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TeliaSonera
TeliaSonera!is!the!result!of!a!merger!between!Swedish!Telia!
and!Finnish!Sonera!in!2003.!The!now!multinational!enterprise!
is!in!the!business!of!providing!a!wide!range!of!high!quality!
telecommunication!services.!With!presence!in!several!key!
markets,!including!the!Nordic!area,!the!Baltic!region!and!the!
emerging!markets!in!Eurasia,!TeliaSonera!is!today!a!multi!
billion!dollar!enterprise!employing!more!than!30!000!people!
and!serving!more!than!36!million!customers.!

After!the!merger!in!2003!TeliaSonera!was!looking!for!ways!to!
rationalize!their!in-house!technical!support!which!provided!for!
a!substantial!cost.!Over!time!a!great!deal!of!support!knowledge!
had!been!accumulated!and!documented!in!how-to-procedures!
but!with!limited!success!due!to!a!low!user!adoption!rate.!
The!management!of!TeliaSonera!was!now!striving!for!cost-
effective!technical!support!and!stated!that!the!keyword!in!the!
development!of!new!services!would!be!“simplicity”.!

The TeliaSonera Challenge
The!vision!of!simplicity!founded!upon!providing!TeliaSoneras!
employees!with!straightforward!support!24/7,!in!recognition!
of!a!trend!where!an!increasing!amount!of!employees!worked!
out!of!the!of !ce!and!outside!normal!of !ce!hours.!Considering!
TeliaSoneras!30!000!employees,!which!represented!a!signi !cant!
load!on!the!service!desk,!maintaining!a!greater!number!of!
incidents!at!level!zero!was!becoming!increasingly!important.

eSupport
TeliaSoneras!vision!of!simplicity!and!around!the!clock,!cost-
effective!support!brought!the!enterprise!together!with!Ti !c!
and!the!company’s!leading!edge!solution!–!Ti !c!Support!
Automation!Suite.!The!core!of!Ti !c!Support!Automation!Suite!
is!to!proactively!mass-!and!self-heal!issues!before!impacting!
the!end-user,!in!this!fashion!incidents!can!be!retained!at!level!
zero!and!productivity!can!be!maintained,!resulting!in!customer!
satisfaction!and!reduced!support!costs.!

With!mass-!and!self-healing!the!user!remains!supported!
wherever!and!whenever,!in!online!or!of"!ine!mode.!The!
bene !ts!of!Ti !c!Support!Automation!Suite!were!inline!with!
TeliaSoneras!vision!and!the!foundation!of!what!would!be!
named!TeliaSonera!“eSupport”!had!been!established.

eSimplicity 
Like!most!enterprises,!TeliaSonera!is!comprised!of!a!
fragmented!IT!environment.!As!a!result,!employees!had!to!
invest!a!lot!of!time!when!using!services!that!spanned!across!
several!applications!from!different!vendors.!TeliaSonera!
recognized!that!in!these!instances!employees!either!contacted!
the!service!desk,!involved!a!coworker!or!stopped!engaging!
with!the!service.!This!resulted!in!increased!support!costs,!
halted!employee!productivity!or!security!issues!arising!when!
employees!didn’t!perform!critical!back-ups!or!updates!of!
their!computer!systems.!With!eSupport,!TeliaSonera!was!yet!
again!able!to!harness!the!bene !ts!of!support!automation!and!
deliver!a!simpli !ed!support!experience!to!their!employees.!
One!application!that!spanned!across,!and!enabled!control!over!
multiple!applications;!this!meant!that!previously!complex!
actions!required!no!more!than!the!click!of!a!button!using!
eSupport.!

“eSupport detected an      
issue in a Word template 
and I could repare it in a 
second, Great!”

“



“Last week I received help 
from the service desk to 
reinstall my VPN  client but 
it didn’t work. Now, thanks 
to eSupport, I was able to 
do it myself and it worked 
straightawa y.”

