OpenCms in the Telco industry -
A Tale from Down Under

OpenCMSdays 2009
Thomas Kutschi
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AAPT’s Situation —2004 A.D.

e Telecommunication company

* Telecom New Zealand subsidiary

e Result of massive M&A

e Aggressive marketing

* Sub-optimal operations/Fulfillment
e Bad support




The Poor CSR’s ...

e As at July 2005 the total number of call centre
applications was 402

 On average a CSR will use 80 applications per day

 There are approximately 5 billing systems, 4 OSS
systems, 8 faults systems and 4 sales tracking
systems (and many, many more..)

 Power CSR’s need at least 2GB of RAM in order
for their PC to be able to operate the various
systems at the same time




The Website

The website is currently completely static

It costs $30,000 in internal OPEX to change a
word on a page

We have a total of 24 FAQ’s
20 of these advise customers to call AAPT




The heroes

* Head of strategy

* Four business owners
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Strategic approach

e Step-Out Approach

— Project separated from overall business
* New brand moments defined

* New core system
— Greenfield approach for OSS/BSS

* Cross platform CMS




Communication

1.WebSite

2.Call Center
3.Marketing-Literature
4.Door-Knockers




e Full self service capability
e Reduce cost in call centres
* Improve customer experience
* Improve response times
* Increase Retention

e Virtualization

 Virtual Service Operators
e Customizable per Operator

Vision/Goal
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Approach and Deliverables

Strategy

Phase 0
Strategy

Terms of
Reference

Business Def.
Process
Definition
Documents

High level use
cases

Project
Management
Plan

Requirements
Engineering

Detailed use
cases

Wireframes

Customer
journeys

Styleguide

UML diagrams

Proof of
concept

Interface
specifications

Mock-Ups

Implementat

Interface
implementation

Unit Testing
String Testing

User
Documentation

Admin
Documentation

Content
Editing

Deployment

System
Integration Test

Business
Acceptance
Test

Content Editing

10 months
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* Functionalities

* Administration of low structured content
e Customizable Customer Self Care

e Offer administration

Order Handling

e Order Picking

 Non Functional Requirements

* Scaleable solution (clustering, distributed environment)
* Browser compatibility

e Sun Solaris as system platform

* n-Tier-Architecture
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Architecture

Order
Handling

Self Care

Adminstratio T

Knowledge

Center oo

»
»

Basic Product
Information

Il

OSS/BSS

CMS

Database

Database(s)

o
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Screenshot

@AAPT Search | | | »

TELL IT LIKE IT IS

[“HOME [WRCUERCTCEUAI YOUR BUSWESS | ABOUTUS | WELPYOURSELF |  SUPPORT & ADVICE

Operator: test
@ AAPT e
TELLIT LIKE IT IS Legout ot Help
Todo
Home Phone options
Configuration
Product: . i A
Al This istextand describes the help yourself and other AAPT services [ Resize- @oois [ view Source- [t Options-
What's best?
Best for home $129 Homechat® Key features
$129.00 Per month (inc GST) i)
Home office Pay $129a month for $1000 worth of calls #® §129a month gets you §1000 worth of calls for local, national and )
international callsand calls to mobiles*
® Change your plan if your needs change: anant)
On the move # 29,95 line rental per month is additional @ ®
# Directdebit:
Latest campaigns HOMECHAT ®
rvices (0]
Bill ®
g $29 Homechat® Key features o
Workflow $29.00 Per month (inc GST) ® ]
Pay $29 a month for $50 worth of calls # §29amonth gets you $50 worth of calls for local, national and ®
Number Management international calls and calls to mobiles*:
ator Management # Change your plan if your needs change: e
# 329,95 line rental per month is additional
HOMECHAT ® Directdebit:
(o]
G
$49 Homechat® Key features
$49.00 Per month (inc GST)
Pay $49.a month for $120 worth of calls # $49a month gets you $120 worth of calls for local, national and ®
international calls and calls to mobiles*:
# Change your plan if your needs change ca
# §29.95 line rental per month is additional
® Directdebit:
aif -8
$79 Homechat® Key features
$79.00 Per month (inc GST) 5/26_Homechat_Upgrade htm!
Pay $79a month for $250 worth of calls ® $79a month gets you $250 worth of calls for local, national and
international calls and calls to mobiles®: ] B/
# Change your plan if your needs chabge
$29.95 line rental per month is additional
HOMECHAT ¢ Directdabt  Upgrace i

Additional Information

# Service features
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/@AAPT Search: [Piease choose [ | v

TELL IT LIKE IT IS

[~

/O AAPT

Search: | Plesse choose v | 3
TELL IT LIKE IT IS

AT HOME "UNTWORCT | ATARPT | HELPYOURSELF | SUPPORT AND ADVICE

HOME PHONE MOBILE

INTERHET @ AAPT Search

TELLIT LIKEIT IS

Athome fHom iew all plans

Athome [ Intemet

If o weant mor every dollar wou spend on local, national, calls to

TAKE CONTROL OF YOUR ACCOUNT WAYS TO SAVE KEEP IH TOUCH

$29 Homechat® o8 = Help yourself

$29.00.....u w=e/  $pg.00 All about me

Great if you spend $30-$50 per month on calls Ideal if you spend

# Pay $29 and get $50 worth of local, national, ® Pay $49 and get Line rental  subscription
international calls and calls to mobiles (excludes internastional calls To et started ordering your new &4PT service, we need & few details. This includes some personal details,
some call types) some call types) $49 Homechat® + AAPT

® Line rertal on your hame phone is only $29.95 & ® Line rental on youl Livellet 5
morth month

® Flesdbility to move betwween plans when your needs  ® Flexibility to move $49 Homechat® Pay 34

change at no cost change &t no cost worth of 18 E
# Great rates on international calls to 59 countries ® Great rates on inty international call= x I l I .

calls to mobiles
® Save even more when you bundle with an AAPT ® Save even more (excludes some cal
irternst service internet service types)

If you're already an AAPT customer and you want to add a new service to your accout please cal us rather
than placing your order here.

