	[image: image2.jpg]



	
	

	
	
	Microsoft Office System

Customer Solution Case Study

	
	[image: image2.jpg]
	

	
	[image: image3.jpg]



	[image: image3.jpg]
	Royal Dutch Shell Envisions Improved Working Environment with Unified Communications

	
	
	
	



	Overview

Country or Region: The Netherlands
Industry: Oil and gas
Customer Profile

Royal Dutch Shell is a global group of energy and petrochemical companies active in more than 110 countries and territories.
Business Situation

Shell had multiple systems and user interfaces for communications. Because of the complexity, employees often depended on telephone calls or face-to-face meetings involving expensive business travel when other modes of communications would have better suited their needs.
Solution

Shell deployed a unified communications solution based on Microsoft® Office Communications Server 2007. This solution provides one user interface for all real-time communication requirements.
Benefits

· Increased productivity 

· More flexible work environment

· Accelerated global communications

· Improved collaboration with third parties

· Reduced costs

	
	
	“Our primary aim in deploying Office Communications Server is to give greater flexibility to our employees and add value to what they do through a better working environment.”
Johan Krebbers, Group IT Architect, Royal Dutch Shell


	
	
	
	Royal Dutch Shell currently relies on multiple vendors for communications and collaboration services. Since these capabilities are not integrated, they can inhibit the effectiveness of the company’s global teams. To improve the work environment, Shell has chosen Microsoft® Office Communications Server 2007 to provide a single user interface for all real-time communications. Shell currently has 150,000 users taking advantage of instant messaging and presence and more than 8,000 users for the voice capabilities. Shell is currently testing Office Communications Server 2007 R2, and when fully deployed, the solution will provide an integrated platform for voice, video, instant messaging, and Web conferencing for all users within Shell. Shell will be able to consolidate approximately 200 PBX systems and multiple audio and video conferencing services into a single cost-effective solution.
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Situation

Headquartered in the Netherlands, Royal Dutch Shell is a global group of energy and petrochemical companies. One of the world’s largest private-sector energy corporations, it had annual revenues of U.S.$356 billion in 2007. Shell believes that oil and gas will be integral to the global energy needs for economic development for many decades to come. The company aims to extract and deliver those resources in environmentally and socially responsible ways. 

Shell also produces bitumen and refined products and chemicals, transports natural gas, trades gas and electricity, and develops renewable energy sources. It has the largest retail network in the world with 46,000 Shell service stations in more than 90 countries serving millions of customers each day.

Global Challenges

Innovative communication and collaboration solutions are critical to the company’s 104,000 employees, who work in more than 110 countries and territories in locations as diverse as upstream exploration sites, downstream refineries, and trading floors. Large projects depend on teamwork among individuals as far afield as the Netherlands, the United States, Siberia, and Nigeria. Recent years have seen the company focus increasingly on collaboration and partnerships with third-party organizations, which expands the user community to 150,000. “Eighty percent of our teams are global teams, with members in multiple locations around the world,” explains Johan Krebbers, Group IT Architect for Royal Dutch Shell. “We must offer world-class collaboration capabilities so that our people can work at a global level.”

Shell requires reliable and secure communication and collaboration tools for Shell staff and external partners. E-mail is the traditional method, but often real-time communications such as conferencing, instant messaging (IM), or the telephone are more effective. Shell is already using Microsoft® unified communications solutions for e-mail, instant messaging, and presence, but it relies on other technologies for voice and conferencing.

Voice

When it comes to telephony and voice communications, Shell uses a traditional Private Branch Exchange (PBX) infrastructure. Until recently, the company recommended PBX vendors to its worldwide subsidiaries. Because local decisions were based on the availability and cost of equipment, the result was hundreds of disparate PBX systems from several vendors. “We have maybe 100 or 200 PBX systems around the world because we have many offices, and every office has their own environment,” explains Krebbers. “Another issue is that the systems just offer telephony, so they don’t support an integrated environment. It is not integrated with the rest of the user experience.”

Conferencing

Other forms of communication within Shell also use multiple systems and have unique interfaces. About 40,000 Shell users are registered to host audio conferences using a hosted conferencing provider. For video conferencing, the company depends on a number of vendors and has many video conferencing rooms in sites globally. But many employees often find it too time consuming to set up a video conference, and many prefer audio conferencing services. Having multiple video conference providers also created islands of communication. “We have these features today, but it is not seen or not handled as an integrated environment. People have an audio conferencing tool, another for video conferencing, and something else for data, so they are all isolated tools rather than one tool,” notes Krebbers. 

So many technologies inevitably contribute to the company’s overall costs. With recent advances in voice over Internet Protocol (VoIP) technology, it no longer makes sense for Shell to run two separate systems for voice communications and computing. “Our plan is to provide a simplified environment where people have a single user interface for voice, video, instant messaging, and all other real-time communication requirements,” says Krebbers. 

But Krebbers is keen to stress that the company’s communications policy focuses on more than just cost. “One of our greatest challenges is the need to access unique experts, including third-party consultants and joint ventures, whenever and wherever they may be,” says Krebbers. “So our primary objective from unified communications is offering a better working environment to staff.”

