurance Systems

ITOO1 Fraud Management Systems
(Cost Justification, Specifications
Development, Selection and
Implementation) 1day IT/ RA Fraud

This course is designed to provide the student
with a comprehensive review regarding the
selection, installation and utilization of Fraud
Management systems.

Major areas of review will include:

1. Principle features and functions
of a fraud management systems

2. Review of the major brands
of systems and comparative
features and functions

3. Exploration of the business
reasons for the implementation
of a fraud management system

4.  Checklist of fraud management
system requirements

5. Process for the rationalization
and quantification of fraud risks
and the development of the
business case for the FMS

6. Criteria and approaches to
the Selection of an FMS

7. Typical FMS RFI/RFP components

8. Review of a typical
implementation project plan

9. Architectural and
performance issues

10. Training requirements
for running the FMS

11. What to watch out for ... when
FMS systems go wrong !!

12. Staffing the FMS — skills ,
training and experience

13. How to collect ‘rules’ for the FMS

14. Creating an FMS management
operational environment

15. Managing the FMS

16. KPI's and reporting for the FMS

17. Major FMS value areas, how to find
them, how to capitalize on them

*This is a workshop class and students will
be expected to make presentations, discuss
situations from their own environment or
experience and work out the details of how to
best attain “maximum impact for minimum cost”
in their own organizations. Students will be
requested to bring actual RFP/RFI documents
for review in the class. ( If possible)

ITO02 Revenue Assurance Monitoring and
Reporting Systems (Cost Justification,
Specifications Development, Selection
and Implementation) 1day IT/ RA Fraud

This course is designed to provide the
student with a comprehensive review
regarding the selection, installation and
utilization of Revenue Assurance Systems.

Major areas of review will include:

1. Principle features and functions of
a Revenue Assurance Systems

2. Review of the major brands
of systems and comparative
features and functions

3. Exploration of the business
reasons for the implementation of
a Revenue Assurance System

4.  Checklist of Revenue Assurance
System requirements

5. Process for the rationalization
and quantification of revenue
risks and the development of the
business case for the REVENUE
ASSURANCE SYSTEM

6. Criteria and approaches to
the Selection of an REVENUE
ASSURANCE SYSTEM

7.  Typical REVENUE ASSURANCE
SYSTEM RFI/RFP components

8. Review of a typical
implementation project plan

9. Architectural and
performance issues

10. Training requirements for
running the REVENUE
ASSURANCE SYSTEM

11. What to watch out for ... when
REVENUE ASSURANCE
SYSTEM systems go wrong !!

12. Staffing the REVENUE
ASSURANCE SYSTEM - skills
, training and experience

13. Creating a REVENUE
ASSURANCE SYSTEM
management operational
environment

14. Managing the REVENUE
ASSURANCE SYSTEM

15. KPI's and reporting for the
REVENUE ASSURANCE SYSTEM

16. Major REVENUE ASSURANCE
SYSTEM value areas, how to find
them, how to capitalize on them

*This is a workshop class and students will
be expected to make presentations, discuss
situations from their own environment or
experience and work out the details of how to
best attain “maximum impact for minimum cost”
in their own organizations. Students will be
requested to bring actual RFP/RFI documents
for review in the class. ( If possible)

ITOO3Network Utilization Based
RA Solutions (Cost Justification,
Specifications Development and
Implementation) 1 dayIT / BPI/ RA

One of the many sources or revenue risk
exposure for many telecoms comes when
network elements (switches, MSC’, gateways)
experience frequent failure or downtimes.

When this occurs, the company suffers a clear
loss of revenues, but few organizations are
able to adequately track, measure , diagnose
and make well informed and well rationalized
decisions about how to make optimum
decisions about it.

Inthiscoursewe coverthe basics ofdevelopinga
complete end to end network utilization tracking
and management system. Included will be:

1. Definitions of the different
types of network utilization
cases to be included
2. Review of root causes and
costs associated with these
types of scenarios
3. Alternative sources of tracking
data to quantify the activity
4. Bases for the rationalization of the
costs — computations of asset value
5. Time and occurrence based
multipliers as a basis for asset
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utilization value calculation

6. Methods for capturing
activity down time

7. Methods for estimating revenue at
risk

8. Techniques for the development
of alternative cost/benefit tradeoff
scenarios

9. A management framework for the
ongoing monitoring and control of
the revenue risk exposure

Business Intelligence for RA

IT500 Business Intelligence for
Forensic Analysis 1day IA/IT/RA

This course provides a comprehensive review
of the principles, techniques and disciplines
associated with the development of a business
intelligence based “Forensics Lab” (Data
Warehouse). A Forensics lab provides revenue
assurance analysts with an environment where
they can:

1. Isolate data sources
for investigation

2. Review extensive
histories of activity

3. Perform statistical analysis
for risk assessment

4.  Apply data mining and forecasting
techniques in order to assist
with the Forensics process

5. Leverage data warehouse
technology in order to
perform easy, rapid analysis
and quantification

Major topics covered include:

