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Service Quality Management Modeling, Controlling and Upgrading as well as
Communications and Information Technology Enhancement through
Conducting a Case Study in the Parent Telecommunications Network of Iran

Mohammad Reza Zare, Abdollah Aghaie, Ahmad Asl Hadad, Yaser Samimi

Abstract: This paper reviews the service quality management control and upgrade as well as the
communications and information technology enhancement. The purpose of this research is the control
and improvement of the service quality management as well as the enhancement of the parent
telecommunications network of I.R.Iran that finally, taking the specific conditions into consideration,
the quality management service model of the telecommunications parent network of Iran will precisely
be used as the whole in the format of the communications and information technology enhancement
model after identifying and specifying the levels of the relationships existing among the models, and the
standards of the communications and information technology management. The study shows developing
such a model in the industry of ICT with emphasis and establishment in the parent telecommunications
network of Iran, benefit of human capital with the latest technology and presenting modern services to
the customers, the service quality management will be upgraded and will lead to the improvement in
quality management in the field of ICT.

Keywords: Control, Service Quality Management, Parent Telecommunications Network, Standards,
Excellence Models.
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" Answer to Bid Ratio
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" Average Holding Time

' Network Effectiveness Ratio

* Primary Centre

» Secondary Centre

" Transmit/Receive

» Local Exchange

' Line Transmitter
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' Background Block Error Ratio
“Mean Time To Repair
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' Severely Errored Second Ratio
¢ Error Free Seconds
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" Degraded Minutes
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" Loss of Bit Count Integrity
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® Voice over Internet Protocol

* Video Teleconferencing

¥ Committed Information Rate
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' International Switching Centre
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¥ Internet Protocol Packet Transfer Delay

Journal of Control, Vol. 13, No. 1, spring 2019

WA Sle o) oylad OF dor oJ =8 als



tELF]

53S  plea yale 4t (63 50 aalllan b AN (5555 5 DLyl IS 5 g o SakS S ke sl 5 ST (5l Je A

e J""'LL e3ld>- J.p\ Lox| L&BT 4“-\4« LC)U Lo,y deses

@ a5 L OOl (g5l 5 DLl W 5 Sk g ke die
b ltinl 5 ol Lol b s 51 OT Caltbes sbal 5 as s o ke
5 03 fam sS e 5 S 5 Sotel slaslas 5 (solasl il
o3 & ABASSE 75 4 5538 S b 3l 2 ASTELICT
3 2 ge s llbinl 5 dds w4 am g b 58 e Je ol
L IMS 5 ISMS VAL IT (TIL «COBIT 5 (TL 9000 eTOM :akex
e 0 (53l ot bl CokS Je s n AT S o
o5 Gl w LS 5 o s 5 A 5V gl S

M:wdl&»ba&g‘kébﬁd-hjlc-r

ISMS

¢TOM, TNM, NGOSS, .
Framework, TL 9000, ITIL, PRINCE2 § ¢ Lo o
Service Management S

oy g

Coial

COBIT, ITBSC

S 1yl e

ICTU'P6La.s)l,\j\:.~l}ud,u;,ﬁ.bl.;)l}c}l=,»:VJQ

18 o ilyd

wndé Y Gk 3

il g i

—
| FEEY

Shids g WY e bl [
g o 1 sk i

saslel 8wl I

ICT I 5 CkS Sy pile Jla A IS

o9y S yglus -1

Jeole 58 e a1 a8 il e (KPD) 167 S (gla e ls
Lzea (KQIM) S IS sla s ls 5,8 Blod 51U 5558 oo
OIS e oy gy s Jama &S5 500 0 by 6 e 4 oS
Sl gl e g5 3145 AST e slaml |y (ST 80 gbsesls 4 olows
o) Slhes b 5 SV s Sl w2 Sy pe 5 35 Sles

(0 JSKa) a8 e szt 1y bl 1Sl

SLA
_ e 5 in ol T Cu pna
/ & A (e s e et )
f = Y
5 ik >
sLA (>
— e =
g - d
N e =
e
r‘l
b Cilae S #E
o s (QOS e}

