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Comments

The contribution proposes to add use case on individual service complaint handling management in 6G networks. It addresses individual customer complaints (e.g. gaming latency, call quality) by replacing manual diagnostics. Key steps include customer complaint issue analysis, root cause identification across different areas (e.g. RAN/CN domains), automated fixes, and post-resolution validation, enhancing speed, efficiency, and customer satisfaction through end-to-end automation.
Proposed Changes
* * * First Change * * * *

6
6G Management Scenarios

6.x
Management scenarios#1: OAM-centric issues for Individual Service Complaint Handling
6.x.1
Description

With the advent of 6G, networks are expected to achieve unprecedented levels of intelligence, enabling them to autonomously manage and resolve individual service complaints. An individual service complaint refers to a customer or consumer expressing dissatisfaction with network services, such as unstable gaming latency, poor call quality, or interrupted streaming experiences. Currently, the resolution of such complaints heavily depends on human intervention. For instance, identifying the root cause of a customer’s complaint often requires network engineers to manually collect network metrics, analyse the data, and diagnose the issue. This manual process is time-consuming, resource-intensive, and may result in delayed responses, ultimately impacting customer experience. Therefore, there is a pressing need for mechanisms that allow the network to autonomously detect, analyse, and address individual service complaints in real time, reducing human effort while improving service reliability and customer satisfaction.
Following figure 6.x.1-1 illustrates the end to end service flows:
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Figure 6.x.1-1: OAM-centric issue handling for Service complaint management
a) 
b) Network Diagnostics Initiation:
· Multiple customer complaints about mobile game latency prompt an operator to analyse network data, revealing a potential OAM-related issue.


c) Coordination diagnostics:
· The operator determines that the observed latency may be caused by OAM-centric issues (e.g. high packet loss rate) and send request to corresponding 6G OAM systems to identify the cause and locate the OAM-centric issues.
· The 6G OAM system coordinates diagnostics across domains, and isolates the OAM-centric issues from different areas/domains (e.g. RAN, CN domains) and identifies the area/domain causing the issue. 
d) Autonomous Remediation
· After that, 6G OAM system autonomously perform diagnosis and root cause analysis for the OAM-centric issues for the different areas/domains that impact service quality and provide the result.
· 
e) Monitoring and evaluation:

- The 6G OAM system continuously monitors and evaluates the network performance for the specific UE groups related to identified OAM-centric issues affecting service quality to prevent the recurrence and provide the results to the operator. 





