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Service Reflex datasheet 

In the competitive service provider (SP) environment, 

high quality of service can often act as the key 

differentiator and revenue driver for the operator.  

Optimizing customer experience can serve as the 

transformative factor that will reduce operational 

expense while improving customer satisfaction and 

retention.  

Today’s consumers are increasingly more informed about the choice of 

Internet, video and voice services available. In particular, the rise of over the 

top (OTT) services has placed an extremely high emphasis on the reliability 

and quality of their Internet connection. In response, SPs are challenged to 

reduce network problems and increase the quality of customer experience 

in order to minimize churn rates and ensure the health of their business. 

The good news is that SPs have access to more information about their 

customers and network than ever before. All this data, when fused together, 

tell a story about the performance of the network, or the satisfaction level of 

the customer, at any given moment. To maximize this valuable asset, SPs 

require analytical tools to correlate their siloes of data and proactively 

detect issues before they impact their customers. Additionally, they must 

increase their visibility into the impact of network events that lead to a 

needlessly high number of calls and truck rolls. 

 

Guavus Service Reflex: Next-generation service 
operations analytics  

Guavus Service Reflex is a comprehensive big data analytics application that 

fuses streaming and contextual data from network, care and business 

systems to uncover, predict and automatically remediate network impacting 

events with speed and agility. Service Reflex enables SPs to dynamically 

improve service quality and enhance customer experience in real time. The 

advanced technology represents a new category of service operations that 

combines network, care and field operations data to provide a holistic view 

of the service and customer experience. 

 

Key benefits  

• Improve customer 

satisfaction by delivering a 

high quality of service and 

superior quality of care 

• Proactively address 

impactful network events 

before they become 

widespread via real-time 

anomaly detection and 

root cause analysis 

• Enable call deflections 

while solving issues, 

resulting in fewer calls, 

tickets and truck rolls 

• Clarify & monitor the 

impact of network 

operations (i.e. 

maintenances) on 

customer service 

• Cut operational cost and 

improve customer service 

by reducing mean time to 

understand (MTTU) and 

mean time to repair (MTTR) 

• Reduce testing time from 

days to hours with insights 

into change management 
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Figure 1. Service Reflex provides dynamic visibility into the anomalies occurring in 

the network. You can drill down to understand the root cause of the anomalies. 

How are we different? Service Reflex’s key differentiators 

include the following: 

• Provides an analytics layer across care, network and field operations 

silos, enabling operators to: 

− Quickly discover issues that will impact subscribers 

− Reduce mean time to understand the key drivers for poor QoS 

− Automate remediation efforts, e.g. device reboots, call 

deflections, truck roll cancellations 

− Immediately understand the impact of outages  

− Identify subscribers affected by an impactful event 

• Normalizes data streams, KPIs and other metrics across disparate 

B/OSS systems to provide a single view of the network’s impact on 

customer experience 

• Actionable analytics such as anomaly detection, root cause analysis 

and commonality correlation (identifying attributes that are driving a 

particular event) uncovers previously undetectable, small-scale 

issues while reducing false negatives and non-service impacting 

alarms 

• Monitors and measures the service experience at a granular network 

level to enable SPs to proactively respond to an individual’s quality 

of experience 

• Determines the number of potentially impacted subscribers to 

enable quick prioritization and classification of issues 

• Modular, plug-and-play design seamlessly integrates with existing 

Care or third-party incident management and trouble ticketing 

systems such as Remedy for fast time-to-value 

A major MSO  

saved $50M/year 

using Service  

Reflex 
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Real world ROI examples 

 #1: Deflect calls for known events 

Service Reflex helps minimize the use of live agents by redirecting calls to 

IVR for known issues as well as for issues that it has uncovered through its 

own anomaly detection and network event correlation. Service Reflex 

identifies the subscribers associated with the faulty service, assesses the 

severity and size of the impacted subscriber base, and enables the 

implementation of care policies for call handling and proactive notification.  

This reduces the cost of service by up to $8/call, shortens the response time 

to customers, and has led to a $1.5M in estimated yearly savings for a major 

telco.  

#2: Minimize truck rolls 

Service Reflex helps SPs differentiate between plant- and CPE-based 

problems so that they can avoid sending expensive tech on site for plant-

based issues. This results in potentially huge savings since each truck roll 

costs about $80. Service Reflex associates the subscriber with specific plant 

and network elements to determine the root cause of the customer 

complaint without going on site. It identifies all customers impacted by the 

core network problem and implements a customer care conditional 

response based on the severity of the issue.  

For one major MSO, preventing unnecessary truck rolls has resulted in over 

$40M in savings in one year. 

#3: Improve alarm prioritization 

Network alarms can be generated with worrying irregularity and frequency. 