1. Principles of data warehousing
Principles of data mining
3. Inventory of forensic analysis cases
that can be effectively addressed
using business intelligence systems
and tools
Included will be a case by case review of
forensic analysis scenarios and details of
business intelligence solutions, mapping
each to the relavent control or monitoring
point along each major revenue stream and
horizontal/vertical domain including using
data warehouses and data mining to address
forensics in:

N

. Network Analysis
. Mediation Assurance
. Postpaid Billing Tracking and Auditing
. Interconnect Operations Assurance
. Roaming applications
. Prepaid systems assurance
Special focus will be placed on:
. the use of data warehousing in
support of synchronization problems
A comprehensive review of technologies and
the problem spaces they can address will be
covered.

IT505 Business Intelligencefor Controls
Design and Deployment 1 daylA/ IT/RA

The course provides students with a
comprehensive review of data warehousing
and data mining technologies as applied to
the problem of creating and running critical
revenue assurance controls.

Data warehousing has long functioned as a
major tools utilized to help RA managers to
develop customized , focused reports to help
them to monitor the revenue risk and leakage
exhibited by systems.

This course will review the critical aspects of
Bl based controls design including:

1. Techniques for the assessment
of a revenue stream / process
stream in order to identify the
appropriate tracking control points.
2.  Design of Manual Processes to
supplement control check points
3. The integration of process and
Bl system for maximum impact
4. A system by system review of:
a. Standard control points
b.  Techniques for
collecting data to
report on that point
c. Table layouts
and designs
d. Report layouts
and designs
5.  Control points reviewed will include:
a. Network — Switch
performance
b.  Network — Fault reporting
c.  Network — Performance
reporting
d. Network — Asset
Utilization reporting
e. Mediation — controls
and reports
f.  Post paid billing —
controls and audits
g. Prepaid operations
— controls, audits
and reports
h.  Interconnect billings
systems controls
i.  Synchronization systems
j.  Provisioning and
Activations tracking
k.  Credit systems
and solutions
I. Collections reporting

IT510 Business Intelligence Based
Churn Solutions 3 day IT/RA

More and more revenue assurance teams
are being asked to get involved in issues of
churn management. Churn represents one
of the biggest risks to the companies hard
earned revenue streams, and is often the least
understood in terms of the actual financial
impacts.

The course covers two aspects of churn and
churn management.

Pre-Release Version 1- To be ratified December 2008

First — it reviews the current ‘state of the art’
when it comes to understanding and working
to combat churn..

Second - it covers core concepts and
application of the revenue assurance
disciplines to the problem.

The first part of the class covers a broad
range of topics and best practices, offering
organizations some fresh perspectives, a
shared vision, and a common vocabulary for
dealing with issues of management, strategy
and tactical execution when it comes to the
issues of churn management.

Topics covered include:

1. Introduction to churn management

2. Review of the many different
definitions of churn, and the
different ways to measuring,
assessing and addressing it

3. CRM “postures” and the different
ways telcos create churn with
mistakes made in marketing,
product development, pricing,
and customer misappraisal

4. Keys to developing and using
churn prediction models

5. Different ways to detect,
monitor and address churn

6. Customer loyalty
management profiling

7. Getting your entire organization
to understand and participate in
an ROI-based loyalty posture

8. How to organize your churn
management activities and
teams for optimum efficiency
and impact (Churn Management
Mission, Scope And Staffing)

9. Churn Management functions
and techniques (Valuation,
Root Cause Analysis,
Measurement, Scoring,
Prediction, Program Targeting,
Program Design, Program
Execution, Program Delivery)

10. Financial and strategic implications
of churn management
(Churn Management
Return on Investment)

11. Strategic churn tracking (Churn
Risk Mapping Methodology)

12. Strategic prioritization
of churn management
activities (Risk-Based Churn
Management Posture)

13. A systems perspective on churn
management (The Churn
Management Architecture)

14. The critical future role of churn
management in 3G, Triple
Play, WIMAX and other new
business model roll-outs

15. How to position your churn
management organization
for leadership in the future
of telco management

In addition to these management level churn
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management topics, we also include an
extensive and detailed set of training classes
focused specifically on understanding each of
the links in the churn management chain, the
different best practices in churn detection, and
the standard churn detection and prevention
tools, procedures and reports for each area.
Thisincludes training in industry best practices-
based churn detection, prevention, reporting,
and the development of high-impact, low cost
campaigns that integrate and leverage the
efforts of:

Sales

Call Center
Marketing

Product Development
Pricing

arwNE

The depth of exploration into the topics can
also be tailored to the experience level of
the students. Our classes can address any
experience level, from the novice with no
exposure to the discipline up to the person
who needs an overall understanding of churn
management. We can also integrate specific
operational systems or specific software
capabilities into the training when appropriate.