ALPT Livehlet 5 SGB monthly usage $3995
allovwance and no

EXCess charges

$89 Homechat®

$89-00per morth

$149 Homech

$149.0(

All about me

Tite: * Wr B2

Setup Opt
installation

Professional $180.00

Good choice if you spend $120-$250 per month  Huge savings if y4 Modem: WiFi 4-port modem $29.00 First rame: * Tarya
on calls month on calls
Micldle: name: H.
*® Pay 589 and get $200 warth of local, national, ® Pay §148 and get
internationsl calls and calls to mabiles rexcludes interristional calls Total monthly spend Lt name: * Tores
some call types) some call types)
Total line rental cost  §29) Preferred name: Tanya Hirtt: If you prefer to be
called by something other
Total set up charges 3§31 than your first name, type
that here
Services for my: * Residential [s]  HE I youre signing up
Buy 10 an AAPT service for
your hame choose
Residertial
How to get in touch with me
s beat to contact me by: * Ermail [w]  Hint dust choose your

preference here and we'll

your landine, t bge of our Homechat® offers. unalans mean ther| mmm AT AADT HELP YOURSELF
morth, And thet slthe other benefits of choosing

15

Please choose |

SUPPORT AND ADVICE

SUPPORT AD ADVICE T

Let me ook in the knovdedge base

iy all

B'earirlgPomt'
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End to End Content
Management for Telcos

—Workflow based web
content management

B Update Product/Pricing

JOAAPT oo | -
TELL IT LIKE IT IS =
[ FONE—|RRUTERUE el TOUR BUSHESS ] —ASOUTUS ] HELPYORSELF ] —SUPPORT E ROVICE ]

NTERNET MO
hone {528 Homechat® ®

$29 Homechat

vowe sone pLns I
# \View all plans

Information - =
M Other portal content —
M Intranet content
W Partner Portals @~




Duration order capture




Duration average order

15 1e 17 1a 19 20 21
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Time to market

" Janiary | Fobriary | Mareh

DILL L T

September

Dtuer November | Decemher
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CSR Ul

/@ AAPT

TELL IT LIKE IT IS

CURRENT CUSTOMER
Title: MISS Name: Hika Struck
Status: ACTIVE Account: 1010416145

SELECTED OFFER

Product Offer:  $49 Mobile Cap Service Type: Mobie
AAPT Service Reference: Status: Disconnected

and add ons

BARRING

Current applied bar level:
Current collection bar level:

Current user bar level:
CALL CONTROL

I™ Cal contral to forward or divert calls immediately
I™ Call cantrol to forward or divert calls when you're busy

I™ Cal cantrol to forward or divert calls when you don't answer

I all cotral to forward or divert calls when you're unreachable

I Block selected callers (based on their phons number)

INCOMING BARS

Mot barred
Mot barred

Mot barred

0= Logout

Username: be sdmin
Bt @ Help

Show mare
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Online Sales

+600%
Online Sales

Offline Sales Offline Sales

—
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Legacy system New system



Online Bundle sales

Legacy system New system




of CSRs
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Fact Sheet

Australian Telco, market attacker
Subsidiary of public listed company

Three platforms to be maintained:

* WebSite
e Customer Self Care Area
* Administration Center for Call Center Agents

ntegration into OSS/BSS environment
Platform used: OpenCMS
ntegration: via DTOs, WebServices, file transfers




Success factors

Close relationship with project team on client side
—  Business owners
— Agency
— T
—  0OSS/BSS Team
Sound domain knowledge
— Dedicated, experienced team working in this area for years
Sound industry experience
Proven track record of CMS implementations
Know-How transfer to clients staff
Scaleable OpenSource Solution based on Java

,/"—"-.\
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And they lived
happily ever after!




The next step?

I Portal sphere : I Shop sphere : : CSC sphere 1
1
: : : Config Config . : :
1 Product i Page L . p] Page : 1 1
: Pages . 1 ] n \A 1 : :
1 I 1
1 Configure Shopping Order Mgmt. Order Mgmt. 1
( (
! O =h——1| Buton ) ,Engage’ Mode Basket/ |,b|  Page Page
1
1 P Detail Prod. xyz Config Config /| Chelckou.t 1 n :
: Needs rd Pages T Page L ) Page | —V : : L / 1
! Based 1! 14 n‘ ! !
1 1 1 1
1 Wizard I/ : 1 : | 1
1 11 1 1
1 1 Iy 1
1 11 : 1 1

Core sphere

_ﬁ:_______________________Bgc_l<_c>Ffi?:e_s_pT1grE """"" ﬁ |
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And they lived
happily ever after?




I‘ll be
back!

|||||||||||||||||
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Thomas Kutschi
Senior Manager

Mobile: +43.664.4127525
thomas.kutschi@bearingpoint.com
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BearingPoint INFONOVA GmbH
Seering 6
A-8141 Unterpremstatten

Let’s talk!
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