KP a3
2558 G gl 53l dE s g o0 T ke e s B S

5 oma e Sllas b5l S diaplss o5t 6 Sl g e Jole

ot,wfwa,,ges,g&uu;),@t.:ﬂf&a,ﬁé)\?;qu

Slles 5 T3 5l wlie (g5l 4 LSS 5 )il 5 55l Jl o

).‘JJ“"Qi"’}*.:’gs‘"i“\’.":)\j}“"‘ﬁuu‘“i)ﬂkﬁ).b).}ﬂ\i‘htjf
28 o Ve 3l s ol 4 VL oS

ok 0nl> O # IS 53 s e o pite Sleztle gla oSTh

G Gl
Cyta g olad

P e
s St Glaztle GlST L 7 S
QEJ.«.G}L;JL:J ‘)}.i.f L;"‘J:Bsa )Jb@mjﬂ o pde
e ASES 058 guer 5 S e Ooldal L S a5 gl 1 Kl
il oo )L 1y Sl (g i 5 S

SN (53968 § DL 51 W § Cuds g gt Jo

" Key Quality Indicator

' Key Performance Indicator

Journal of Control, Vol. 13, No. 1, spring 2019

WA Sle o) oylad OF dor oJ =8 als



2558 G e p3le 4 (635 g anlllan b DleMbI (65515 5 bS5 I 5 s g o0 CukS S ke el 51 5 J 28 065l Juke

s fwb_ 3l J-é‘ do-| ‘dGT AJ\J.J— ‘C)U Loy deses

S g CudS oo Jow 988 Slpbee jole 4l ohgr g ICT
95 oo oS dshie a4y JolS azgi b Sledlbl g5k 5 wlbls)|
5 oyt 5 15l 0395 (slos il 5 Lol a5 o] il ole

b sy 20,5 S3leisos 5 siazsb EFAM (s (05T 5
il 5 05T L 156 oo o Jaw ol 5l solitil 45 ams o i
5 Sl Gloaylo s 5l gaieo gy 5 5505 Jlpbre jols s 5o o
Wl g (Byre g &Sl ol flw 53 L33 59, sl 5l TS
CodsS Copde g S )l @ gl 4 i sle g

b selys joxie ICT o555 (JUi 5 (g oo

&l
[1] Grigg, N., Mann, R., Promoting excellence: An
international study into creating awareness of

business excellence models, The TQM Journal,
20(3), 2008, 233-248.

[2] loannis N. Metaxas, Dimitrios E. Koulouriotis
(2017) “Business excellence measurement: a
literature analysis (1990-2016)”, Total Quality
Management & Business Excellence.

[3] Ferguson, Pannirselvam, G. P, L. A., A study of the
relationships between the Baldrige categories,
International Journal of Quality and Reliability
Management, Vol 18, No.1, 2001, pp.14-34.

[4] Saladin, B., Flynn, B., Further evidence on the
validity of the theoretical models underlying the
Baldrige criteria, Journal of  Operations
Management, Vol. 19, No. 6, 2001, pp. 617-52.

[5] Lee, S.M., B.H., Rho, S.G., Lee, Impact of Malcolm
Baldrige national quality award criteria on
organizational quality performance, International
Journal of Production Research, 41: 2003-2020,
2003.

[6] Calvo-Mora, A., Picdn-Berjoyo, A., Ruiz-Moreno,
C., Cauzo-Bottala, L., The relationships between
soft-hard TQM factors and key business results,
International Journal of Operations & Production
Management, 34(1), 2014, 115-143.

[71 Mohammad, M., National Quality/Business
Excellence Awards in different countries,
Retrieved from http://www.nist.gov/, 2010.

[8] ITU-T Recommendation M.3050.2 Enhanced
Telecom Operations Map (eTOM) - Process
decompositions and descriptions,2004

[9] GB921, T. (2004). Enhanced Telecom Operations
Map (eTOM)-The business process framework:
Approved Version 4.0, TM Forum Guidebook,
from www.tmforum.org.

[10] Lu, Hanhua, et al., OSS/BSS Framework Based on
NGOSS, Chengdu, China 2010.

