


» Summary «

As a group of leading lighting brands
and companies, Zumtobel provides
complete professional lighting solutions,
lights, lighting management and
lighting components for indoor and
outdoor applications. With production
facilities on four continents and more
than 70 distribution branches and
partners worldwide, the Zumtobel Group
is a global player with a reassuringly
international presence for their
customers. The company has set the
standard of excellence and expects
innovative and global solutions from
its partners. This has seen Zumtobel
embrace Open Unified Communications
to standardize its communications and
telephone infrastructure with the
Siemens IP-equipped communications
platform HiPath 4000, and rely on
Managed Service for global service
management. This allows Zumtobel
the freedom to concentrate on its core
business, provide best-in-class service
to its customers, and profit from a
transparent cost structure.

The task:

e Provide a standardized communications
platform and applications to ensure a
robust and scalable
open-communications solution

e Ensure a future-proofed system for next
generation requirements, and capability
to function smoothly across national
borders

e High reliability in communication and
service, and transparent cost structures

The solution:

¢ Siemens HiPath Managed Services

¢ Siemens HiPath 4000 communications
platform

e Siemens HiPath 4000 Manager

¢ Siemens HiPath Xpressions

¢ Siemens HiPath ComAssistant

¢ Siemens HiPath Cordless

¢ Siemens HiPath ProCenter

The benefits:

e Cost-optimization through
open-standards IP-communication
(including converged and scalable
network)

e Complete cost control and absolute
reliability through Siemens Managed
Service

* Transparent cost structure through
unique financial port/user model

e Secure operation through pro-active
monitoring

* Single point of contact for all
communications needs

* High efficiency and open, scalable
infrastructure through global
standardization of hardware and
software

e Business process acceleration through
effective communications workflow

“Siemens Enterprise Communications

was the most credible choice for us thanks
to its proven experience as a global
telecommunications provider.”

Hans-Achim Quitmann
Clo
Zumtobel Group

www.zumtobelgroup.com
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» Lighting worldwide through
sophisticated communication «

As a group of leading lighting brands and
manufacturers, Zumtobel Group provides
employment for around 7,000 people
worldwide. The company offers customers
professional, integrated lighting solutions,
lights, lighting management, and lighting
components for indoor and outdoor use.
With its three strong brands, Zumtobel,
Thorn, and TridonicAtco, as well as pro-
duction facilities on four continents and
more than 70 distribution branches and
partners worldwide, the Zumtobel Group
is among the few true global players in
the lighting industry. The company has its
roots in the Vorarlberg region of Austria,
but enjoys the benefits associated with a
worldwide network of specialists and
planning partners within the lighting
industry.

Global voice and data communication
— a crucial factor in success

It's no surprise that that voice and data
communications play such a critical role
for an international company such as
Zumtobel. Following their search for a
complete Managed Service contract
Dipl. Ing. Hans-Achim Quitmann, CIO of
Zumtobel, selected Siemens: “We wanted
a state-of-the-art solution that would
standardize our communications systems

worldwide and at the same time help us
cut costs. But the most important criterion
for us was that our telephone systems
should be 100% reliable, even during the
implementation process.”

Unified infrastructure with HiPath 4000
and unrivalled service with HiPath
Managed Services

The Siemens HiPath 4000 provides a
convergence platform for the overall
solution, providing Zumtobel with servi-
ce features such as easy interconnectivity
through distributed IP architecture, a
consistent infrastructure and complete
compatibility to include support of open
standards such as SIP. This is managed
centrally through HiPath 4000 Manager
to ensure seamless service.

All locations in Austria and the UK are
already connected to the platform and
enjoying the overall benefits, and there
are plans to integrate and connect
Romania later this year, and to include
locations in China, Australia and the USA
in the future. There is added reassurance
in the UK as the network with HiPath and
IP-shelves each have their own emergency
system which provides the peace-of-mind
for Zumtobel.

