CONFIMINDS'

i

EAIl - BPM Solution for Telecom

The Client is one of the major telecom players in

Client Profile

Owr client |s one of the major telecom player In the Middba East. it has more than 1.5 Milllan
customiers throughout the country for fived telephone lines, cellular  services and Intennat
services, The client has developed a variety of telecom  service offerings tailored to country's
consumer needs, fech as prepaid and  postpaid connections, seasonal wpecial tanf plans,
beased lines, D5L and ADSL  Internel services, Client also offers customers the opportunity 1o
Jodn |t's prermdum membership clubs, enabling members to enjoy a host of consurmer and
finandial benefits.

Areas af Concern

Telecorn comganies traditionally have handled customer requests via a single channel, which
requires utilization of a monodithic, single-channel system. With customer reguests mow
arriving wia multiple channals, these firms are ooking for advanced integration solutions that
anable the seamless delvery of instantaneous, up-to-the-second infesmation, which can ba
used 1o improve their buiiness procesies.

Ower the last few years, our clent has recelved tens of thousands of monthly custormer
requests via several channels, including telephaone, Interniet and CRM sytems. At the samse tima,
the firm's corg services infrastructure has been running on multiple hetercgenesas operating
systerms such as Windows UNIX and Solaris machines, To handle this new complexity, our cient
sought 1o create 8 new  messaging and business process hub that would not anly support
multlple  channels and systems, but also offer business process management capabliities.

Solution Implemented

ConfiMinds along with Tibco software has implemented and assimilated the large-scale EAl
solution, Fully synchranizing 2l messaging channels with ouwr client’s various core systems by
means of a unifled infrastructure, the integrated solutlon enables the delivery of up-to-date
Information to customers wia any channel, while suppaorting future channals that may be used,
Single point of view

integrated all technobogies and it core applications implemented and utilizing various
databases, the solutlon enables our cllent to conduct EA| transactions  between multipha
channels such as the Internat, interactive volce response VR, Portals, CRM systems, and
archives, Employing a service=opriented architectuna (S0A), the solution also includes a business
process infrastructune incorporating Remedy, Orecle CAM, Oracle eBusiness Suite, Geneva and
& ponnection o our clients inhouse developed applications,

Ta enhance the solution’s Interope rability with a wide variety of applications and technologles,
ConfiMinds developed adaptors for our client’s legacy hub, Oracle, VR, Portal systems, as well
s for the multiple channels wtilized by customers,

Customer Benelits
Immediate, real-time data access, Multb-channel service capabilities, Wider service offering
Customer, Single Point OF View

Corporate Benefits
Better custormer service, Improved customes retention, Greater managerial contral, Increassd
basiness opportunities, Faster time o market
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