After developing this understanding of the
problem space and related issues, the
course then delves into the application of
Forensics, Corrections and the establishment
of operational monitoring and controls to stay
on top of churn risk exposure and to give
management confidence that an appropriate
amount of time and energy is being invested in
that particular aspect of the business.

IT515 Business Intelligence Based Margin
and Rate Plan/Bundling Assurance
Management Solutions 1 day IT/

In the complex world of telecommunications
service bundles and extremely complicated
contingent rate plans are the rule. When you
make service offers that include hardware,
software intellectual property rights, credit,
advanced services and other arrangements
accounting for revenues, applying them
correctly to the G/L and understanding when,
where and how the revenue is realized is
critical.

There are many cases where such complex
bundles actually yield NO NET REVENUE
AT ALL, BUT A NET LOSS because of faulty
calculations, forecasts or assumptions.

The assurance of margins and bundles is an
extremely complex discipline which includes
advanced tax and regulatory accounting
laws, the tracking of multi-layered and multi-
dimensional pricing models and extremely
difficult to verify revenue assumptions.

In this course we review the many different
issues associated with the tracking and
assurance of these revenues, and investigate
the ways that business intelligence systems
and tools are utilized to help.

Included will a review of:

e A framework for the decomposition and
diagnosis of complex rating structures

. Methodology for the development of
sound, testable revenue scenarios

e  An approach for the capture and testing
of revenue scenarios against history

e  The application of forecasting techniques
in order to build reasonable price/revenue
models that can be tied to measurable
predictors and metrics

. Learn how to harness the power of data
warehouses and data mining to make the
assurance of these revenues a reality.

IT520 Scorecards for Compliance
and KPI reporting 1 day IT/RA

Scorecards represent one of the more powerful
types of business intelligence applications
allowing managers to track the key activities
of operational units. While the “balanced
scorecard” approach can be utilized to help
track overall business activity, the same
scorecard software can be effectively used to
build a revenue assurance risk exposure and
compliance reporting dashboard.

The benefits arising from using Balanced
Scorecard for operational control purposes
include:

. Increased understanding,
awareness and alignment about
revenue assurance operations
across the whole management
team arising from the discussions
during the design process;

e  Wider and more effective
monitoring of performance
improvement initiatives;

e Improved understanding of
the links between measures
improves understanding and
makes target setting easier;

e  Asingle concise management
report describes operational
performance across perspectives.

In this course we will review:

1. Basic architecture and design
of a scorecard application

2. Review of each of the major
categories of revenue assurance
reporting as it relates to
scorecard objectives.

Applications reviewed include scorecards for

. Network Activity

. Revenue related
performance impacts

. Mediation activity levels
and risk targets

e  Billing exposures and
reporting for Postpaid,
prepaid, interconnect,
roaming and other
revenue streams

e  Single dashboard views
of revenue chains

e  Standard single “version

of the truth” for the
revenue numbers
being reported

. SOX compliance
reporting and alignment

verification
Included will be a review of the key
potential domains for scorecard reporting

in the revenue assurance area including:

¢ Use of scorecards for KPI reporting

« Use of scorecard for the reporting
of compliance, compliance
variance and escalation

* How to provide a quick
reference dashboard for
the centralized review and
control of all RA activity
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Additionally, our members represent each of the major categories of carrier
based upon the size of the subscriber base. This means that GRAPA standards
and certification will apply equally to the needs of the very large carrier, the very
small carrier and everyone in between.
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GRAPA Workshops

The GRAPA membership makes their knowledge, expertise and intentions known
through a variety of mechanisms. One of the most compelling and effective are GRAPA
workshops. Workshops are combined training/problem solving sessions wherein
GRAPA members get together and discuss their common problems, approaches and
solutions. These sessions, offered through the GRAPA “Revenue Assurance Academy”
provide a compelling, in depth and personally source of input and knowledge sharing.

GRAPA Committees

GRAPA hosts a number of committees. These committees work to get
GRAPA members involved in the discussion and resolution of different
issues and provide a forum for problem solving and a preliminary level of
consensus building and problem positioning.

i GRAPA Benchmark Surveys

{ GRAPA executes a series of online benchmark surveys. These surveys

collect anonymous, detailed information about different standard practices

and objectives for revenue assurance departments around the world, and

“ form one of the most quantitatively verifiable sources of standards and
certification information.

GRAPA Town Hall Meetings

In 2008 , GRAPA instituted the highly effective National and Regional Town Hall
meetings process. This process allows local experts (usually a volunteer from local
carriers) to conduct monthly online webinars where key topics are presented and
discussed. The Town Hall meetings continue to expand as more and more many take
part in the growing body of consensus based expertise.

GRAPA Standards Ratification

Every 3 years, the current proposed body of GRAPA standards and body of knowledge
specifications are submitted to a formal “ratification process”. This ratification process
provides the entire membership with a summary of what is contained within the
standards, and allows everyone the opportunity to vote on those standards and to
approve or disallow portions that they feel are appropriate. The certification program
specified here is based upon the standards and body of knowledge verified by the last
GRAPA standards ratification.
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