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How can a network operator
retain market position in the
face of growing and maturing
competition?

This was the question that
faced British Telecom as UK
voice communications became
a commodity market.

Read how IPL helped BT to
sustain its market share.

Customer relationship management

Business challenge

The residential telephony market is crowded with service providers offering
similar ranges of products.

The first few years following wireline deregulation saw a battle fought
mostly on price, which could often be enough to tempt customers to trans-
fer their business. As the competition matured, not only the products and
services offered but also the way in which they were marketed became
much more sophisticated.

The problem facing BT was twofold: not only did it need to reduce the rate
of churn but it also wanted to pull back some of its previous customers who
had moved across to competitors.

With the price differential near enough removed, BT decided that sales,
marketing and customer service should be its market differentiators.

The main point of direct contact between BT and its customers was the
‘150’ service, which handled customer enquiries and orders. With im-
provements, this would be the key to BT's new strategy.

The aim was to develop a system that would reduce the number of errors
introduced during the processing of a call, and also act as a powerful sales
tool to promote BT's products and services. With labour costs accounting
for such a large part of the overall operating cost there was an additional
requirement to reduce the call handling time and limit the length of train-
ing required by the Customer Service Agents (CSA).

IPL’s solution

The data that forms the basis for the ‘150’ enquiry service is held within
their Customer Service System (CSS). The single logical database for CSSis
held on a number of mainframes, geographically distributed over 29 data-
bases. Together they form the largest data warehouse in Europe.

Whilst suited to order and enquiry taking, CSS was not originally developed
as a sales tool. Some tasks required the CSA to invoke a large number of
different CSS processes.

The challenge was to automate the processes as much as possible to pro-
vide a fast and effective service. This needed to be combined with a user-
friendly front end and reliable links to the CSS databases.

The solution is a three tier distributed system, which combines principles of
data mining with Object Oriented development techniques.

At the desktop the CSAs have PCs running Windows NT. Customer profiles
are generated automatically once the customer has identified him or her-
self. These then act as a sales prompt indicating any services that may be
appropriate to this customer. Once a call is completed the updates are
passed to the middle level while the CSA moves on to the next call.

The middle level consists of the intermediate databases and the communi-
cations systems. It provides immediate access to the required data along
with remote access to the CSS databases. It also acts as a temporary store
for updates to CSS.

The third level is CSS and its associated databases.
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Managing the process

IPL worked very closely with the BT team since starting on the project. The
work initially took place at one of the BT sites in London, but the IPL team,
which undertakes design, development, project management and QA func-
tions, was soon able to move the work to IPL’s own offices in Bath.

Frequent meetings are held between the IPL and BT project managers to
ensure that both teams are up to date with the other’s progress and poten-
tial problems are sorted out before they happen. Contact between team
members at all levels is encouraged to ensure that everybody works as a
team despite the geographical distance.

Business benefit

BT has 5,000 CSAs working out of 34 customer service centres handling
millions of customers’ calls each year.

The project has delivered a reduction in call handling times, improved sales
performance and reduced system-training times.

Future developments will take the service even further, providing greater
opportunities for both BT and its customers.

IPL has a track record of delivering
excellent value consultancy and end-
to-end software-intensive solutions.

IPL’s consultancy is renowned for its
quality and value. We consistently
exceed our clients’ expectations
through a combination of imaginative
thinking, managerial and technical
expertise and many years of engineer-
ing experience.

IPL’s track record in end-to-end soft-
ware solutions development is excep-
tional. Our proven development
methodology allows us to cut through
technical complexity, manage risk and
completely focus on delivery. We
consistently deliver reliable, efficient
and accurate systems to a precise
schedule.

IPL is an 1ISO9001:2000/TickIT regis-
tered company having a permanent
workforce of 240, revenues of ca.
£29M p.a. and 40,000 sq ft of secure
office space in central Bath.

Contact information

Services Sales

IPL Information Processing Limited
Eveleigh House

Grove Street

Bath BA15LR

Tel: +44 (0) 1225 475000

Fax: +44 (0) 1225 444400
Email: telecomms@ipl.com
IPL 001 BRF T 11.3

Copyright © IPL

All trademarks acknowledged