For instance, one SP generated more than 1.5M alarms per month, but less 

than 1% led to any incidents that required action. Service Reflex enables 

SPs to address alarms with intelligence and accuracy. It predicts with 90% 

accuracy what alarms would convert to care incidents. It also enables 

customers to prioritize alarms by delivering severity scores that assessed 

the impact on subscribers. It identifies the primary root cause for each 

incident with just a click of a button. 

#4: Optimize issue routing to network teams 

Service Reflex correctly identifies and optimizes issue routing to network 

teams, resulting in improved customer satisfaction and reduced NFF 

equipment returns. Integrating IVR care events and tickets, subscriber 

profiles and network events, Service Reflex automatically detects abnormal 

level of customer support requests, determines whether the issue is due to 

the network or device by examining the common traits shared by the 

affected callers, and enables agents to route customer requests 

appropriately such as device replacement, training or network ticket. 

Many users,  many use 

cases 

Service Reflex serves various 

organizations across the SP:  

• Business analyst : gain 

visibility into customer, 

network and product 

health 

• Change management/ 

maintenance: generate 

anomalies in near-real time 

based on the impact of 

planned maintenance 

events 

• Network operations: 

investigate anomalous 

events, care alerts and the 

triage of potential 

problems to provide rapid 

root cause analysis 

• Product manager: 

understand the immediate 

impact of new product 

rollouts, major upgrades 

and service expansion on 

customer service, and the 

root cause for low QoS 

services 

• Marketing: understand 

how their market 

performance compares to 

other regions and 

determine the key drivers 

of poor behavior 
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Cable operator pain points and solution benefits 

Cable operator challenges Guavus Service Reflex benefits 

Customers are leaving for another carrier due to negative, 
inconsistent experiences 

Improves QoS and customer satisfaction through 
optimized customer service and network operations 

Cost of customer care is significantly denting my profits. I am 
unable to identify potentially impacted customers in a timely 
fashion to enable immediate remediation. 

Reduces cost of care through IVR call deflection, truck 
roll reduction and faster call handling with improved 
intelligence 

It’s difficult to differentiate between device and network issues, 
leading to unnecessary field operations and NFF returns 

Quickly understands the root cause of the issue to 
reduce NFF returns and truck rolls 

Reactive resolution processes increase MTTU and MTTR. Proactively identify issues and the impacted customers 
before they become widespread, and apply a quick, 
surgical fix to the issue to ensure customer satisfaction 

Valuable customer insight is getting lost due to an inability to 
correlate disparate attributes to find commonalities and uncover 
the root cause of an anomaly 

Identifies root causes and commonalities by 
aggregating and correlating data from different 
systems across network, care and field operations 

Figure 2. Service Reflex monitors trends by various attributes, including region 

Integrate with existing downstream workflows for automated triggers 

Service Reflex delivers a closed loop application that integrates with existing systems to minimize disruption to 

your ecosystem. It provides automated remediation for planned service upgrades, definition scope and change 

management based on anomaly detection. With Service Reflex, you can: 

• Create/update network tickets with Guavus anomaly detection 

• Access the data and correlated mappings with generic API output 

• Achieve consistent & accurate quality metrics that can be used by other systems through integration 

with CRM tools 

• Identify security-related anomaly and integrate with existing fraud management system 
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Use case-driven workflows guide the user to 
actionable insight  

Service Reflex delivers use case-driven workflows that combine domain 

expertise with advanced analytics to help lead the user to actionable insight. 

Users can easily personalize their day-to-day operations by embedding 

user-defined workflows and visualizations into their Launchboard. Its 

sandbox environment allows the user to access the data behind the UI and 

easily create ad-hoc analytic environments or reports. 

Service Reflex provides the following Service Assurance and Change 

Management workflows:  

• Launchboard – Provides a personalized dashboard to which the 

user can ‘pin’ any graph or visual 
• Anomaly detection – Identifies the faults in the network 
• Commonalities –Determines the context and the shared traits of 

an anomaly using root cause analysis 
• Trending & monitoring – Displays trend attribute(s) by event(s), 

such as a funnel view of IVR calls related to specific data points (e.g. 

what led to truck rolls) or a conversion rate view of IVR calls to 

tickets 
• Event drivers – Includes the metadata associated with a customer 

ticket such as problem category, sub-category, code and solution, as 

well as associations to truck rolls and field operations (e.g. identifies 

customers who have been wrongly assigned trucks or equipment 

replacement for a plant-based issue, but have been mis-categorized 

as customer premise issue) 
• Performance monitoring – Identifies the impact of outage & 

maintenance events, software upgrades, etc. on customers and 

quickly sends alerts for high impact events 
• HealthMap (add-on workflow) – Geographical representation of 

anomalies allows you to drill-down into root cause context for areas 

with abnormally high care and network-based events 
• Workforce management & field operations (add-on 

workflow) – Provides a holistic view of network and care events 

and identifies when issues can be corrected at the network level to 

eliminate unnecessary, costly truck rolls; allows technicians to more 

efficiently address in-home issues the first time and reduce repeat 

visits; and delivers key insights into technician performance for KPIs, 

such as on-time rate, in-home test successes and repeat issue rates 
 

 

