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With intense competition and soaring 
customer expectations, enterprises rely on 
information technology as a strategic vehicle 
to maintain a competitive edge. In that 
pursuit, many businesses have implemented 
technologies such as cloud services, mobility, 
and the Internet of Things (IoT). However, 
these technologies place great pressure on 
existing wide area networks (WAN).

Software-defined wide area networking  
(SD-WAN) has emerged as a powerful tool to 
deliver the capacity and agility needed for 
today’s complex, diverse networks.

However, SD-WAN is only as good as the 
underlying network that provides the 
connectivity access required to unify its site-
to-site communications. And today, high-
bandwidth broadband provides enterprises 
with the high-performance voice, video, and 
data connectivity that many businesses need, 
as well as an alternative to costly Multiprotocol 
Label Switching (MPLS). Consequently,  
the growth of SD-WAN is fueling increased 
demand for high-speed broadband.

In addition, the Covid-19 pandemic greatly 
increased the need for organizations to 
transition employees from working in an 
office to working at home. In response, 
Communications Service Providers (CSPs) 
made huge changes in record time to  

provide reliable, affordable, high-performance 
work-at-home connectivity. This further 
increased the need for broadband.

Unfortunately, there is no standardized 
method for purchasing wholesale 
broadband. Each supplier has their own 
method of selling broadband that is different 
from other suppliers. The result is an 
extremely inefficient and time-consuming 
sourcing and ordering process.

Historically, there has been a lack of 
cooperation between traditional telecom 
providers and MSOs (cable providers). This 
has perpetuated additional challenges when 
ordering broadband between carriers.

EXECUTIVE SUMMARY

ORDERING CHALLENGES

7+ weeks to complete 
order cycles

15% order cancellation 
due to missing or 
inaccurate data

40%
of a project manager’s 
average workday is 
spent addressing 
customer inquiries
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When Neustar polled service providers to hear about their experience 
with broadband ordering, here’s what they said:

Figure 1: How important do you think an aggregator 
service for broadband ordering will be to enterprises?

Figure 2: Which area related to 
broadband sourcing are you most 

challenged with today?

75%
of operators believe an 

aggregator service is 
critical or very important 

to their organization

1. Managing partner serviceability and cost
2. Accessing and comparing competitive quotes
3. Finding ideal suppliers

86% of participants rated their 
challenges in the following order:

14% of participants indicated  
“none of the above” or “not sure”
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Figure 3: How important is it to simplify and automate the  
broadband ordering process for your organization?

Clearly, service providers want to simplify and automate wholesale 
broadband ordering procedures. This whitepaper focuses on the challenges 

involved with ordering broadband and how to overcome them.

92%
of operators believe it’s 

important to simplify and 
automate the broadband 

ordering processNot Important
2.8%

Not Sure
5.5%

Somewhat Important
41.7%

Very Important
50.0%

EXECUTIVE SUMMARY
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The global Software-Defined Wide Area Network (SD-WAN) market 
size is expected to grow from USD 1.9 billion in 2020 to USD 8.4 billion 
by 2025, at a Compound Annual Growth Rate (CAGR) of 34.5%. They 
forecast that the worldwide market will experience strong growth 
over the next four to five years with Compound Annual Growth Rates 
(CAGR) estimated between 25 and 50 percent. There are many factors 
driving this growth, including:

  Deployment of added branch locations due to expansion, mergers, and acquisitions

  A vast increase in the number of at-home workers

 Rapid adoption of cloud services

  Additional capacity and agility needed to address business needs

  Required improvements in application performance

  A need to continually reduce operational and network costs

As the average revenue per unit (ARPU) continues to fall, service providers need to 
squeeze as much cost out of the business as possible to protect margins. Many multi-
location enterprises are implementing, or planning to implement, SD-WAN to address 
such issues.

SD-WAN allows an enterprise to create a single network infrastructure with many 
connection types such as MPLS, broadband, and cellular connections. Each SD-WAN 
operates over one or more underlay networks that unify communications between all 
customer sites. These underlay networks can include a variety of connectivity services, 
such as Ethernet, IP services, and public Internet services, with access provided 
through a variety of networking technologies such as DSL, HFC, LTE, fiber, WiFi, and 
Ethernet. (See Figure 4 on next page.)

STATE OF THE  
SD-WAN MARKET
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In addition, SD-WAN is moving toward a Secure Access Service Edge (SASE) architecture as new 
networking models appear. Because SASE is such a hot industry topic, there is strong competition 
among service providers to offer SASE. Since true SASE architecture requires end-to-end automation 
and orchestration, it will be important for carriers and providers to continue implementing end-to-
end automation in order to deliver on-demand services to customers. Those services will necessitate 
the ability to deliver broadband and off-net services in as close to a zero-touch manner as possible. 
Carriers and providers who are unable to do this will fall behind the competition over time.

