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Corporate Profile

Strong Presence in the German Telco Market

= \ersatel is ...

v" one of the leading providers of voice, Internet, TV and data services for
residential and business customers in the German market.

v the third-largest non-incumbent infrastructure-based German

telecommunications provider for residential and business customers in
terms of revenue.

= Qur strategy is based on ...

,We are the strongest

telecommunications provider
in our regions.“

own multi successful
network segment consolidation

Cornerstones of the strategy
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Corporate Profile: Own Network
More than 24,000 Miles Own Fibre Optic Network

= Own, state-of-the-art, high performance
fibre optic network in 12 of 16 federal
states, and in 32 of the 50 largest cities.

= Total length of the Versatel network:
more than 24,000 miles. 18,000 miles
alone are part of regional and city
networks. Versatel is number 2 on the
German market with respect to the
lengths of the company’s network.

= Integration of cable infrastructure with
the company’s own city networks.

= High bandwidth through regional
FTTx-expanding.
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Corporate Profile: Succ. Consolidation
A Merger of 23 City Carriers
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Initial Situation

Customer Base in Three Different CRM Systems

Customer Call Center CRM Systems
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Initial Situation

Poor Hotline Performance and Increased Service Costs

Company
Growth

Resulting
Effects

merger of more than 20 city carriers

annual increase of customer base up to 20 %
three different major CRM systems

more than 1.300 tariffs due to company history

heterogeneous customer support hotline
* inconsistent quality of call center processes
- different levels of know how among call center agents
and between different service providers
increase of call volume by 10% p.a.
increase of follow-up calls by 15% p.a.
high amount of business process changes
high amount of trouble-tickets due to technical
Incidents
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Main Requirements

Need for Process-oriented Call-Handling Support Tool

Main requirements to the intended

solution:

= Integration of an IT-system-supported

product (automation)

= Implementation of process-oriented
call-handling (standardization)
= Compatibility and integration within

existing infrastructure
= CRM-Systems

= ACD (Automatic Call-Distribution)
* [VR (Interactive Voice Response)
= CTIl (Computer Telephony

Integration)

.Bw Presented By 'qu

“ATTENSITY SERVICE”
provided by Attensity

Starting Project: visavis
versatel integrated services and

versatel intelligent search




Main Requirements
Key Benefits of Attensity Service

= Attensity Service enables agents and

customers to access the most actual B
service information quickly. - |
o e orums
= Robust knowledge management Qe Vo
combined with intelligent search is the e
agent’s only way to respond effectively O and Semanic Engines | M

and efficiently to ever-growing volume
of customer inquiries.

= Customers gets a seamless service across all channels. Given the
flexibility to effective self-serving, customers will opt for lower-cost
channels, helping to achieve highest levels of service efficiency.

= High level of integration within existing IT infrastructures based on
open technologies and interfaces as well as efficient support of
content creation and distribution
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Project Objectives

Increase First Call Fix Rate & Reduce Call Volume

* Improve the first call fix rate by increasing agent’s expertise.

= Thereby lowering the amount of trouble tickets routed to the
in-house 2nd line.

= Reduce the call volume by providing coherent wording and process
orientation.

= Decrease the average handling time per call by optimizing
processes for

= better diagnostics,
= improved workflows,
= high level of integration.

» Fasten fault clearance of trouble tickets by providing standardized and
relevant information (tickets in homogeneous and desired quality).
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Project Details

Three Sub Implementation Projects were Determined

Architecture
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Project Details

Implementation of the Attensity Service Architecture

s Implementation of the basic technological architecture.

I = Setup of a modern, high availability three-tier system
based upon seven application servers, four web-servers
and two database systems.

* |mplementation of an individualized graphical user web-
interface and Versatel specific knowledge model.

