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The Challenge

In order to guarantee excellent and precise services, the SES Techcom
Services team manages the Unified Customer Interface (UCI), which s
used as an operation and customer support system. In 2013, the
company was looking for a help desk solution in order to improve and
optimize SES Techcom Services' UCI. This solution was expected to
enable customers to easily visualize and manage their records
(incidents, problems, maintenance operations, changes and
configuration). High availabilly, flexible intagration possibiities and
100% relabilty of the support software were of partcular importance to
the teams providing connectivity services. Georges Amirza, Service:
Manager of SES Techcom Services, explains: “Our 2417 operations.
teams and expert engineering helpdesk offer support to our customers,
wherever they may be, covering end-to-end services based on satellte.

I support levels have grated into a

9 an resolution

Georges Amirza and the operations team have focused on improving
customer services with the help of a service desk system. “Our main
goal for the deployment of a new support software has been to find the.
appropriate solution to deliver helpdesk sevices to our customers.
which could match their high expectations.”

Scalabl lution for high i

The Solution

In order 1o run ts growing end-to-end service and operations, and to
smoothly integrate them into SES' core operations, an OTRS Instance
was initally deployed and used for interal purposes at SES Techcom
Services in 2014, It was perfectly responding to our needs and
‘smoothly bridging the detected gaps, So we extended the partnership
in 2015, signing an OTRS Contract,”states Georges Amirza. The main
operational functions that have to be covered by the system include the

nda
processes, such as Incident, Problem, Requests and Change
Management Also, the Configuration Management, as well as a
shared knowledge system and a reporting system for i
performance and SLA fuffilment are now being realized with the help of
OTRS. The syst ed with its scalabilty and
fields, as explains Mr. Amirza: “Today, we have several service
contracts managed using OTRS as an operation support tool. Together,
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visualize and manage their assets and track their service cases.”
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Why OTRS?

For SES Techcom Sarvices, the most important expactations for a
supporting help desk tool were improving customer services with
regards to reaction time and implementing flavless workfows for
incident and problem resolution. Thersfore, several technical
fufiled. o

Vet T1he souton was itabl or the many differen oprating
Scenarios, the company started a comprehensive test with OTRS in
2014. OTRS offered great number of configurations, as well as special
features that could be talored to SES Techcom Senvices's operafing
Scenario, as Georges Amirza underines, when talking about th
benefits: “The main drivers for choosing OTRS were the integrated
tckeing and configuration management soluons, the possbiiy to

i the ease dministration, and the
flexibiity of the system. After the tria of OTRS, the choice became

quickly clear

—
“OTRS is one of SES Techcom Services’ trusted tools for managing
services with challenging operation models. Interfaces to other operation

support systems, including SES systems, are an important success
factor!”

Georges Amirza, Service Manager, SES Techcom Services