Figure 4: Underlay network with SD-WAN
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While the telecommunications industry has been evolving for many years, the Covid-19 pandemic 
accelerated the digital transformation that was already in motion. Since CSPs were not able to 
interact with customers as they had pre-pandemic, they had to quickly adapt operations to engage 
with customers and suppliers in a manner that was more appropriate in pandemic conditions.

Migration to 5G networks, growing use of emerging technologies such as automation and artificial 
intelligence (AI), and the increase in the number of Internet of Things (IoT) applications combined 
with the pandemic and intensifying competitive and regulatory pressures have created the perfect 
storm. As a result, operators have no choice but to transform to remain relevant.

In the graph below, 38% of CSPs said they are well down the road with their digital transformation 
programs – a considerable jump from 23% the year before. While COVID-19 has accelerated the 
process, there is still much work to be done just to break even.

DIGITAL TRANSFORMATION  
IN TELECOM

Figure 5: Status of CSPs’ digital transformation programs1

1  TM Forum “Digital Transformation Tracker 5” Report, 2021
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Transformation is being driven by digital technologies and is centered on creating new value 
propositions. Among survey respondents, the biggest business driver is stronger customer 
relationships, followed by operational efficiency and cost reduction. However, the spread between 
the top choice and the bottom option of revenue growth opportunities is less than 20%, indicating 
that all drivers have a level of importance.

Figure 6: Drivers of digital transformation2

2  TM Forum “Digital Transformation Tracker 5” Report, 2021
3 & 4  “Accelerating the intelligent enterprise,” EY Global telecommunications study 2019-20

When asked which emerging technologies and processes would be most important in driving their 
organization’s digital transformation journey over the next five years, 5G networks, IoT, automation, 
and AI were identified as the top change drivers. This underscores the need for process automation 
through solutions that enable product innovation, business agility, and ultimately revenue growth.

Figure 7: Emerging technologies  
supporting digital transformation3
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IT to digital. That shift is projected to 
include new cloud infrastructure, edge 
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Broadband access is experiencing a revolution and SD-WAN is just one of the 
drivers. As the industry begins to experience more software-controlled service 
chains, networks will become even more complicated. Beyond networks-as-a-
service, slices of networks-as-a-service will complicate this situation even further. 
If one thinks providing and buying individual broadband connections is a challenge, 
consider the impact of purchasing end-to-end slices from dozens of networks.

With the industry’s continued movement to Industry 4.0 (Fourth Industrial Revolution), there 
will be many other components beyond simply buying the communications piece. Many believe 
Industry 4.0 will lead to the buying of compute and storage services, in addition to other supporting 
services and technologies such as blockchain, data lakes, and digital twinning. Some of these will be 
provided by operators, and others by systems integrators.

There will be a need to pull all of this together to support the underlying communications, wide-
area networking, and all the necessary applications for enterprise digital enablement. To profitably 
meet current and future demand for broadband, service providers must have a cost-effective, 
time-saving tool to automate broadband purchasing.

THE FUTURE OF BROADBAND
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Having a best-in-class underlay network is vital 
to reap an enterprise’s SD-WAN objectives, 
and high-bandwidth broadband can deliver 
the high-speed, low latency performance 
needed to support the underlay network’s 
connectivity requirements. However, when 
deploying an underlay network that extends 
over multiple geographies, the service provider 
must deal with dozens and possibly hundreds 
of broadband suppliers. Because there are 
no industry standards for ordering wholesale 
broadband, each supplier has their own set 
of standards, terminology, order formats, and 
delivery schedules. The result is a hodgepodge 
of procedures that makes the process 
confusing and unwieldy and often pushes 
order cycles out by up to seven weeks.

For example, let’s say a service provider has a 
business customer with 400 locations – 300 
of which have broadband in place and another 
100 that do not. First, the service provider 
must find the right suppliers with the right 
coverage at the right price for each of the 100 
locations. The manual nature of searching for 
the right suppliers within a market of more than 
2,300 fixed, in-ground suppliers and 1,900 fixed 
wireless suppliers is a daunting task. In addition, 
big and small carriers alike are deploying new 
assets all the time.

Obtaining Quotes: After identifying potential 
suppliers, service providers must query the 
serviceability, product availability, and cost 
for each broadband supplier and solicit 
quotes. Inconsistent data quality and varying 
form factors, plus the inability to immediately 
query service locations negatively impacts 
bid responses and success rates. Frequently, 
service providers have to manually reach out 
to suppliers to obtain complete, accurate 
quotes. This typically involves email and phone 
communications as well as navigating multiple 
supplier portals while consuming valuable time 
and resources.

