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	Overview
Country or Region: Global
Industry: Telecommunications

Customer Profile
Headquartered in Oslo, Norway, the Telenor Group is the world’s sixth-largest mobile operator, operating in 13 countries with 195 million total mobile subscribers.

Business Situation
Having achieved great results from its Microsoft communications solution, Telenor wanted to unify its mobile and desktop communications capabilities.

Solution
Telenor is deploying Microsoft Lync Server 2010 to take advantage of the enterprise voice capabilities and the unified client interface for conferencing.

Benefits
Improves employee productivity
Provides more efficient communication
Reduces hardware costs and increases agility

	
	
	“Our integrated communications and collaboration concept has already provided high adoption rates and tangible benefits that we expect Lync to increase further.”
Henrik Bentzen, Project Director, Way of Work, Telenor Group


	
	
	
	The Telenor Group is a leading telecommunications company that provides mobile and fixed line telephony services, as well as Internet access, across Europe and Asia. A few years ago, the group initiated an organization-wide program called Way of Work to improve employee productivity through better communication and collaboration. After making significant progress with a Microsoft solution that includes Microsoft Office Communications Server 2007 R2, now called Microsoft Lync Server 2010, Telenor is taking the next step by deploying a consolidated communications platform including voice, conferencing, instant messaging, and presence. By deploying Microsoft Lync Server 2010, Telenor can link its mobile and desktop communications, improve collaboration, and reduce costs.
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Situation
Founded in 1855, the Telenor Group is a leading provider of broadband and mobile phone services, with 195 million mobile subscribers across 13 countries in Europe and Asia. 

Way of Work
 (
“
The use of 
Live Meeting
 
has helped regional sales 
staff 
in 
our 
Denmark 
offices increase sales by as much as 30
 percent
 
due to 
improved
 knowledge sharing
 and sharper
 management focus
.
”
Morten Saaby
e
,
 
Senior Market Manager, Telenor Denmark A/S
)In 2007, Telenor established a group-wide organizational change program called Way of Work, owned by top management and sponsored by EVP People and Organization Bjørn Magnus Kopperud to improve business processes and overall employee productivity through better communication and collaboration. One of the key components of this program was the deployment of Microsoft Office Communications Server 2007 R2 and Microsoft Office SharePoint Server 2007 across the company. These solutions helped to connect people from different business units who were working to solve similar problems.

Telenor wanted to move its employees and partners into its Virtual Workspace to encourage the exchange of expertise and experience across time zones, borders and cultures. “Our Virtual Workspace enables us to work smarter and faster than our competitors,” says Jan Taug, VP UCC at Telenor Group.

Telenor currently has connected more than 40,000 employees, partners, and customers to its Virtual Workspace. The instant messaging (IM), presence, and online meeting capabilities of Office Communications Server are key drivers for organizational impact. “We estimate that our most active users are saving 20 to 25 minutes per day using IM,” adds Henrik Bentzen, Project Director, Way of Work program at the Telenor Group. 

“Being global in nature, we gain a lot from using Microsoft Office Live Meeting. We have been able to reduce travel, which has helped us save costs and reduce carbon-dioxide emissions,” notes Morten Saabye, Senior Market Manager at Telenor Denmark. “The use of Live Meeting has helped regional sales staff in our Denmark offices increase sales by as much as 30 percent due to improved knowledge sharing and sharper management focus.”

Microsoft Communications and Telenor Mobile Services
For voice communications, most Telenor employees use their mobile phones. ”A unified communications solution without a solid and integrated voice solution is at best a 50 percent solution. By integrating our mobile services our Microsoft communications solution, we can increase user adoption and the return on our investments,” says Bentzen.

Telenor wanted to improve its internal communications and customer solution capabilities by consolidating everything into one solution. “Telenor in Norway was the first business unit in the Telenor Group that wanted a solution we could use with our mobile phones. We wanted our users to have one number for their PC and mobile phones,” explains Even Røgeberg, IT Architect at Telenor Norway. As a telecommunications company, Telenor is now delivering customer solutions that integrate its mobile communications with desktop communications and collaboration solutions.

Solution
To help bring together desktop and mobile communications for employees at Telenor, the company is deploying Microsoft Lync Server 2010. Telenor wants to move to a fully virtualized environment, so support for virtualization in Lync Server is very important. The initial deployment will add enterprise voice capabilities for employees in the Nordic region through Session Initiation Protocol (SIP) trunk services provided by Telenor. “Our employees will now use their existing mobile accounts as their enterprise voice accounts, so only the mobile number is visible for their contacts,” says Røgeberg.

 In Norway, Telenor is also evaluating Lync Server for its common area and conferencing phones so that it can retire the private-branch exchange (PBX)  (
“
High-definition voice provides the ultimate in voice intelligibility 
and makes
 
a big difference in collaborative sessions among geographically dispersed associates
.
”
Henrik Bentzen, Project Director, 
Way of Work, Telenor Group
)systems it currently uses to support these phones.

The company is also evaluating whether to extend enterprise voice to the rest of its employees globally. Outside Norway, the availability of survivable branch appliances (SBA) in Lync Server will help with this rollout. Telenor is currently testing the Dialogic DMG4000 digital media gateway for the SBA role. The Dialogic SBA hosts Lync Server software and has integrated time-division multiplexing (TDM) and SIP media gateway functionality to provide a network connection and local public-switched telephone network (PSTN) connectivity. Branch offices can use the PSTN connection for phone calls in the event of a wide-area network failure. “Being a global company collaborating across several time zones to deliver Telenor’s services, stability and availability is a critical success factor,” says Bentzen.