13 4558 ICT Cmio 55 hasly (nl e W2 ,5ks I (&

AL 25

28 Sl 53l & g i o LB -

Gosld 5 Cbliyl S o g CokS mhw LB -
a8 Sledbl

5 b el (BL gl 2 SL3l s ooy 0e -
3kl eSS

Sl SIS 53 Gl Dl 5 e IS By e -
Gl ) 055 a5 il g Glate bt sl (55455 sl
cSleds (55185 5 (s e a3 e

el O Gl gslal g Olaal sl 5 e -
VN[ PP PR

2 Vg Jdos 1 Jol s | oolizal b bas SO, il -
38les Ly Gl g el L3 (SN mle (ks
ls e ls

o3 o e 1B -

S e sk 4 gl B b Sl Gl el pluls -
8o S et

Dokd g3 sl ol e, -

S b Ol plos SV s 5 oy e S e )l
o olamul Oledbl 655l 3 DLl gla e 9w 3 255 4
0558 ol o 2L 5| (AL el el 251 ke S
‘_;)l.&sb‘géijQusckM‘w)l‘)%umch»;w)l
siS 55 s

S5 Aol 9 SNy o —Y

g b szl do Jow a5 08l calisee SYlie cwyp b
sl Jlo 5o (Jai g g ok o e 4 bgrye gla ol

Ol e SekeS b g ) sl o e a0 S i 55
3l (oo kST bl JPS Al ez e 5l S oS el
90 4y a8 el (pl Bl g0l g2y Lol 6,8 Sl Jaw cpl soles
P9l (oo e gl g bojluaisllys 059>
S5l gz b Il 5 oee 5 (S 0 Shee (2551 J5S
B oo JS g Fp g CebeS 4l Glole liws Gl
CoeS Ca e Joo 5 P Ll (28,5 1 o b el 0¥l nby
Soge @ 8 ol O Sdee 925 Slple jole Al g
9 JrS 0550 seme sy (U e So B o 580 5 ax LSS
0397 55 el g (Sl (slad ol pslaiey 1 108 8 L)

' - Stakeholders

Journal of Control, Vol. 13, No. 1, spring 2019

WA Sle o) oylad OF dor oS Al


http://www.nist.gov/

2558 1 pea pale s (635 g0 anllan b SleDbI (6 55k5 5 Lyl I 5 s 5 o SasS e 551 5 1S 065l Jode \E

e J.wl.: e3ld>- J..p\ Lo L&ET AJU..G LC)\j Lo,y deses

“Quantitative research on the EFQM excellence
model: A systematicliterature review (1991-
2015)” European Research on Management and
Business Economics, IEDEEN-23; No. of Pages
10.

[23] Boulter, L., Bendell, T. & Dahlgaard, J.J. (2013).
Total quality beyond North America: A
comparative analysis of the performance of
European Excellence Award winners. International
Journal  of  Operations and  Production
Management, 33(2).

[24] Khan, B. A., & Naeem, H. (2016). Measuring the
impact of soft and hard quality practices on service
innovation and organisational performance. Total
Quality Management & Business Excellence,
doi:10.1080/14783363.2016.1263543.

[25] Dahlgaard-Park, S. M., Chen, C.-K., Jang, J.-Y., &
Dahlgaard, J. J. (2013). Diagnosing and
prognosticating the quality movement — a review
on the 25 years quality literature (1987-2011).
Total Quality Management & Business Excellence,
24(1-2), 1-18.

[26] Metaxas, I. N., Koulouriotis, D. E., & Spartalis, S.
H. (2016). A multicriteria model on calculating the
Sustainable Business Excellence Index of a firm
with fuzzy AHP and TOPSIS. Benchmarking: An
International Journal, 23(6), 1522-1557.

P Y oole il olbls )l 8 b Ggas asbiwlul [YY]

[28] ITU-T X.805 Standard, https://www.itu.int/rec/T-
REC-X.805, 2003

[29] ITU-T G.828 Standard, https://www.itu.int/rec/T-
REC-G.828-200003-1/en, 2001

[30] ITU-T G.827 Standard, https://www.itu.int/rec/T-
REC-G.827-200309-1/en, 2004

[31] ITU-T G.826 Standard, https://www.itu.int/rec/T-
REC-G.826-200212-1/en, 2003

[32] DISAC 300-175-9 - Defense Information Systems
Agency, http://www.disa.mil/~/
media/Files/DISA/About/Publication/Circular/dc3
001759 basic-chngl.pdf, 2009

[33] ITU-T Y.1541 Standard, https://www.itu.int/rec/T-
REC-Y.1541-200205-S/en, 2012

[11] Lee, D., Lee, D. H., A comparative study of quality
awards: Evolving criteria and research. Service
Business, 7, 2012, 347-362.

