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“With Office Communications Server, each employee makes 10 per cent fewer journeys, and gains an extra 28 minutes a day through improved communications.”
Pamela Engelmann, Enterprise Marketing CEE Area Lead, Microsoft
With operations in 23 countries, employees at Microsoft Central and Eastern Europe spend much of their time travelling. While keeping in touch with customers and partners is crucial, travel expenses are high. Microsoft needed to cut costs and chose to deploy a unified communications solution based on Microsoft® Office Communications Server 2007. The solution has significantly enhanced customer service, while reducing travel expenses by 10 per cent per employee.


Business Needs
The Microsoft Central and Eastern Europe (CEE) subsidiary employs more than 3,100 people in 23 countries. Employees based at the division’s headquarters in Munich, Germany, spend up to 80 per cent of their time working remotely, meeting with local sales teams, business partners, and customers. Communication plays a key role in boosting the company’s profile in the region and increasing sales and growth, but travelling in person to meetings was expensive and affected employee productivity.

Pamela Engelmann, Enterprise Marketing CEE Area Lead, Microsoft, says: “Our sales teams spent a lot of time waiting at airports, travelling in aeroplanes, or driving to meetings. While employees could catch up on e-mail messages and routine work on mobile devices, there was a limit to how much they could achieve remotely. Much of their time was spent on the phone or sorting out a VPN line to access the company network.”

Constant travel also made coordinating team activities difficult. Eugene Piric, Business Productivity CEE Area Lead, Microsoft, says: “Every time we needed to bring people together, we had to fly them all to one place. It was expensive, and it took employees away from their regular work for long periods of time.” This had a negative impact on many areas of the business. For example, sales employees were limited in how many leads they could develop, and how much one-to-one time they spent with customers.

Microsoft CEE needed to reduce its travel and communications costs, but at the same time it was committed to providing the best tools for employees to keep in touch with clients and collaborate with colleagues. These needs had to be carefully balanced alongside the company’s strategy to cut carbon emissions. Engelmann says: “It’s simple. To remain competitive, we had to do more with less. Better collaboration and productivity are essential to keeping our business healthy.”
Solution

In mid-2008 Microsoft CEE deployed a unified communications solution. This provides e-mail, instant messaging, presence, video and audio conferencing, and unified messaging, based on Office Communications Server 2007 and the Office Communicator 2007 client application. The solution provides a single point of access to communication and collaboration tools through the Office Communicator 2007 desktop client. 

With the Office Communicator 2007 application, employees access communication functions from their computers. A user starts the software by clicking an icon on his or her desktop. This displays a window listing names, contact details, and the user’s online status. The employee can then select a contact to send instant messages, make phone calls, or share files. It’s easy to switch from instant messaging to making a phone call, or creating a Web conference.

Employees can be reached on one phone number, and make their own Internet phone calls directly from Office Communicator 2007 with a compatible Internet phone plugged into a laptop, or using a headset. When an incoming call is established, Office Communications Server 2007 automatically routes it to the device currently in use—be it a desk phone, a handheld mobile device, or a home phone. Piric says: “I spend most of my time on the phone, and I know my customers appreciate having just one number through which to contact me.”

Now, team members can conduct weekly review meetings from their computers with Microsoft Office Live Meeting software. Employees can share their documents through Office Communicator 2007 with a single click of a mouse, or start a full Web conference with text, audio, video, and application sharing. Engelmann says: “If I need to show a document to my team, I just send an instant message and connect them to my Live Meeting. Then we can discuss and work on it together.”
Benefits

With the Microsoft unified communications solution, employees in CEE can easily communicate with colleagues and clients from any location. If travel is essential, employees can still be as productive as when they’re working from the office or at home. Engelmann says: “With Office Communications Server, each employee makes 10 per cent fewer journeys, and gains an extra 28 minutes a day through improved communications.” The team can now reach more customers and has more opportunities to make sales.

· Reduced communications overheads. The CEE team has cut spending on phone calls, while reducing audio-conferencing costs by 50 per cent. 

· Enhanced collaboration. Employee feedback has been positive, reporting that the solution makes it easier to contact each other, which enhances teamwork and output. Piric says: “Most of my team work outside Germany, but we stay in constant contact with instant messaging and Office Live Meeting.”

· Improved productivity. Employees have significantly reduced the amount of downtime they have, with a daily time saving of 28 minutes each. 

· Lower travel expenses. Employees can now confidently keep in touch with customers and local teams without having to travel to meetings in person. Engelmann says: “Our travel expenses are down by 10 per cent per employee, compared to last year.”

· More contact with customers. With Web conferencing, sales people meet customers that were too far away to visit before. And, because they spend less time travelling, they have more time for developing new leads and strengthening existing customer relationships.

· Improved customer service. Employees react faster to customer queries and find answers quickly with instant messaging. “We don’t have to wait until we’re back in the office to access details of contracts or the latest product information,” says Piric. “We can support our customers and partners whenever they need it.”

· More competitive. With lower costs and streamlined operations, Microsoft CEE is better placed to raise profitability and remain ahead of the competition, even in a tough economic climate.
For more information about other Microsoft customer successes, please visit: �HYPERLINK "http://www.microsoft.com/casestudies"�www.microsoft.com/casestudies�





Customer: Microsoft


Web Site: � HYPERLINK "http://www.microsoft.com" �www.microsoft.com�


Number of Employees: 3,100


Country or Region: Central and Eastern Europe


Industry: Software





Customer Profile


Microsoft is a worldwide business and home software company. Headquartered in Redmond in the United States, it employs almost 90,000 people globally.





Software and Services


Microsoft Office


Microsoft Office Live Meeting


Microsoft Office Outlook 2007


Microsoft Office Communications Server 2007
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