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Groupe Webhelp
IT Service Management Driving Uninterrupted
Flow
IT: a production tool
COMPANY

Name: Groupe Webhelp
Location: France, Morocco, Romania
Industry: Call Centers, Customer Relationship
Management

Employees: 7,500
Website: www.webhelp.fr

Webhelp, an international call center, addresses all of the management needs
pertaining to multi-channel customer relationships to include telemarketing, email,
and chat, as well as multi-service (consulting, integration,…) and multi-language
support. The company, which employs more than 7,500 people, has a presence in
France (eight sites), Morocco (ten sites) and Romania (Bucharest and Galati).
For Webhelp, IT is truly a production tool, comparable to factory machinery. The
IT Service Management systems, along with their maintenance and management,
are designed to prevent service interruptions and to accelerate the resumption of
activity after a problem. In the words of Stephane Boulanger, Technical Support
Group Director: “A ten minute interruption, which may be minor for some
companies, can have significant financial consequences for us. If 7,000 people
stop, that’s 70,000 minutes of work lost.”

SOLUTION
HEAT Service Management

In addition to secured and redundant technical infrastructures, Webhelp uses
solutions that are recognized for their viability. The company installed a Network
Observatory Center (NOC) that enables centralized, 24/7 supervision of all
applications, telephony communication and data for the Group. They also leverage
on-site technical teams and 8 network and telephony systems experts.

“The horizon is not closed. Our

needs and desires are no longer
subject to the limits set by our
software. We have a lot of ideas, for
example facilitating the submission
of tickets via smart phone for
people who are mobile.

”

Stéphane Boulanger
Director of the Technical Support Group

Internationally recognized solution.
At the end of 2009, the CIO decided to acquire a new software tool to manage
user support. Until that time the service desk had used a ticketing solution that
had been internally developed in 2005. However, version 3 of their proprietary
software was not fast enough and could no longer respond to the needs of the
quickly growing company. The CIO wanted in particular to have a dashboard and
more granular metrics to manage his services. Given that the development of a 4th
version of the in-house software was too costly, Webhelp explored the choices on
the market.
Stéphane Boulanger said: “Our customers are extremely sensitive to the
infrastructures, systems and plans that we put in place to guarantee uninterrupted
service. Choosing a software solution whose quality is internationally recognized
allows us to remove any doubts they may have.”
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After calling for RFPs, Webhelp chose FrontRange’s HEAT Service
Management. Intuitive and easy to use, the application won over
the team. It is a perfect fit for their criteria and specifications
and offers a good quality/price ratio. The availability of the
FrontRange’s teams also weighed favorably in the balance.

“A ten minute interruption, which may

be minor for some companies, can have
significant financial consequences for
us. If 7,000 people stop, that’s 70,000
minutes of work lost.

”

The deployment of HEAT Service Management took place in
several stages. The first stage was completed in three months,
between September and December 2010, and was focused
on implementing the same incident and request management
parameters that existed in the previous solution. The second stage
began in February 2011 as they proceeded to implement service
levels as well as new dashboards, reports and notification systems.

Advanced and Alerting and Notifications
In addition to their network monitoring, the 6 people working in
the NOC handle 60% of the Company’s tickets. They manage the
escalation procedures and relationships with the external suppliers;
manage communication with the internal clients and as well as
create monthly and weekly reports. They are supported by local
technical expert teams which may be called in when necessary. As
a result, about sixty people handle tickets opened by 900 potential
end users. On average approximately one hundred Requests and
incidents are entered into the HEAT Service Management solution
per day.

Because the HEAT Service Management platform is very easy
to use, the operations managers and project managers submit
requests and incidents directly. They categorize the ticket
using drop-down menus that ensure the determination of the
exact equipment involved, what kind of malfunction is being
experienced, the number of people affected and if work is stopped
or not. The system will then prioritize the information with the
appropriate priority and urgency, automatically assigning it to
the right people in technical support. HEAT Service Management
manages the service levels to include the entire escalation process.
Every IT team has global access to all company tickets. Filters
can nevertheless display relevant information to stakeholders, who
can moreover completely customize their report views as needed.
Technical services have committed to management that they will
address the incidents within the defined timeframes, which can
range from a few hours to a few days.

Gaining control and planning for the future
Within a few months of using HEAT Service Management, the
Support team had regained control. Now the IT managers rely
on the tool, its operation and the data that it provides. The
availability of precise reporting provides the IT managers with the
relevant details regarding work interruptions that are tied to IT
systems. HEAT Service Management is also turning out to be an
excellent piloting tool for other teams engaged in technical support
especially given that they require remote support.
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