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eSupport - Powered byTi! ¢ Support Automation Suite

TeliaSonera
TeliaSoneralis!the!result!oflalmerger!between! Swéailksn! With!mass-!and!self-healing!theluser!remains!supported!
and!Finnish!Soneralin!2003.IThe!now!multinationallenterpris&Vherever!and!whenever,!in!lonlinelor!oftine!mode.!The!
islinlthe!business!of!lproviding!alwide!range!ofthigh!quality!  benelts!ofi !c!Support!Automation!Suite!werelinline!with!
telecommunication!servicedlith!presencelin!severallkey! TeliaSoneraslvision!and!the!foundation!oflwhat!would!be!
markets,lincluding!the!Nordic!area,!the!Baltic!region!and!the!named!TeliaSonera!“eSupport"!had!been!established.
emerging!markets!in!EurasikeliaSoneralis!today!almulti!
billion!dollar!enterpriselemploying!more!than!30!000!people!

: o0 eSimplicit
and!serving!more!than!36!million!customers.! plicity

Like!mostlenterprise3gliaSoneralis!comprised!ofla!
fragmented!ITlenvironment.!As!alresult,lemployees!had!to!
After'the!merger'in!200BeliaSoneralwas!looking!foriways!to! jnyestiallotiofitime!lwhenlusing!services!that!spanned!across!
rationalize!theirlin-house!technical'support!'which!provided!fodeyerallapplications!from!different!venddrsliaSonera!
alsubstantiallcost.!Overltime!algreat!deal!oflsupport'knowledgelognized!thatlin!theselinstanceslemployees!either!contacted!
had!been!accumulated!and!documented!inthow-to-procedureglelservice!ldesk, linvolved!alcoworkerlor!stopped!engaging!
but!withlimited!success!dueltolallow!userladoption'rate.!  yjthithelservice.!This!resultedlinlincreased!support!costs, !
The!management!eliaSonera'was!now!striving!for!cost-  hajtedlemployee!productivity!orlsecuritylissues!arising!when!
effectiveltechnical!'support'and!stated!that!the!keyword!in!thep mp|oyees!didn’tperformcriticallback-ups!orlupdates!of!

development!ofinew!services!would!be!“simplicity”. theirlcomputer!systemgvith!eSupportlleliaSoneralwas!yet!
again!able!to!harness!the!betsébflsupport!automation!and!
The TeliaSonera Challenge deliverlalsimpliled!support!experienceltoltheirlemployees.!

Onelapplication!that!'spanned!across,!and!enabled!control!over!
, multiplelapplications;!this!meant!that!previously!complex!
slrequired!no!morelthan!thelclick!oflalbutton!using!

Thelvision!of!simplicity!founded!upon!providifigliaSoneras!
employeeslwith!straightforward!support!24/7,lin!recognition X
oftaltrend'wherelantincreasing'amount!oflemployees!workedACtion
outloflthe!oflceland!outside!normall@!hours.!Considering! €Support.!
TeliaSoneras!30!000!'employees,!which!represented!alsagri!
load!on!thelservice!desk,!maintaining!a!greaterinumber!of!

incidents!at!levellzero!was!becoming!increasingly!important. “

eSupport

TeliaSoneras!vision!of!simplicity!and!around!the!clock,!cost-
effectivelsupport!brought!thelenterprise!together!itle! “eSupport detected an
and'thelcompany’s!leading!edge!solutiorit¢!Support! . .
Automation!Suite.!The!core!df! !c/Support!Automation!Suite! issue in a Word template

isltolproactively!mass-!and!self-heallissues!before!impacting an, g
thelend-user,lin'this!fashionlincidents!can!belretained!at!leve and I COUld repare itin a