[12] Joaquin Gomez Gomez, Micaela Martinez costa,
angel R. Martinez lorente (2017) “EFQM
Excellence Model and TQM: an empirical
comparison” Total Quality Management &
Business Excellence, Vol. 28, No. 1, 88-103.

[13] Ulas Akkucuk., Yasin Galip Gencer (2017)
“EFQM  Model and  Sustainability  of
Organizations” International Conference on
Advances in Management Engineering and
Information Technology, ISBN: 978-1-60595-457-
8.

[14] Marina Godinho Antunes, Joaquin Texeira Quirds,
Maria do Rosario Fernandes Justino, (2017) “The
relationship between innovation and total quality
management and the innovation effects on
organizational performance” International Journal
of Quality & Reliability Management, ISSN: 0265-
671X.

[15] Paul Olanrewaju Olonade. Emmanuel Olateju
Oyatoye, (2017) “ISO 9000 and quality standards
improvemence units of selected manufacturing
firms in LAGOS” JORIND 15(1)June, 2017. ISSN
1596-8303.

[16] Uma, Chandrashekhar.,Scott, Nelson., Delivering
Network Assurance Through Secure and Reliable
Solutions, 2012.

[17] Pereira, Cristiano, Ferreira, Carlos, Amaral, Luis,
(2017) “IT Value Management Capability Enabled
with  COBIT 5  Framework” European,
Mediterranean, and Middle Eastern Conference on
Information Systems, pp 431-446.

[18] Polak, Leonard F., Kleiner, Brian H., Managing for
Excellence in the Telecommunication Industry,
Volume 23, 2000.

[19] Asif Khan, M., Evaluating the Deming
Management Model of Total Quality in
Telecommunication Industry in Pakistan — An
Empirical Study, Vol. 5, No. 9, International
Journal of Business and  Management,
www.ccsenet.org/ijom, 2010.

[20] Talib, F., Rahman, Z., Qureshi, M.N., An
empirical investigation of relationship between
total quality management practices and quality
performance in Indian service companies,
International Journal of Quality and Reliability
Management (IJQRM), Emerald Publishers, Vol.
30, No.3, 2013, 280-318.

[21] Khanam, S., Siddiqui, J., Talib, F., Modeling the
TOM enablers and IT resources in the ICT
industry: an ISM-MICMAC approach, Int. J.
Information Systems and Management, Vol. 1, No.
3, 2015, 195.

[22] Eva Suareza, Arturo Calvo-Morab,*, José L.
Roldanb, Rafael Perianez-Cristobal, (2017)

Journal of Control, Vol. 13, No. 1, spring 2019

WA Sle o) oylad OF dor oS Al


http://www.ccsenet.org/ijbm
https://www.itu.int/rec/T-REC-G.828-200003-I/en
https://www.itu.int/rec/T-REC-G.828-200003-I/en
https://www.itu.int/rec/T-REC-G.827-200309-I/en
https://www.itu.int/rec/T-REC-G.827-200309-I/en
https://www.itu.int/rec/T-REC-G.826-200212-I/en
https://www.itu.int/rec/T-REC-G.826-200212-I/en
http://www.disa.mil/~/%20media/Files/DISA/About/Publication/Circular/dc3001759_basic-chng1.pdf
http://www.disa.mil/~/%20media/Files/DISA/About/Publication/Circular/dc3001759_basic-chng1.pdf
http://www.disa.mil/~/%20media/Files/DISA/About/Publication/Circular/dc3001759_basic-chng1.pdf
https://www.itu.int/rec/T-REC-Y.1541-200205-S/en
https://www.itu.int/rec/T-REC-Y.1541-200205-S/en