“

“These guides are super, 
they turn anyone into an 
expert.”

“

About TeliaSonera
TeliaSonera!is!in!the!business!of!providing!high!quality!tele-
communications!services,!including!packaging!and!carrying!
content!like!sound,!images,!data,!information,!transactions!and!
entertainment.!TeliaSonera!offers!services!that!help!people!
and!companies!communicate!in!an!easy,!ef !cient!and!environ-
mentally!friendly!way.!Our!main!purpose!is!to!best!serve!our!
customers!and!create!value!for!our!shareholders!through!strong!
pro ! ts!and!cash!"!ows.

About Ti   c
Ti !c!is!the!leading!provider!of!second!generation!support!
automation!solutions.!Since!our!foundation!in!1999,!the!
solutions!that!we!offer!have!helped!numerous!enterprise!service!
desks!and!businesses!serving!the!enterprise,!consumer!and!
mobile!market!to!streamline!their!technical!support!which!
has!led!to!reduced!support!costs!and!increased!customer!
satisfaction.!!

Achie vement s
q eSupport!provides!TeliaSonera!with!mass-!and!self-healing!!!
!!!!capabilities!that!resolves!end-user!issues!before!impacting!!
!!!!productivity,!prevents!support!calls!and!increases!customer!! !
!!!!satisfaction
q Using!support!automation,!TeliaSonera!have!simpli !ed!the!!
!!!!usage!and!by!that!increased!user!adoption!rates!of!security!! !
!!!!critical!services
q With!Ti ! c’s!unique!and!innovative!self!service!guides,!! !
!!!!TeliaSonera!employees!are!empowered!with!comprehensible!!
!!!!support!content!that!have!decreased!their!dependence!on!the!!
!!!!service!desk

Goals
q Provide!TeliaSonera!employees!with!support!wherever!they!!
!!!!are,!24/7
q Reduce!cost!and!improve!quality!of!the!in-house!technical!! !
!!!!support!function
q Simplify!the!usage!of!services
Solution
Ti !c!Support!Automation!Suite!provides!TeliaSoneras!employ-
ees!with!support!out!of!the!of !ce!and!outside!normal!of !ce!
hours.!With!support!automation,!TeliaSonera!now!has!a!proac-
tive!approach!to!resolving!end-user!incidents!and!has!simpli !ed!
the!usage!of!critical!services!for!their!employees.!With!Ti ! c!
Support!Automation!Suite,!TeliaSonera!has!empowered!their!
employees!with!tools!for!self!service!success.

eUsability 
TeliaSonera!previous!issues!with!self!service!guides!and!low!
user!adoption!rates!were!taken!into!account!in!the!development!
of!eSupport.!Empowering!the!end-user!with!comprehensible!
tools!for!self!service!is!key!in!resolving!incidents!at!level!
zero!and!decreasing!the!cost!of!technical!support.!As!a!result!
eSupport!incorporates!Ti !cs!unique!approach!to!creating!self!
service!guides.!All!guides!follow!the!rules!of!Ti !c!Style!Guide,!
a!set!of!templates!based!on!research!within!usability,!to!ensure!
that!the!support!content!is!both!clear-cut!and!uniform.

“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

eScalability
Being!a!large!multinational!enterprise,!TeliaSoneras!knowledge!
database!could!easily!become!unmanageable!considering!
the!sheer!amount!of!multilingual!support!knowledge!that!
had!to!be!stored.!That!eSupport!provided!TeliaSonera!with!a!
truly!scalable!solution!was!therefore!critical!in!their!original!
evaluation.!eSupport!supports!multiple!languages!in!a!way!
that!signi !cantly!reduces!maintenance!of!large!knowledge!
databases,!as!a!result!eSupport!handles!TeliaSoneras!every!
demand!relating!to!redundancy,!response!time,!traf !c!load!and!
back-up.!

With!eSupport,!TeliaSonera!has!taken!a!giant!leap!towards!their!
2010!vision:


