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	Overview
Country or Region: Germany
Industry: Construction

Customer Profile
Herrenknecht provides mechanized tunneling technology for construction projects all around the world. It employs 3,165 people and in 2009 achieved sales of €866 million (U.S.$1.2 billion).

Business Situation
Herrenknecht wanted a more efficient, cost-effective way for employees to connect to one another, especially through voice.

Solution
Herrenknecht upgraded its communications solution to Microsoft Lync Server 2010 to take advantage of more flexible architecture and enterprise voice features to help it reduce costs and improve productivity.

Benefits
Reduced costs
Improved productivity

	
	
	“With this solution, our chief financial officer in Asia estimates that we have already seen a fifty percent reduction in phone charges in that region.”
Achim Heimburger, Team Leader ICP, Herrenknecht AG


	
	
	
	Herrenknecht delivers cutting-edge tunnel-boring machines
for all ground conditions and in all diameters ranging from 0.10 meters to 19 meters. Based in Schwanau, Germany, the company employs 3,165 people and includes 65 subsidiaries and associated companies in related sectors in Germany and abroad. With projects in Europe, Africa, Asia, Australia, and North and South America, Herrenknecht needed a more efficient, cost-effective way for employees to connect to one another, especially through voice. It also wanted to deploy cost-effective, redundant voice solutions at its subsidiaries that are easy to manage. Working with Microsoft Gold Certified Partner Glück & Kanja, it deployed Microsoft Lync Server 2010 for its flexible architecture and enhanced communication capabilities. With this solution, Herrenknecht expects to reduce phone charges and experience gains in employee productivity.
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Situation
Founded in 1977, Herrenknecht today provides traffic and utility tunneling technology and exploration of deep energy sources, along with the mechanized equipment that makes such projects possible. It has 3,165 employees, and in 2009 it had sales of €866 million (U.S.$1.2 billion). Almost everywhere that tunnels are constructed using mechanized techniques, Herrenknecht machines and equipment are in use. It can deal with any sort of geological conditions and cover the complete range of mechanized tunneling technology. It develops, assembles, and supplies mobile tunneling equipment with cross-sections from 0.10 meters to more than 19 meters. Following its Teamwork Tunneling philosophy, it works confidently alongside its customers and partners in every phase of a project. 

With employees working all over the world on all kinds of construction projects that require tunneling, Herrenknecht wanted to implement a communications solution that would help people to collaborate better across great distances. It already provided email and voice communications, but the company wanted to offer employees tools like instant messaging and conferencing to supplement more traditional communication. As its messaging solution, Herrenknecht had deployed Microsoft Exchange Server 2007, and employees used the Microsoft Office Outlook messaging and collaboration client to manage their email, contacts, and calendars. For voice, Herrenknecht employees relied on a mix of mobile phones and traditional telephony service through private-branch exchange (PBX) systems deployed at its headquarters and subsidiary locations.

In 2008, the company contacted Microsoft Gold Certified Partner Glück & Kanja Consulting AG, one of Germany’s leading communications consulting partners. Glück & Kanja focuses on enterprise IT infrastructures and unified communications solutions based on Microsoft technologies such as Microsoft Lync Server 2010 and Microsoft Exchange Server. To provide capabilities such as instant messaging and presence for employees, Herrenknecht had decided to deploy Microsoft Office Communications Server 2007. Working with Glück & Kanja, it configured a highly-available enterprise pool at its main data center. It upgraded the solution to Office Communications Server 2007 R2 in 2009 to take advantage of the latest features, including extended conferencing capabilities and the ability to build communications-enabled business processes. It also deployed Microsoft Office Communicator Web Access so that employees can access all Office Communications Server capabilities through a web browser on any computer with a network connection.

The company deployed enterprise voice through Office Communications Server for some employees based on their roles within the company. To connect Office Communications Server to the PBX, it used two Dialogic DMG4000 media gateways. Herrenknecht also implemented Remote Call Control, so employees can use Microsoft Office Communicator 2007 on their desktops or portable computers to place and answer telephone calls without picking up the phone. 

Employees throughout the company are improving their daily business processes with Office Communications Server. Engineers use instant messaging to discuss projects with one another and get questions answered quickly, and they use desktop sharing with people outside the department to share PDF files of designs for review. Project managers use online meetings and desktop sharing to discuss project status with teams around the world. Everyone finds presence to be most helpful, especially because they can also view it through other Microsoft applications such as Outlook or SharePoint. Finally, to extend communications capabilities with partners and customers, Herrenknecht has implemented federation, so employees can see presence and calendar information for federated colleagues and easily connect with them through IM and voice calls.“Herrenknecht is already experiencing reduced charges for people who make calls from hotels when they travel. Using Lync, they can easily connect to the office at a much lower cost.”
Reuben Honigwachs, Consultant,
Glück & Kanja Consulting AG




Herrenknecht has also developed some communications-enabled business process (CEBP) applications based around Office Communications Server, including a Stock Notification Bot that sends an instant message to responsible and interested parties about equipment inventory levels. The company also developed a notification process so engineers can tag articles and drawings for review, and receive instant messages when drawings are released or changed. 