 

Data sources 

Customer care/IVR data 

• Non-ticketed calls, 

timestamps 

• Ticketed calls, timestamps 

• Call deflections 

• Issue codes, fix codes 

• Account number/phone 

number mapping 

• Action taken 

• Video on Demand error 

code 

 

Provisioning information 

• Service, region, line of 

business 

• Topology mapping by 

subscriber 

• Customer Premise 

Equipment (CPE) inventory 

by subscriber  

• Boot files, set-top box (STB) 

version, guide version, etc. 

 

Topology & devices  

• Geographic mapping (e.g. 

node to system) 

• Deployed devices (make, 

model, sw) 

• Device to service mapping 

 

Network events 

• Affected network element 

(e.g. CMTS) 

• Affected topology (e.g. 

system) 

• Event start, stop time 

• Change management (e.g. 

new software load) 

 

Field operations 
• Truck rolls 
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Deliver superior Service Assurance by analyzing both 
Care and Network inputs 

Many SPs today operate in siloed, myopic frameworks that lack the requisite 

capability to correlate network events (NE) with care events (CE). This 

disconnect often proves costly as you are slow to understand the root cause 

of issues, slowing down MTTR/U and aggravating the customer’s frustration.  

A multitude of NEs can trigger spikes in call volume, unnecessary CSR 

engagement and costly truck rolls. Correlation of NEs and CEs can provide a 

holistic understanding that points to key call volume drivers—whether they 

are the result of anomalous NEs, or due to deeply-patterned issues such as 

device interoperability or faulty equipment. Correlations built to big data 

scale provide SPs with the opportunity to identify and analyze, in near real-

time, the potentially impacted customers. 

Figure 3. Service Reflex allows you to deep-dive into the different trends to quickly 

fix issues and better anticipate future problems 
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Service Reflex enables SPs to achieve a holistic view of their Quality of 

Service by fusing and analyzing together care and network inputs. It 

provides a closed-loop process to enable true machine-to-machine (M2M) 

software collaborations with internal SP systems, enabling necessary actions 

such as notifications, IVR call deflections, and targeted truck roll 

modifications. By automating business processes, Service Reflex minimizes 

the number of care interactions associated with network events. 

 

Figure 4. Service Reflex HealthMap workflow enables SPs to quickly localize service 

degradation and determine the growth and magnitude of anomalies 

Service Reflex’s holistic and automated analysis expedites the SP’s 

understanding of the impact of network events on customer complaints, 

which in turn reduces an uptick in further calls, tickets and truck rolls. As an 

example, issues that occur in the plant can be diagnosed as non-CPE issues, 

thus reducing the amount of unnecessary in-home truck rolls. Granular IVR 

deflections based on the potentially impacted subscribers can bring 

awareness of outages or network issues to a wider, yet targeted, audience. 
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Global Headquarters  
1820 Gateway Drive  
Suite 250  
San Mateo, CA 94404  
United States  
Tel: +1 650-243-3400  
Fax: +1 650-286-0637  
www.guavus.com 
 
 

 

Summary 

In a world where every interaction is an opportunity to delight, SPs must 

strive to deliver the best possible customer experience, while at the same 

time controlling the cost of support. SPs need a new service architecture that 

can correlate and fuse data across the entire network. 

 Service Reflex offers these capabilities and provides the foundation for 

analytics-driven networks of the future. Service Reflex improves customer 

satisfaction (QoS) and operational efficiency while reducing cost of care by 

enabling operators to detect anomalies and pinpoint affected subscribers to 

reduce the impact of network events. Service Reflex lowers the cost of care 

with fewer calls, tickets and truck rolls, and improves customer experience 

by reducing MTTU and MTTR. 

 

 

 

About Guavus 

Guavus solves the world’s most complex data problems. Proven across 

Fortune 500 enterprises, Guavus provides a new generation of analytically 

powered big data applications to address specific business problems for 

next-generation service assurance, next-generation customer experience 

management and the Internet of Things. The Company uniquely breaks down 

the barriers between Operational Support Systems and Business Support 

Systems to enable customers to more efficiently plan network capacity, 

improve service operations and deliver a better customer experience. 

Guavus’ operational intelligence applications correlate and analyze massive 

amounts of streaming and stored business, operational and sensor data from 

multiple, disparate source systems in real time. Guavus products currently 

process more than two Trillion transactions per day. 

 


