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Introduction

The PEM OSS/BSS (Operations Support System / Business Support System) is a distributed, modular,
multi-tier hosting automation platform that is scalable to millions of customer accounts, customizable on
all levels, extendable with custom modules, and integrateable into a provider s existing infrastructure.

Using the PEM solution, providers are able to sell, provision and deliver virtually any type of services from
basic domain registration to complex managed dedicated hosting solutions in clustered fail-over con-

gurations. PEM s delivery capabilities are ubiquitous across platforms, types of applications, and can be
extended to include any type of service in ASP or hosting models.

Equally important, the customer upgrade path from domain registration to basic shared hosting, ecom-
merce, to VPS (virtual private server) and to dedicated (or complex dedicated) is completely seamless
for the end user and almost completely effortless for the provider. End users can self-provision additional
services or self-upgrade themselves to higher end hosting plans right from the customer control panel.
At every step of end user evolution, customers will enjoy the familiar and easy to use PEM interface with
new functional areas being added by PEM when end users upgrade or add services.

Providers must constantly generate continued increases in growth, competitiveness and pro tability in
today s hosting environment. In this document, we will illustrate two very important elements of a provid-
ers business in addressing these challenges:

e UP-SELLING THE EXISTING CUSTOMER BASE WITH ADDITIONAL UPGRADES AND SERVICES
WITH MAXIMUM EFFICIENCY.

= RETAINING CUSTOMERS WITH UNIQUE, DIFFERENTIATED OFFERINGS AND SEAMLESS
UPGRADE PATHS FOR EVOLVING CUSTOMER NEEDS.

PEM can be deployed to help providers enter the hosting market or to help maintain and up-sell and existing cus-
tomer base. The focus of this paper will be on using PEM to maintain and increase pro ts from an existing base of
customers.

Existing Customer Base Challenges

Two of the most important challenges faced by large hosting providers are how to up-sell and how to
retain already large existing customer bases.

New customer acquisition is expensive and the direct function of marketing, company image, pricing
structure, and other factors that go beyond the scope of this paper. While needing to continue to attract
new customers, hosting companies that have already achieved a critical mass of customers have

a valuable asset and can recognize signi cant growth in revenues through up-selling of the existing
customer base.
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