—~—

The setup of the architecture required 2.5 months.
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Project Details

Three-Tier System Consisting of Several App/Web S

Project:
visavis

Integration

Clients
Autoren

aben:

- Entwicklung von Inhalten

- Lokaler Test

- Bearbeitung von
Feedbacks

Autoren-PC:
Windows XP
e:SLS4.81.3

(mit DT Designer)
Oracle Client 10.2.0.1
MS Access

Apache 2.0.44

Broker:
Query: 6005
Register: 6006

ProcessManager:
PMgr

Query: 6007
Console: 6008

Content/
Editorial Process

Client
Chef-Autor

Aufgaben:

- Integration von Inhalten

- Pflege des Wissensmodells

- Lokaler Test

- Freigabe von Inhalten

- Einspielen und Liveschaltung
auf Testsystem

- Staging und Liveschaltung
auf Referenz- und

Fileserver: Produktivsystem
FLBVFILEO1 - Bearbeitung von
10.231.20.32 Feedbacks

- Versionsfiihrung

Group\Empolis

Autoren-PC:
Windows XP
eSLS4.8.13

(mit DT-Designer
und Creator)

Oracle Client 10.2.0.1
MS Access

Apache 2.0.44

Broker:

Query: 6005

Register: 6006

ProcessManager:
Mgr

Query: 6007
Console: 6008

http:/lvistest.versatel.local

http:/lvisref.versatel.local

Active Directories:
VERSATEL.LAN
VERSATEL.LOCAL

erver

http://visavis.versatel.local

Testsystem Referenzsystem Produktivsystem
(Test) (Ref) (Prpd)
LDAP
Load-Balancer
10.231.100.113
e:SLS-Server & e:SLS-Server & e:SLS-Server &
Webserver: Webserver: Webserver:
VINVISTESTO1 VINVISREF01 VTNVISPROD02
. 10.231.104.11 10.231.104.12 10.231.104.15 4
- 22,66 GHz Xeon 2x2,66 GHz Xeon 2x2,66 GHz Xeon o
S 0 4GB RAM 4GB RAM NS °
o Win 2003 Server Win 2003 Server Win 2003 Server °
eSLS 4813 e:SLS4.8.1.3 ©SLS 4813
% Oracle-Client 10.2.0.1 Oracle-Client 10.2.0.1 e:SLS-Server: Oracle-Client 10.2.0.1 %
Microsoft IIS 6.0 Microsoft IIS 6.0 VINVISREF02 Microsoft IIS 6.0
10.231.104.13
2x2,66 GHz Xeon
CGI CaGl 4 GB RAM
Win 2003 Server
eSLS48.13
Oracle-Client 10.2.0.1
Broker: s Broker: R s
Query: 6005 tagin Query: 6005 PMgr_Ref 2_1 tagin
Register: 6006 9 g‘ Register: 6006 Query: 6017 9 g‘
> Console: 6018 >
PMgr_Ref 2_2
Query: 6027
Console: 6028
ProcessManager: ProcessManagers: ProcessManagers:
PMgr_Test PMgr_Ref_1_1 PMgr_Prod_2_1
< Query: 6007 Query: 6017 Query: 601
NS Console: 6008 Console: 6018
\ ° PMgr_Ref_1_2
° Query: 6027
Console: 6028
S
JDBC JDBC JDBC
e:SLS-Server:
VTNVISPRODO1
10.231.104.14 JDBC JoBC
2x2,66 GHz Xeon
4 GB RAM
Win 2003 Server
e:SLS4.8.13
Oracle-Client 10.2.0.1
ProcessManagers:
Datenbank: Datenbank: PMgr_Prod_1.1 Datenbank:
EMPOT EMPOR Query: 6017 EMPOP
Oracle 10.2.0.3 Oracle 10.2.0.3 Console: 6018 Oracle 10.2.0.3
@ VISAVISDBO1FL VISAVISDBO1FL PMgr_Prod_1_2 VISAVISDBO1FL
10.231.104.21 10.231.104.21 Query: 6027 10.231.104.21
Console: 6028 Port 1521
Tablespace 2 GB Tablespace 2 GB Tablespace 500 GB
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e:SLS-Server &

Webserver:

VTNVISPROD03

10.231.104.16

2x2,66 GHz Xeon
M

Win 2003 Server
e:SLS 4.8.1.3
Oracle-Client 10.2.0.1
Microsoft IIS 6.0

ProcessManagers:
PMgr_Prod_3_1
Query: 6017
Console: 6018
PMgr_Prod_3_2

Query: 6027
Console: 6028

e:SLS-Server:
VTNVISPROD04
10.231.104.17
2x2,66 GHz Xeon
RAM

Win 2003 Server
©:5LS4.8.1.3
Oracle-Client 10.2.0.1

ProcessManagers:
PMgr_Prod_4_1
Query: 6017
Console: 6018
PMgr_Prod_4_2
Query: 6027
Console: 6028




Project Details

Integration of Attensity Service into Existing Infrastructure

o Integration into the existing IT infrastructure, especially into
I § the CRM system and the IVR/CTI system.