Although the deployment of Office Communications Server has provided Herrenknecht employees with better tools for collaboration and communication and helped to reduce mobile phone charges for employees across Asia by 50 percent, the company still believes it can provide a more efficient, cost-effective way for employees to connect to one another, especially through voice. 

The company also wants to provide more cost-effective voice solutions that are also easier to manage at its subsidiaries. Finally, it also needs a way to bring new offices—whether new locations or newly acquired companies—on board quickly so employees can be immediately effective at their jobs.
Solution
Continuing to work with Glück & Kanja, Herrenknecht decided to upgrade its communications solution to Microsoft Lync Server 2010. Lync Server provides enhanced versions of the communications capabilities provided by Office Communications Server 2007 R2—presence, instant messaging, robust conferencing, and enterprise voice—as well as improvements in topology, deployment, and management tools. It will deploy the solution to its 3,000 employees in November 2010.

Herrenknecht will deploy Lync Server at its main data center in the same configuration that it used for Office Communications Server. At its home office, the company will use Lync Server in conjunction with its PBX system to provide voice capabilities. At its branch offices that do not have a PBX, it will deploy a Dialogic 4000 Survivable Branch Appliance (SBA). The SBA is based on cost-effective media gateways hosting the Microsoft Survivable Branch Appliance software package. The SBA provides a network connection and a public switched telephone network (PSTN) connection that continues to provide communications capabilities in the event of wide area network (WAN) failure. It will install the first SBA at its Singapore location, and then gradually at existing branch offices to replace aging PBX systems. It will also install SBAs at any future locations to save the expense of installing a PBX. 

Herrenknecht is currently evaluating voice hardware designed specifically for use with Lync Server including the Polycom CX600 IP desk phone, which provides directory search and presence information, to replace traditional desk phones at branch offices. It is also evaluating the Plantronics Voyager PRO headset that employees can use to place and manage calls and conferences through the Lync client on a desktop or portable computer.“Presence really shortens the time when it comes to getting decisions made and questions answered. When you add Activity Feed, you have that much more information that helps you get what you need quickly.”
Reuben Honigwachs, Consultant, 
Glück & Kanja Consulting AG 




Employees who travel frequently can use Lync Server instead of their mobile phones to call the home office or to call project teams in other locations. For employees based at headquarters in Germany, Herrenknecht will continue to use Remote Call Control so that people can place and answer calls through the Lync client rather than using the desktop phone. They can also provide only one phone number to colleagues, so they do not have to remember multiple numbers. For its primary voice-mail system, Herrenknecht will implement Exchange Unified Messaging. With Unified Messaging, employees can receive and manage both voice-mail and e-mail messages through Outlook. They can also play voice-mail messages through the Lync client. For its administrative staff, the company will enable the Lync Server Attendant, to make it easier for them to manage incoming calls. Using Attendant, receptionists and secretaries can view presence information and easily prioritize, route, and manage calls.

The IT staff has started using the Windows PowerShell command-line interface to remotely manage and configure Lync Server. Using Call Admission Control, it can better manage quality of service for its Asian locations that sometimes experience bandwidth constraints. “With the Lync client, we have already experienced better quality,” explains Reuben Honigwachs, Consultant at Glück & Kanja. “But Call Admission Control will definitely help us adjust quality of service if we find we need it.” For monitoring and alerts, the IT team will deploy Microsoft System Center Operations Manager with the Lync Management Pack. 

Some enhancements in the Lync client augment features employees use today such as presence, desktop sharing, and ad hoc collaboration and online meeting capabilities. They can use Activity Feed to enhance presence information by providing a description of what projects they are working on, and using the Rich Contact Card, they can see people’s pictures and view their managers and direct reports. With the whiteboard, they can brainstorm and share information more interactively. 

For online meetings, Lync users can join conferences with a single click. They can also hold meetings through Lync with external users who do not have Lync installed. Meeting participants without Lync can easily download the Attendant client to join the meeting, and the Lync client remains on their computers for future meetings. Meeting presenters can also see attendees more clearly through the Lobby feature, which they can use to admit or restrict people as needed.

Benefits
By upgrading its communications solution to Lync Server 2010, Herrenknecht can provide more cost-effective, flexible voice solutions across the organization. Employees can continue to take advantage of the productivity benefits they got from Office Communications Server, while also benefitting from enhancements in the Lync client that will make them even more productive at their jobs.