The main benefits relating to
standard-based communications is that it
enables a company to connect with their
employees and customers no matter
what the IT environment or the client,
device or application. Zumtobel benefits
from seamless Unified Messaging with
HiPath Xpressions which provides easy
integration of voicemail, fax, email and
SMS giving access to all messages via
telephone, mobile phone or computer at
any time, and anywhere across the
world. The DECT cordless solution aids
this accessibility at the Donbirn location
— it ensures the company fire department
can be reached without delay, providing
the security the company needs to
safeguard its people and resources.
On-demand access to people and
information leads the way for collaborative
working practices to further enhance
Zumtobel's competitive advantage. In
fact, Zumtobel and Siemens Enterprise
Communications have set their next goal
as the expansion of the CTl solution,
currently only available in Austria, to
cover the company’s entire worldwide
range.



» Global Service contract provides
proactive system monitoring «

A highlight of the communications
solutions at Zumtobel is the global
Managed Service contract. The main
benefit it provides is the reassurance
that comes with a proactive monitoring
system to ensure the security of
networks and systems and minimises
downtime. There is a central, worldwide
Siemens service number to offer
support if problems arise, any question
can be received and answered in
multiple languages to guarantee fast
resolution of issues as per agreed Servi-
ce Level Agreements; such as a reaction
to priority 1 disturbances within 2
hours. This could include complete
shut-down of a location, or partial loss
of important system segments at a loca-
tion. Less urgent wishes such as
telephone orders or expansion of
workstations due to location change or
new employees are registered at the
Siemens service desk by Zumtobel
employees.

A rich financial option and deployment
model provides a transparent cost
structure in the form of a port/ user
model. Siemens provides the Zumtobel
supervisors with detailed call logs,
prepared as CSV documents which can
be loaded directly onto their SAP
computing systems. This saves valuable
time and speeds up the billing process
as a monthly invoice shows the exact
number of users for each location and
multiplies them by a set amount per
user. This provides management the
visibility they need into the telephone
communication costs for each location.




» A reliable and consistent
communications infrastructure brings
advantages in all areas«

For Zumtobel’s CIO, it was immediately
clear that voice and data system should
be standardized as soon as the Local Area
Network and the necessary technical
requirements were in place. At locations
across Austria and the UK, Zumtobel
employees already work and conduct
their telephone business across the IP
network.

Open and globally consistent interfaces
and internet standards, in addition to a
unified communications approach
brings real benefits to Zumtobel. It gives
the company greater efficiency through
acceleration of business processes and
enables fast decision-making to keep
them ahead of the competition. It also
accounts for future needs and driving
growth and provides the flexibility and
scalability of solution to support this.

The new standardized voice and data
network also provides a rich user
experience through improvements in
customer service. In Borehamwood, the
sales headquarters for the UK, Zumtobel
and Siemens have successfully installed
a call center. The headquarters in Dorn-
birn, Austria is now planning to establish
a centrally managed call center using
remote participation of agents located
in each of the represented countries.
Calls can be transferred via Dornbirn to
the appropriate country, and thus the
customer dials a single number and
always reaches an agent who speaks his
own language.

Zumtobel management set Siemens
Enterprise Communications a
challenge

Zumtobel set quite a challenge for Siemens,
for example, the interconnection of the

Zumtobel locations across the UK. There
the order for the Siemens solution was
placed in June whilst the deadline given
was in September. It was important that
the Voice over IP solution was introduced
quickly and efficiently. “The quality of
service parameter for the IP connection
had errors from the beginning. The search
for these errors was complicated. However,
through the excellent cooperation and the
enormous dedication of the Siemens
employees, we managed to overcome the
initial difficulties very quickly,” said the
Zumtobel CIO.

The speed in which the solution could be
deployed to meet the needs of Zumtobel is
perfect illustration of the way unified
communications can be delivered to
improve service, and increase satisfaction
for both users and external customers.
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