= Transfer of 250 relevant information items from the
IVR/CTI system to the CRM system for later use in
Attensity Service (customer identification, customer’s
request identified by the IVR).

= Transfer of relevant information from the CRM system to
Attensity Service (contract info, line details, products in
use etc.) with 3 main objectives

= [nitiate a search to find the proper approach specific to the
customer’s issue,

= Display important customer information,

= Automated answering of questions in Attensity Service
without the need for search in the CRM system.
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Project Details

Setup of a Content and Editorial Process

s Establishing the content and editorial processes for
I implementing decision trees.
E E = |dentification of the editorial organisation
(i.e. managers and staff).

= Design and implementation of the following processes:
= Content management,
= Feedback mechanisms,

= Change management,
= Continuous improvement.

= |mplementation of decision trees and attachments.

—~— g

The implementation of all editorial processes required 9
months including the design of an initial set of decision
trees and the handover to the operational business.
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Project Details

Guided Service through Decision Trees

Project:
visavis

IT-Architecture
Integration

Easy Editing
Functionalities

Question R Srckien caegeer:
WO s et proaldeve relate 107

Answers

Context-sensitive T = = T ([

*Port names may vary depending on the equipment being connectsd.

additional
information from
the knowledge
base or any other
source

[§ Auswahlen
£, Bereichsauswahl
% Komponenten »
\Q)Frage
&) Antwort
@150
@ Baumreferenz
@ Pipe Aufruf

4

L
(]

“1 1faDVD has been connected using a D SCART adapier. change the "DISCART" seting in the “Input Signal” to

"SCART". & "Selecting the image source” p.15
*2 Some regions may not have the D SCART adapter included as an accessory.

2%

[ check external power supply! Does it work? |
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Project Details

Overview of the Editorial and Feedback Processes

Project:
visavis

Attens ityﬁyg_tem

0

IT-Architecture
Integration

web-frontend

XY .

QualityfAudit
Staging of new/Decision-Trees Using
oy [ Feedback
l l placement
O (system-sided)
Chief-Editor Using system.

Feedback

/

Declassification Decision Trees,
Agreement Decision Trees Responsibles

T

Develop Descision Trees s ;
upervisor
(Team work) &

Agreement —_—

""Decision-Trees
Responsible
(Agent)
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Project KPIls and Success Rates

1,200 Decision Trees were Developed and Implemented

return on 7 months
investment

editorial staff in 4.5 FTE
operational
business unit

usage of the = 350 call center agents (external)
system = 100 technical co-workers (internal)
= no direct use of CRM systems anymore

delivered content = 1,200 decision trees with about 170,000 different
solution paths
= 350 searchable CRM training documents
= 17,000 technical documents for use in the in-house 2" |ine

integration and = Transfer of 250 information items from CRM to KMS lead
automation to an automatic question’s response of 65%.
= Automatic generation of 14,000 trouble tickets per month
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Project KPIls and Success Rates
Call Volumes, Tickets & Handling Time Could be Reduced

first call fix rate z

54 % 77 %

average handling

e 396 sec 355 sec A"

;r::tt:e ticket 24 % 17 o/o s

trouble tickets

solved within 39 % 54 % ﬂ

24 hours
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Project Extension

Extending the Three-Tier System for Visavis Online

Active Dirsctoris:
http:/ivisref.versatel.local VERSATELLAN

Testsystem Refefenzsystem
(Test) « Lop
LossBatancer
‘ ST
@:SLS-Server & e:SLS-Server & e:SLS-Server & | e:SLS-Server &
eo Wensorvr Wenserer Webservar:
Viisrestor VIisRErS ViSpRoD0: Vi
< oot 0251104 12 010615 Tzt
23269 Gria xeon azsonen | [y 2xzgscH 23500 GraYeon
S Q b 4GB RAM N+ 4GB RAM
o W 2003 S i 2003 Sever B Wi 203 Sonr i 2003 Server
2 SETaeT priprive £ SRENST
S Oraco Glent 1020.1 (racio Gl 1020 1 S essLS-Sorvor: lorace-Giert 10201 Srace Gllont 1020.1
e 1960 comon s 65 VINVISREFS2 e Moo 1980
02104 15
24260 it Yoon
el 8 o
Wi 200 S
Orace-Glent 10201 m
Broker: Broker:
Query 6005 . 5005 . Query: 6005 Query: 6005 - —
Rogr 000 Staging Rogr 005 Staging Rogaer o000 Regiior 6008 :
S — : ©
Pl Tout Pt Rt 1.1 P Proa 21
G ey By 5017 Gy 6077
Gomon: 6008 Conao 518 Conon 6018
Py Ror 112
e Sy 027 Gy 6027
Console: 6028 Console: 6028 o —
Srroget
Tz 0816
23289 GHz Xoon
GradeTozo
VaRucoai
oz
por 1521
Tabiespace 208

