
Overview 
Türk Telekom is the largest integrated telecom
munications company in Turkey. Türk Telekom 
has a rich product range within the scope of its 
mobile, fixed voice, broadband and TV service. 
With the vision of introducing new technolo
gies to Turkey and accelerating the transfor
mation of Turkey into an information society, 
Türk Telekom provides services in all 81 of the 
country’s provinces with its team of more than 
32,769 employees.

Challenge
Over the last decade, liberalization of the 
Turk ish telecommunications market has pro
gressed steadily following the introduction of 

competition by the Information and Com mu
ni  cations Technologies Authority. Mergers of 
several GSM businesses led to the creation of 
Türk Telekom, the nation’s sole GSM 1800 mo
bile operator in Turkey with 3,000 employees 
and a nationwide customer base of 16.3 million. 

Türk Telekom has always taken a proactive 
stance towards modern technology. Shortly af
ter its formation, specialists quickly redesigned 
the acquired networks, creating a consolidated 
architecture to extend coverage and resolve 
network load issues. Today, the business con
trols operations from three regional offices and 
an Istanbulbased corporate headquarters, 
call center and customer service center. An 
advanced IT infrastructure supports activities 
throughout the organization.

As the infrastructure developed, IT staff de
ployed several Micro Focus Business Service 
Management and Micro Focus Application 
Performance Management solutions to moni
tor and manage IT services across the infra
structure. More recently, Türk Telekom faced 
new challenges; a lack of IT resources to deal 
with a growing number of demands from op
erational teams and the business was also ex
periencing falling service quality.

“Our telecommunications infrastructure is 
large and very complex with multiple nodes, 
servers, switches and load balancers. Each 
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Türk Telekom automates workflows with Micro Focus® Operations 
Orchestration to reduce manual workloads, increase process 
quality and enhance IT service delivery.

At a Glance

 ■ Industry
Telecommunications

 ■ Location
Istanbul, Turkey

 ■ Challenge
Introduce endtoend automation of the IT 
infrastructure to counter a lack of IT resources,  
a growing number of service requests and  
falling service quality.

 ■ Products and Services 
Operations Orchestration

 ■ Results
 + Provides an automated end-to-end IT 

infrastructure, lowering systems monitoring  
and management times. 

 + Identifies the root cause of problems rapidly, 
lowering incident resolution times. 

 + Saves over 5,000 man-hours per month, 
delivering an exceptionally rapid return  
on investment.

Customer Success Story
IT Operations Management

“We chose automation solutions 
from Micro Focus because of 
their functionality and integration 
capability. When we integrate 
solutions, we don’t want to develop 
additional code. Other vendors’ 
solutions don’t integrate as well  
or provide as good support when  
we have a problem.” 
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system connects to numerous other systems 
to deliver joined-up services to customers,” 
explains senior specialist—management sys
tems, technology operations, Türk Telekom. 

“End-to-end automation of the IT infrastruc
ture is required to maintain the connections 
and retrieve data from the network. We there
fore instigated an automation project.” 

The automation initiative wanted to create a 
robotic endtoend solution that integrates 
fully with existing monitoring and management 
tools. This approach would reduce workloads, 
increase process quality and improve the IT 
team’s service efficiency while lowering infra
structure monitoring and management times. 
Türk Telekom established meetings with vari
ous software specialists and assessed sev
eral automation tools’ ability to integrate with 
IT Service Management (ITSM), monitoring and 
configuration management tools.

“We chose automation solutions from Micro 
Focus because of their functionality and integra
tion capability,” says the senior specialist. “When 
we integrate solutions, we don’t want to develop 
additional code. Other vendors’ solutions don’t 
integrate as well as Micro Focus or provide as 
good support when we have a problem.”

Solution
The first automation products implemented by 
Türk Telekom involved Micro Focus Net work 
Automation and Micro Focus Server Automation 
whilst also deploying three Business Service 
Management tools; Micro Focus Operations 
Manager, Micro Focus Business Process Moni-
tor and Micro Focus Real User Monitoring. 

Moreover, the company installed Micro Focus 
SiteScope to automatically monitor the avail
ability and performance of the infrastructure 
and Micro Focus LoadRunner to analyze and 
prevent application performance issues. Micro 
Focus Service Manager is the organization’s 
main ITSM tool while TeMIP manages the com
munications networks and services. 

More recently, Türk Telekom decided to imple
ment Operations Orchestration to coordinate 
automated tasks and activities across teams, 
tools and systems such as servers, network 
devices and other infrastructure components. 
The software effectively oversees and uni
fies the various management and monitor
ing systems, eliminating errorprone manual 
pro ces ses. “Within our IT domain, we’ve al
ready used Operations Orchestration to inte
grate Operations Manager, Business Service 
Management and SiteScope as well as 
LoadRunner, Server Automation and Service 
Manager,” reveals the senior specialist. 

“These amazing integrations provide end-
toend automation solutions for our entire IT 
operation. We’re looking forward to integrating 
TeMIP as this will automate events and alarms 
generated by the GSM network nodes.” The so
phisticated integration capability of Operations 
Orchestration automates important Türk Tele
kom workflows including several telecommu
nicationsspecific processes, prepaid and 
postpaid systems, network health checks and 
a robotic problem solver. Other examples of IT 
processes are Oracle GRID Process Restart 
Automation and the approval and rejection 
email process for Service Manager.

Results
Today, Türk Telekom is reaping the benefits of 
integrating several monitoring and manage
ment solutions with Operations Orchestration. 
The robotic endtoend monitoring quickly 
identifies the root cause of problems, reduc
ing incident resolution times and satisfying 
Service Level Agreements. IT personnel no 
longer have to interact with internal customers 
as a self-service user interface allows access 
to configuration information. Moreover, the 
 automated workflows save over 5,000 man
hours per month, delivering an outstanding 
return on investment. 

Türk Telekom’s infrastructure now experiences 
accelerated, repeatable and predictable pro
cesses and improved consistency and reliabil
ity across the IT environment. 

“We measure ROI as minutes saved for a 
par ticular task,” states the senior specialist. 
“For the Service Manager approval-rejection 
work flow alone, we’re currently saving 4,090 
minutes-per-month.” 

Türk Telekom is currently conducting a proof
of-concept for Database and Middleware 
Automation software, which improves service 
quality and reduces cost by replacing error
prone tasks with reliable, auditable automated 
processes. The next stage in the automation 
project is a proof-of-concept for a private 
cloud environment using Micro Focus Cloud 
Service Automation. “This next phase involves 
fully automating the delivery of IT services from 
the Cloud. Our planning and IT teams view this 
as an exciting evolutionary step within the 
company,” concludes the senior specialist.
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For the Service Manager approval-rejection workflow 
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