Telenor is also currently evaluating voice hardware designed specifically for use with Lync Server that would replace traditional desk phones as it moves to an enterprise voice solution. Telenor has been testing the Polycom CX600 IP desk phone and the Polycom CX3000 conference phone, both of which provide access to calendar and contacts in the Microsoft Office Outlook messaging and collaboration client, in addition to directory search and presence information. For common areas such as lobbies, break rooms, and smaller conference rooms, the firm is evaluating the Polycom CX500 IP phone, which also provides directory search, presence information, and extended conferencing capabilities. They are also using the Polycom CX5000, which provides a 360-degree viewing angle for conference rooms.

The Plantronics Voyager PRO UC headset is a powerful wireless device that employees can use seamlessly with a mobile phone and the Microsoft Lync 2010 client on the computer for one-on-one calls or to join conferences. Bentzen notes, “Voice quality is a critical component in achieving maximum engagement amongst professionals on a conference call. High-definition voice provides the ultimate in voice intelligibility and makes a big difference in collaborative sessions among geographically dispersed associates.”

For employees, the Lync client combines telephony and conferencing capabilities through the familiar Microsoft Office 2010 user interface. The client provides access to new social capabilities like Rich Contact Card and Skill Search. The Rich Contact Card displays pictures and organization chart information for contacts. Using the Skill Search, employees can find coworkers with the skills required to solve a problem. With these features, Telenor can leverage the investments it has made in setting up employee MySite accounts on Microsoft Office SharePoint Server 2007. Employees can also access online meetings through the Lync client, including the ability to record and save meeting content as .XPS files to preserve the full meeting content.

Benefits 
Telenor has already gained extensive benefits from its Way of Work program and the Office Communications Server deployment and now, with the upgrade to Lync Server, it expects to expand those benefits in a number of areas. “Our integrated communications and collaboration concept has already provided high adoption rates and tangible benefits that we expect Lync to increase further,” says Bentzen.

Improves Employee Productivity
Employees at Telenor will enjoy many benefits from the upgraded solution. The Lync client makes it easier to join an online meeting and provides more options for meeting participants. “Lync makes it even easier to get from an IM session to an online meeting because people don’t have to change clients,” explains Røgeberg. “Attendees can now join conferences via Microsoft Lync Web App as well, which is great for our users who may be out of the office or external partners and customers.” The company believes the unified Lync client will help employees increase their productivity and will help maintain the high adoption rate.

Because video enriches the conferencing experience, Telenor expects usage to increase when Lync Server is fully deployed. “Lync Server provides a flexible video conferencing solution for user-to-user conferences, which our current video conferencing rooms cannot facilitate. It is also great for meetings with the Polycom CX5000,” adds Røgeberg.

Provides More Effective Communication
By integrating its Mobile Status feature services with Lync Server, Telenor can enhance presence information so that people can more easily decide when to communicate and reduce latency. “The interoperation between Mobile Status and Lync Server makes collaboration and communication highly effective because it helps people reduce the time it takes to get an answer,” says Bentzen.
Telenor can also help employees communicate more effectively in countries where it does not currently provide SIP trunking. By deploying an SBA in those countries, Telenor can provide a more stable user experience, especially in places like Eastern Europe and Asia. “We need to ensure high quality of service and provide integration with their mobile phones to have happy users,” explains Bentzen. “With the SBA providing PSTN access for regional offices, they can dial out to the PSTN for local calls, and we can ensure redundancy in Lync service availability. This ensures a higher adoption rate and improved ROI for the investment.”

 (
“Virtualization provides increased stability, and we can address problems quickly with a new image. This will definitely have a positive impact on the availability of our communications. It also provides us the flexibility to expand if needed.”
Henrik Bentzen, Project Director, 
Way of Work, Telenor
 Group
 
)Reduces Hardware Costs and 
Increases Agility
Deploying Lync Server on virtual machines will reduce the hardware costs of the solution by 50 percent or more, but the benefits go far beyond the cost savings. Bentzen explains, “Virtualization provides increased stability, and we can address problems quickly with a new image. This will definitely have a positive impact on the availability of our communications. It also provides us the flexibility to expand if needed.”


 (
Software and Services
Microsoft Office
Microsoft Lync 2010
Microsoft Office SharePoint Server 2007
Microsoft Server Product Portfolio
Microsoft Lync Server 2010
Hardware
Dialogic DMG4000 Media Gateway
Plantronics Voyager PRO UC headset
Polycom CX500 and CX600 IP p
hones
Polycom 
CX3000 and CX5000 c
onferencing 
p
hone
s
) (
This case study is for informational purposes only. MICROSOFT MAKES NO WARRANTIES, EXPRESS OR IMPLIED, IN THIS SUMMARY.
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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 Telenor
 Group
 products and services, call 
+47 810 77 000 or visit the website at:
 
www.telenor.com
For more information about Dialogic products and services, call 
(514) 745-5500 or visit the website at: 
www.dialogic.com
For more information about Plantronics products and services, call 
(800) Plantronics or visit the website at: 
www.plantronics.com
For more information about
 Polycom
 products and services, call (800)
 Polycom
 or visit the website at: 
www.polycom.com
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Microsoft Lync Server 2010 ushers in a new connected user experience that transforms 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 solution 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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