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A CASE STUDY

Enabling Scalable, Demand Driven Fiber
Installation Operations Across Saudi Arabia

Mobily is one of Saudi Arabia's leading
telecommunications and digital services providers,
delivering  mobile, broadband, and fiber
connectivity services to millions of customers
across the Kingdom. As part of its continued
investment  in Fiber-to-the-Home (FTTH)
infrastructure, Mobily expanded the deployment of
Optical Distribution Boxes (ODBs) to support
growing demand for high-speed internet services.

As FTTH coverage expanded across diverse
geographic regions, Mobily required a more
structured approach to manage installation
requests, coordinate field operations, and support
large-scale service delivery efficiently.

Problem Statement

As Mobily expanded its FTTH services across
diverse geographic regions of Saudi Arabia, the
absence of a structured zip code and zone
management framework created significant
operational challenges. Service requests
originating from different regions could not be
consistently categorized, making it difficult to
allocate  field resources effectively, plan
installations accurately, and apply region-specific
operational rules.

The lack of automated validation, demand-based
planning, and standardized service fulfillment
processes led to scheduling inefficiencies,
inconsistent customer experiences, and reduced
operational  scalability. Mobily required a
centralized, rules-driven operating model capable
of streamlining service request management,
optimizing resource utilization, and supporting the
continued expansion of its FTTH network across
the Kingdom.
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Solutions

Zone Based Service Management Framework

Designed and implemented a geographic
segmentation model that organized service
areas into operational zones, enabling region-
specific processing rules and more effective
service planning.

Intelligent Demand-Driven Deployment

Introduced automated demand evaluation
capabilities that align field deployment
activities with actual installation demand,
improving resource utilization and operational
efficiency.

End-to-End Order Lifecycle Automation

Automated key stages of the installation
journey including request creation, payment
validation, scheduling, fulfillment tracking,
inquiry  management, and  cancellation
processing.

Unified Customer and Operations Experience
Integrated customer-facing channels with
back-office operational systems to provide
real-time visibility, consistent execution, and
improved service transparency.

Scalable Service Delivery Platform
Established a flexible operational framework
capable of supporting future FTTH expansion,
evolving business requirements, and
increasing installation volumes.

Business Outcomes

80% Improved performance across key
customer and operational service 66 Enhanced  execution speed  for
journeys,  delivering  measurable connectivity-related service requests,

efficiency  gains
installation lifecycle.

throughout  the reducing delays and improving service

delivery efficiency.

77% Faster processing of order adjustments 66%
and change requests through
streamlined workflows and reduced
manual effort.

Reduced service provisioning
timelines, enabling quicker installation
readiness and improved operational
responsiveness.

359 Improved efficiency of customer 59¢
. . %
service request handling through
workflow automation and process
standardization.

Improved efficiency of customer
service request handling through
workflow automation and process
standardization.
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Over 18 years, Cubastion has built solutions that
impact over 500+ million people around the
globe working in different demographics across
different cultures. Learn more about Cubastion at
www.cubastion.com
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