Comparing Quotes: Upon receiving the 
quotes, they must compare costs, deliverability, 
performance SLAs, and the components that 
make up a complete broadband solution. 
Unfortunately, many suppliers have inconsistent 
and/or outdated data, making it even more 
complicated to interpret and compare pricing, 
product, and service details.

WHOLESALE BROADBAND 
ORDERING CHALLENGES
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Submitting Orders: Hopefully all this work 
results in broadband orders to the number of 
suppliers needed to cover the 100 locations. 
If all the broadband orders are through one 
supplier, the order-entry process can be 
relatively simple. However, the technical jargon 
used and the number of fields that need to be 
completed can quickly erode that simplicity. In 
cases where multiple suppliers are required, 
issuing numerous orders increases manhours 
significantly. The order entry process may 
require re-typing some or all of the information 
which multiplies the chance of errors.

Tracking Orders: As orders are placed, each 
one needs to be tracked, managed, and 
analyzed to determine order status and ensure 
that all orders are progressing roughly along 
the same timeline. What is the status of each 
order? Where is each order in the fulfillment 
process? Is each order proceeding according 
to the required timeline? Any hiccup along 
the way can result in order fallout, requiring 
personnel to manually locate the problems, 
make changes, and re-submit the orders.

Gaining visibility into the flow of each order is 
a major challenge because each supplier has 
their own preferred way of communicating 

order status. Providers must know when each 
broadband circuit will be operational since the 
SD-WAN deployment cannot be completed 
until the underlay network is functioning. In 
addition, opening and tracking trouble tickets 
is complicated and time-consuming. As a 
result, service providers report spending as 
much as 40 percent of their time addressing 
customer inquiries. The system is painful 
enough with one supplier, but imagine the 
manhours involved when working with dozens 
or even hundreds of connectivity providers.

Analyzing Results: Last but certainly not 
least, the ability to identify order-performance 
trends and generate meaningful insights is 
vital to help service providers improve their 
operations. Are orders happening at scale? Is 
the ordering process efficient? What are the 
differences between different suppliers? Are 
suppliers complying with contracted terms? 
Typically, this type of data is difficult, if not 
impossible, to obtain because it’s fragmented 
within varying supplier processes.

Disjointed, manual ordering procedures can 
trigger long order cycles, high order fallout, 
and cancellation rates averaging fifteen 
percent or more.

WHOLESALE BROADBAND ORDERING CHALLENGES
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While SD-WAN is a growth area, the inability to order and deliver broadband 
services to customers in a timely, cost-effective manner can hinder the 
revenue opportunity for carriers and providers. Having a system that transforms 
broadband purchasing is crucial to help service providers decrease SD-WAN 
deployment times and protect their margins.

As a result, Neustar, a TransUnion company, developed its Universal Order Connect (UOC) platform 
in partnership with Connected2Fiber to automate and simplify the process of buying and selling 
wholesale network connectivity, including broadband, Ethernet, and high-speed Internet.

UOC is an integrated, cloud-based platform that offers service providers a seamless, intuitive, and 
efficient broadband ordering experience. As the only solution designed to overcome broadband 
ordering challenges, service providers can virtually eliminate the manual activities involved in 
ordering broadband connectivity, reduce their costs, and meet SD-WAN deployment schedules.

TRANSFORMING  
BROADBAND ORDERING
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While UOC allows service providers to transform the complex and unwieldy broadband ordering 
process, further digital transformation is vital to drive positive business outcomes for survival and 
growth, including:

 Cost savings and reduced time-to-market by automating operations and processes

 Increased customer loyalty and revenue by enriching customer engagements

 New market opportunities from new service offerings

According to TM Forum’s Digital Transformation Tracker 5, “nearly seven out of 10 respondents 
said that digitalization of operations and customer experience have become bigger priorities as a 
result of Covid-19.” Providers have also “become more confident in their abilities to leverage digital 
technologies, and they are stepping up strategies to offer new services wrapped around their core 
connectivity propositions.” In order for service providers to remain relevant, digital transformation is 
a necessity and it needs to include the ordering of wholesale broadband between service providers.

Figure 8: UOC’s Seamless Broadband Experience
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system to manage all 
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TRANSFORMING BROADBAND ORDERING
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ABOUT NEUSTAR
Neustar, Inc.,a TransUnion company, is a leader in identity resolution providing the data and technology that enable  
trusted connections between companies and people at the moments that matter most. Neustar offers industry-leading 
solutions in marketing, risk, and communications that responsibly connect data on people, devices and locations,  
continuously corroborated through billions of transactions. Learn how your company can benefit from the power  
of trusted connections here: home.neustar


