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Challenges

 Increased competitive
pressure resulting from
market liberalization and
internationalization

* Improve customer orientation

* Reduce defection rate

» Poor efficiency in customer
service due to out-of-date
technology

Objectives

» Detailed requirements analysis

» Create a complete customer
view of all divisions based on
standard software

« Integration with the billing
system

« Automated correspondence
interface with Microsoft Word

» Definition and implementation
of functional enhancements
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,One face to the Customer” with KIS.Siebel.

RWE achieved customer-orientation and ,One Face the Customer®
by implementing KIS.Siebel. RWE Customer ServicdbHGns the first
point-of-contact for anyone within RWE group who Isoking for
answers about customer billing or customer care. eyh are the
internal service provider handling the customer eafor the regional
energy companies RWE Rhein-Ruhr AG and RWE Westiidser-Ems AG.

RWE RECOGNIZED CHANGE IN THEhe quick and smooth processing of

ENERGY MARKET EARLY ON customer requests is the foundation of first-

RWE Westfalen-Weser-Ems is a regionalass service and therefore vital for the

company under the roof of RWE Energstccess of RWE Customer Service GmbH.
with headquarters in Dortmund, Germanj?rocess efficiency, as well as system

RWE Westfalen-Weser-Ems AG salesinning times, are crucial factors in the

territory consists of 1.3 million customersimplementation of a call center solution.

It operates an electricity network with :

a total length of 78,000 kilometers ariiittiiasttinkadnstn el iR
six years now. It runs very fast and is

a natural gas network of over 20,008 GENENASE I

kilometers. This well-structured networkKEE I T A - N VY

ensures the energy supply of approximate BESYEEUERlleCUhEN eyl F

5.5 million people.

RWE Rhein-Ruhr AG, with headquarte
in Essen, is a one-stop-shop and direc

provider of electricity, gas, water, and
related services to approximately 1. HE OPPORTUNITY TO MAXIMIZE

million customers. It is the largest regionaq:USTO'\/IER SERVICE

energy provider in Germany and belongs With its Customer Information System
the RWE group. Siebel (KIS.Siebel), RWE Customer Service

GmbH has one such solution at its disposal.

About 7,000 employees make up the e38s siebel contains approximately 3.3
that, due to its regional roots and IOc‘a\lmlllon customers with their respective
presence, provides the most customery 'Contracts, locations, and relevant details.

oriented service. The principle of On"i'\/lore than 10,000 customer inquiries a day

face to the Customer” is always in the, o gniered into and processed via the
foreground. RWE Customer Service Gml%'Jstem

assignment is to provide contracted _
customer care for the clients of RWE Rheifc4U expert consulting ag has been

Ruhr AG and RWE Westfalen-Weser-Epjavolved in the project since the beginning
AG. as technical partner and Siebel expert.

Its important for RWE Customer Servick Supported RWE throughout all project
GmbH to operate a call center solution th&hases such as requirements analysis,
assures an optimal and preferably “cased€sign, implementation, testing, —and
concluding” means for customer inquiriesYarious rollouts.
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Benefits

» High performance processing

- Efficient call center operation

 Availability of all customer
information in one centralized
location

« Comprehensive integration

between front and back office

Technologies

» Siebel Call Center Version 6.3

e SAP IS-U

e C4 — Advanced Communication
» Database: Oracle

e Hardware: AIX
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The system is continuously kept up-to-dat&/hen looking at functional requirements,
both technically and functionally, througlthe wide spectrum of Siebel's standard

regu|ar maintenance releases. technology came into pIay Here is where
ecd4u demonstrated its market-leading,

Inaddition, the system underwent &epe| technical expertise. Profound
comprehensive integration to the newpowledge of subject areas such as
company-wide billing solution ,EBL". EBkonfiguration, workflow, scripting, COM-
is being developed based on SAP ISkbnnections, EIM (batch interfaces), and
4.6.4. virtual business components brought the

KIS.Siebel is a solution for both front§yStem Up to its current top condition.

and back-office employees. Call center; - ENERGY WITH KIS.SIEBEL

agents recelve customer Inquirles Vig g giepel keeps complete track all of the
telephone, email, fax, or letter. An agenglevant customer data, contracts, and
then categorizes the inquiry into specifigervice inquiries that have been received
areas called events (meter reading, billinghrough various communication channels
guestion, complaint, etc.). (email, telephone, fax, and letter). It allows
SQWE to react dependably and stay close to

These events are then arranged int
Is customers.

corresponding actions, like read a meter d
turn off service to efficiently attend to theThe call center solution also provides

service request. Other actions are purelglaborate ad-hoc reporting capabilities

.paperwork-related” or trigger automatedthat allows for a 360° view of the processes
processes within the system (e.g. redirecind work of the call center. The data for the
to a field technician). In summary, KlS:arious reports are compiled and evaluated
Siebel is an end-to-end solution to providenline.

a complete customer service for an - .
P Yhe speed and efficiency gains, as well

energy division. as an increased visibility in a competitive
KIS.Siebel's latest version is alreadynarket, makes the RWE group one of
compatible with the new EU unbundlingpday’s leading, international, multi-utility
regulations, that is the organizationatompanies.

or legal separation of the sales and the

network delivery entities. It is also feasible

to perform contracted call center services

for other utility providers.

The technology of KIS.Siebel is very
sophisticated. Reason being is on one
hand the strong integration of the system
landscape to a vast number of billing
systems, supply management solutions,
creditreporting agencies, and sales partner
applications and on the other the adamant
focus on optimizing and streamlining
internal processes.
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