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Sharing the burden of 
	 business transformation

				    A partnership for 	
								       change 
	

Oi is Brazil’s biggest 
converged communications 
brand, providing fixed, 
mobile and Internet services 
for over 33 million people. 
Already, its customers 
can pay for most of these 
services via a single post-
paid bill or pre-paid card.  
But this is just one step 
along the road to fully 
integrated service provision 
- anytime, anywhere, to 
any device the consumer 
chooses.

Since 2002, Nokia Siemens 
Networks has worked 
closely with Oi to develop, 
manage and simplify the 
infrastructure underpinning 
this long term business 
transformation. The first step 
was to outsource part of their 
fixed network operations 
(Inside Plant operations 
in Rio, Minas Gerais and 
Espírito Santo states), which 
helped Oi to focus on their 
core strengths, build brand 
differentiation and accelerate 
the roll-out of new services 
such as high-speed Internet 
access and IPTV. Today, the 
partnership is entering the 
next phase of Oi’s evolution 
as a full quad-play service 
provider.

Improving the consumer 
experience with simplified access 
to services and payment
As Brazil’s only truly integrated 
communications service provider, 
Oi has pursued a highly successful 
twin-track strategy of customer 
segmentation and fixed, mobile and 
Internet service convergence.

To deliver a true one-stop consumer 
experience, and to pursue their long 
term goal of full quad-play service 
provision, Oi needed to simplify their 
own internal systems and processes. 
As well as optimizing operational 
overheads, this would enable them 
to focus on core competences, 
enhance customer value and roll  
out new services more quickly and 
cost-effectively. 

Working together to make  
a difference 
“The basic decision we had to  
make was to understand our core 
skills and prioritize the functions that 
should be carried out by our own 
people,” recalls Operations Director 
José Claudio Moreira Gonçalves 
(Naval), “Then we could look to 
the market for a provider who was 
equally strong in the areas outside 
our core expertise, and decide 
how to work with them in the most 
efficient and mutually beneficial 
way.”

Initially appointed as an outsourcing 
partner for Network Operations 
of sections of Oi’s fixed network, 
Nokia Siemens Networks was 
responsible for around 25,000 sites 

“What we have always longed  
for is not simply to have a supplier  
who works for us and waits for  
our instructions. We want to build  
a partnership that generates real synergy, 
where we listen a lot, talk a lot, exchange 
ideas and, most importantly, use our 
relationship to build better results for  
both companies.”

José Claudio Moreira Gonçalves (Naval), 
Operations Director,  
Oi (Brazil)



featuring equipment from more than 
35 different vendors. Deliverables 
included everything from training 
managers and field technicians to 
reorganizing regional operations 
centers into a single central location.

By offloading the burden of these 
day-to-day operations, Oi’s senior 
leadership team were able to focus 
on delivering the services that 
would create real differentiation in 
the marketplace. With the quickly-
achieved improvements in core 
infrastructure performance, they 
were also able to enhance the 
quality of the consumer experience 
and improve customer loyalty.

“I think the term ‘outsourcing’ is  
too vague to explain what we  
wanted to do,” says Naval. “What  
we were looking for were true 
market partners who excel in their 
particular field and who can execute 
a set of functions that are vital to our 
success, but do it better than we  
can do ourselves, with more focus 
and better performance.”

Minimizing the risks of  
employee transfer
Over the last four years, more 
than 5000 personnel have been 
transferred from Oi’s partners to 
Nokia Siemens Networks. As part  
of the outsourcing contract extension 
in July 2007, 2200 personnel were 
transferred in the space of just two 
weekends. According to Naval, the 
process set “a world benchmark” in 
cross-organizational co-operation 
and human resource management.

Better services, faster
Outsourcing is not the only way 
in which Oi has benefited from 
this partnership. Leveraging the 

end-to-end expertise of Nokia 
Siemens Networks ‘Solutioneers’ 
in fixed and mobile domains, the 
company has also enjoyed trouble-
free deployment of several key 
strategic technologies. On the 
fixed side, these have included the 
delivery of complete DSL solutions 
encompassing service provisioning, 
subscription management and an 
end-to-end logistics service for 
customer premises equipment.
Building on this infrastructure, 
Nokia Siemens Networks are also 
helping introduce IPTV and other 
new technologies that play a vital 
strategic role in Oi’s long-term 
service vision. Through carefully 
planned Build and Operate solutions, 
these new capabilities have been 
successfully phased in with minimal 
time to market.

In for the long haul
As Oi contemplates its next steps 
on the road towards this vision, 
it has confirmed its commitment 
to the Nokia Siemens Networks 
partnership with the recent 
extension of the core outsourcing 
contract. Commenting on the nature 
of this long-term relationship, Naval 
is clear about what he wants it to 
achieve. “What we have always 
longed for is not simply to have a 
supplier who works for us and waits 
for our instructions. We want to build 
a partnership that generates real 
synergy, where we listen a lot, talk 
a lot, exchange ideas and, most 
importantly, use our relationship 
to build better results for both 
companies.”
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Business challenge
Gain share and new customers  •	
in multiple market segments by  
delivering a wider service offering
Focus on core competitive strengths •	
and strengthen brand image
Maintain/improve efficiency in an •	
increasingly complex fixed/mobile 
environment
Launch new innovative services  •	
without the need for a complete  
network overhaul

	
Our solution

Outsource non-strategic activities   •	
and competences
Leverage expertise in transition •	
management to achieve successful 
employee transfer
Ensure network performance  •	
at  predictable cost
Turnkey deployment of new  •	
technologies such as ADSL  
and IPTV

Business benefits
Enhanced consumer experience •	
through improved network quality  
and minimized downtime (e.g. main  
switching site outages reduced by  
68.2% over two years)
Faster time to new revenues  •	
(e.g. improvement of installation  
rate: 92% DSL lines installed within  
4 days)
Controlled OPEX•	
Stronger focus on Oi’s customers  •	
and development of innovative services 
to strengthen brand image