Reduced Costs
For employees who are onsite at projects in Asia Herrenknecht has already experienced a decrease in phone charges. “With this solution, our chief financial officer in Asia estimates that we have already seen a fifty percent reduction in phone charges in that region,” says Achim Heimburger, Team Leader ICP at Herrenknecht. 
Honigwachs adds, “Herrenknecht is already experiencing reduced charges for people who make calls from hotels when they travel. Using Lync, they can easily connect to the office at a much lower cost.” Beyond the phone charges during travel, Herrenknecht expects to reduce travel by using online meetings instead.

Another way Herrenknecht expects to reduce costs is by deploying SBAs instead of expensive PBX systems with high maintenance costs at new branch offices. “We expect to reduce telephony charges an additional twenty percent through using Lync and deploying the SBAs to directly dial out in other countries,” says Stefan Wöhrle, Project Leader for Lync at Herrenknecht.

Improved Productivity
Employees who experienced productivity gains with Office Communications Server will see those gains continue. Herrenknecht expects an additional increase in productivity due to the Lync Server upgrade. Presence is the most popular feature with Herrenknecht employees, and the Activity Feed feature only enhances a feature that people rely on day in and day out to be more effective at their jobs. “Presence really shortens the time when it comes to getting decisions made and questions answered,” says Honigwachs. “When you add Activity Feed, you have that much more information that helps you find a person who can get what you need quickly.” 

The company believes that with Rich Contact Card, people can form better relationships, which helps improve productivity. “It is great to see the pictures of the people you are working with,” adds Wöhrle. “We have to work with a lot of people we have never seen before, and this helps us establish relationships and work better together.” Ad hoc collaboration and online meetings are other areas where Herrenknecht expects to see productivity gains. “The integration with Outlook and the integration of the Office Live Meeting client into the Lync client offer great benefits for users, because they can book and join meetings quickly and easily,” says Wöhrle. With the ability for external people to join Lync meetings through the Attendee client, employees can also more easily communicate and collaborate with outside vendors and partners.

Because Lync Server works with other Microsoft products, employees can also easily view presence and click to start an instant messaging session or place a voice call through applications like Outlook to discuss or resolve important issues. “The one-click dialing makes it so easy to reach out to people,” says Heimburger. With voice-mail playback through Unified Messaging in Lync, employees can also keep their contact information updated, so they do not have to hunt for the correct number or make changes manually.

The company expects further productivity gains when it can federate with its smaller partners. “We are excited that with the new Microsoft Business Productivity Online Suite 2010, our partners who are too small to justify a Lync Server deployment will finally have access,” says Heimburger. 


Microsoft Lync Server 2010
Software and Services
Microsoft Office
Microsoft Lync 2010
Microsoft Server Product Portfolio
Microsoft Lync Server 2010
Microsoft Exchange Server 2007 Enterprise Edition

Hardware
Polycom CX600 IP phones
Dialogic 4000 Media Gateway/Survivable Branch Appliance 
Plantronics Voyager PRO headset

Partner
Glück & Kanja
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For More Information
For more information about Microsoft products and services, call the Microsoft Sales Information Center at (800) 426-9400. In Canada, call the Microsoft Canada Information Centre at (877) 568-2495. Customers in the United States and Canada who are deaf or hard-of-hearing can reach Microsoft text telephone (TTY/TDD) services at (800) 892-5234. Outside the 50 United States and Canada, please contact your local Microsoft subsidiary. To access information using the World Wide Web, go to:
www.microsoft.com
For more information about Glück & Kanja Consulting AG products and services, call +49 69 800 7060 or visit the website at: 
www.glueckkanja.com 
For more information about Herrenknecht products and services, call +49 7824 302 0 or visit the website at: www.herrenknecht.com 
For more information about Dialogic products and services, call 
(514) 745-5500 or visit the website at: www.dialogic.com
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For more information about Plantronics products and services, call 
(800) Plantronics or visit the website at: www.plantronics.com
[image: Bluetooth and hands-free headset solutions]
For more information about Polycom products and services, call (800) Polycom or visit the website at: 
www.polycom.com
[image: Polycom Logo]


Microsoft Lync Server 2010 ushers in a new connected user experience that tranforms every communication into an interaction that is more collaborative and engaging and that is accessible from anywhere. For IT, the benefits are equally powerful, with a highly secure and reliable communications system that works with existing tools and systems for easier management, lower cost of ownership, smoother deployment and migration, and greater choice and flexibility.

For more information about Microsoft Lync Server 2010, go to:
www.microsoft.com/lync
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