Clients Client

Autoren Chef-Autor

o J—
g o paten A o paten Satnpant:
) e et T
e on Froodo) k1020
Feadbacks - Freigabe von Inhalten VesoRort

“Einspeion und Uvosehaing 1023110421
i T

Tablespace 2 6B

FLBVFILED
102312052
rouplEmpois

Staging

Grac-Chant 10204
Apache 2052

2 Query: sa0s

i e 6006
sy e

(D1 Bosigner Processttansger:
Gract Cuant 10201 [
S Aocoss Guery:sao7
NouinaT0.4 Conaoe: 6008
Broter

Gy 5005

Regtar: 6005

ProcessMansger

Guary: son7

Concer 06

-Batancer:
Fs009
102305012

Online-Referenzsystem
(RefOnline)
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Project Extension
Since 2009 Visavis is Fully Integrated into the Online FAQ

Montag, 26.4.2010 Kontakt | Stemap

- L l
v e ] S a ] e Privatkunden | Geschaftskunden | Carrier | VYersatel AG | Kunden Exklusiv Q ok

MEIN VERTRAG E-MAIL & SMS TARIFE & EXTRAS HILFE & SUPPORT

w Hilfe & Anleitungen

H H Steve Jobs
Hardware anschlielen Hllfe und Anlelltungen Kundennummer: £36075
E-Mail-Postfach ) .
einrichten “\\ Eingelogagt seit 10:31 Uhr
Digitale Signatur ! 1‘\ ‘ 1 16 neue Nachrichten

: a' - O
Ihre Rechnung A gy
= - — p—s )

Downloads

Glossar Lésungsassistent HOTLINE

Formularfincer FAQ ist die englische Abkirzung fir , Frequently Asked Ouestions" (oft gestelte Fragen). Wir haben fiir Sie die am haufigsten
gestelten Fragen zusammengesteltt. Wir arbeiten kontinuierlich an unseren FAQ und erweitern und optimieren die Themen
regelmaiiy. Zusétzlich haben wir zu den bereits bekannten Fragen und Antworten Losungswege entwickelt, die in Interaktion mit
Speedtest lhnen zu einer Losung lhres Anliegens flhren. Nahere Informationen zur Suche finden Sie in unseren Suchtipps.

Frigen und Antworten

Thema (1) Suchtext (optional) Suchtipps
[ atle Themen = [ | [ Suchen |

Handy-Konfigurator

von 23 b

271 verfiigbare Antworten Seite

Fragen
& Wie lautet der Pop 3 Server?
Wie lautet der SMTP Server?
Allgemeine Informationen zum Speedtest.
Ich méchte den Stand meines Kundenkontos wissen.
Ich méchte mein E-Mail-Programm einrichten. Wie geht das?
Wie lautet der IMAP Server?
Ich méchte umziehen. YWas muss ich tun?
Ich benutze bereits einen Virenschutz, kann ich den Postfachvirenschutz trotzdem aktivieren?
Wie kann ich meine E-Mail-Adresse andern?
Ubermittiung der Rufnummer / Rufnummernanzeige (CLIP)
Wie andere ich mein Kennwort?
Welche Hardware erhalte ich von der Versatel?
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Project Extension

Further Cost Reduction based on Visavis Online Implementation

call reduction

positive online

feedbacks

cost reduction

trouble tickets

Online requests could be increased from 16% to 28%
which means a call reduction of 3,500 calls a week

Positive customer feedback and acceptance of FAQ
Significant improvement of customer satisfaction after
using FAQ

Cost reduction of 0,54 Mio. Euro p.a.
due to lower call volumes

Increase of the online generation of trouble tickets
per month by 15%
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