zeroland!productivity'can!be!maintained, resultingtinlcustome SSE{=Yel0]a[o €17 114
satisfaction!and!reduced!support!costs.!
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eUsability
TeliaSoneral!previouslissues!with!selflservice!guides!and!low! ‘ ‘
userladoption!rates!wereltakenlintolaccountlin!the!developme
ofleSupport.!Empowering!'the!end-user!with!comprehensible!
tools!for!selflservicelis!keylin!resolvinglincidents!at!level! “ .
zeroland!decreasing!the!costlofltechnicallsupport.!As!alresult These gwdes are super,
eSupportlincorporatéB!!cdunique'approach!to!creating!self! 3
service!guides.!Alllguides!follow!the!rulesToflcIStyle!Guide,! they turn anyone Into an
alsetlofltemplates!based!on!research!within!usability,!to!ensu expert_"
that!the!support!contentlis!both!clear-cut!and!uniform.

eScalability
Being!allarge!multinational'enterprise,!TeliaSoneras!knowledge!
database!could!easily!become!lunmanageable!considering!
thelsheer!lamount!ofimultilingual'support!knowledge!that!
had!to!be!stored.!That!eSupport!providelihSoneralwith!a!
truly!scalable!solution!'was!therefore!criticallin!their!original!
evaluation.!eSupport!supports!multiple!languageslinlalway!
that!signilcantly!reduces!maintenance!of!large'knowledge!
databases,!as!alresult!leSupport!haridiksSoneras!every!
demand!relating!to!redundancy,!response!time!tttafd!and!
back-up.!

WithleSupportJeliaSoneralhas!taken!algiant!leap!towards!their!
2010!vision:

“TeliaSonera has taken simplicity to a level
where it makes a real difference. We have
made it our strongest competetive advan-

tage”
The TeliaSonera Vision 2010
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Goals Achievements
Bl Provide!TeliaSoneralemployees!with!support'wherever!ti@eSupport!provide$eliaSoneralwith!mass-land!self-healing!!
Mare,124/7 Illicapabilities!that!resolves!end-userlissues!beforelimpactingy!
B Reduce!cost!land!improve!quality!ofithe!in-house!techhicalllproductivity,|prevents!support!calls!and!increases!customef!
Ilsupport!function IlIsatisfaction
@ Simplify!'the!usage!of!services B Using!support!automatiofigliaSoneralhave!simpkid!the!!
Solution IMusageland!by!thatlincreased!user!adoption!rates!of!sédurity!

Ti Ic!Support!Automation!Suite!provid@sliaSoneras!employ-!!!!criticallservices
eeslwith!supportloutlofitheloficelandloutside!normatiefl B With!Ti! c’sluniqueland!innovative!self'service!guides,! !
hours.!With!supportlautomatiofeliaSonera!now!has!alproac!!!'TeliaSoneralemployees!are!lempowered!withicomprehensitjle!!
tivelapproach!tolresolving!end-userlincidents!and!has!sieapl{{!support!content!that!have!decreased!theirldependence!onghe!!
thelusage!oflcriticallservices!forltheirlemploy&éisH!Tit ¢! !!!!service!desk
Support!lAutomation!Suite,!TeliaSoneralhas!empowered!their!
employees!withltools!for!selflservicelsuccess.

About TeliaSonera About Ti ¢
TeliaSoneralislin!the!business!of!providing'high!quality!tele- Ti !clislthe!leading!provider!oflsecond!generation!support!
communications!services,!including!packaging!and!carrying! automation!solutions.!Since!our!foundation!in!1999,!the!
contentllike!sound,!images,!data,!information,!transactions!astiutions!that!'we!offerlhave!helped!numerous!enterprise!service!
entertainment.!TeliaSoneraloffers!services!that!help!people! desks!and!businesses!serving!the!enterprise,!consumer!and!
and!companies!communicatelin!anleasigiefitland!environ-  mobile!market!to!streamline!their!technical!support!'which!
mentally!friendly!'way.!Our!main!purposelis!tolbest!servelour'has!led!to!reduced!support!costs!andlincreased!customer!
customers!and!createlvalue!forlour!shareholders!through!streggisfaction.!!

pro! tsland!cash!Tows.