Krebbers points out that unified communications means much more than greater collaboration among the company’s employees. For it to be truly successful, it must support a growing number of partnerships with energy industry partners, consultancies, and individual experts. 

This is especially important as the quest for oil and gas steers upstream activities and exploration to increasingly remote locations where the company must call on local expertise and other specialists. Partnerships also play a critical role in the search for alternative energy sources, where expertise and knowledge reside in smaller businesses and new players in the energy industry.
Solution

In 2008, Shell completed the deployment of Microsoft® Office Communicator 2007 to all of its 150,000 users, which include supported vendors and partners. All of these users can take advantage of the IM, presence, and Web conferencing capabilities provided by Microsoft Office Communications Server 2007, with the latter being available to a subset of users.

Shell chose to deploy Office Communications Server 2007 and Office Communicator because they integrate into the company’s existing work environment, which includes Microsoft Office SharePoint® Server and Microsoft Exchange Server 2007 e-mail messaging and collaboration software. Office Communications Server 2007 is one of the cornerstones of unified communications solutions from Microsoft, providing instant messaging, presence, voice communications, as well as audio, video and Web conferencing. “We saw the simplicity of having the user interface integrated into the rest of the desktop activities, such as Exchange Server and SharePoint Server,” explains David Griffiths, Senior Infrastructure Consultant, Royal Dutch Shell. “The whole desktop environment is integrated.”

Shell is also moving forward with the deployment of the audio and video capabilities in Office Communications Server as part of the goal to have one user interface for all real-time communications. At the end of 2008, Shell had 8,000 people using peer-to-peer audio communications and 1,500 using desktop video conferencing. Additionally, 8,000 people used the softphone in Office Communicator as their primary telephone. “Our 8,000 people on voice today are senior executives traveling around the world. Next year, we’ll start rolling out voice to all users,” says Krebbers. “We will give people a new local telephone number based on Office Communications Server and people will start to use that for their daily voice communications. Once that is successful and tested, we will start taking away their removing existing PBX phones.”

Shell will deploy Office Communications Server voice capabilities to offices using an overlay service so that local numbers can be provided. “The first sites will be either new Shell sites, sites where we need extra capacity, or sites where we need to replace the PBX,” explains Krebbers. The company will also use Session Initiation Protocol (SIP) Trunking to minimize the rollout effort. SIP Trunking enables organizations to pass telephony traffic from their enterprise network to a network service provider over an IP connection. SIP Trunking vendors provide Direct-Inward Dial (DID) ranges for different countries so out of that connection Shell can service a number of countries with the different DID ranges.

For many offices, Shell is preparing to roll out voice communications based upon Office Communications Server 2007 R2, available starting in February 2009. This solution provides additional voice capabilities important to end users in these offices, such as Response Groups and the Office Communicator Attendant. Office Communicator Attendant is an intuitive, integrated call management application (attendant console), that facilitates accurate and rapid call handling and routing for front-line business professionals. With a Response Group, incoming calls are queued and routed to designated agents based on predefined routing rules. Many Shell sites use attendant consoles and response groups today, so these capabilities will enable Shell to roll out the solution to a greater number of offices. “These are voice features and if we are going to replace PBXs in the longer term, then we need to retain features currently available on PBXs,” explains Griffiths. “I think that’s the real benefit of Office Communications Server R2, which adds new features to the current product.”

Shell will also roll out peer-to-peer audio capabilities to an additional 85,000 users in the first half of 2009. Following the deployment of Office Communications Server 2007 R2, Shell will enable employees to use audio conferences hosted on the server, rather than relying on third-party audio conferencing bridges. With audio conferences provided through Office Communications Server, users will be able to easily schedule conferences using the Microsoft Office Outlook® messaging and collaboration client.

Shell also plans to roll out video capabilities. The improved video capabilities in Office Communications Server 2007 R2, such as high-definition video support, will help displace existing services. Shell hopes to see an increase in peer-to-peer video conferencing right from users’ desktops, using Office Communications Server, as well as an increase in the use of the Microsoft RoundTable™ collaboration and conferencing device from conference rooms.  Both of these will help reduce the number of dedicated, expensive video conferencing rooms that the company requires. Currently the company has 600 such rooms and anticipates that these will shrink dramatically.  Shell will also use Office Communications Server to provide a more consistent conferencing experience to users. “The plan is that any meeting room will also support video conferencing, which could be through a Roundtable device. The user can then decide whether to have an audio call or a video call.”

To facilitate communications with partners and suppliers, Shell will deploy the federation capabilities of Office Communications Server. Federation enables people from other organizations, using non-Microsoft IM solutions, to engage in IM conversations and use the presence awareness features of Office Communications Server 2007.

Benefits

The deployment of Microsoft Office Communications Server 2007 and Office Communicator 2007 gives Shell staff and external parties an easy-to-use interface with a unified set of powerful communications tools. They include IM, VoIP, and audio, video, and Web conferencing. Employees can work more flexibly and communicate effectively on the move and from remote sites. Shell expects to reduce operating costs plus time and cost associated with traveling with a centralized VoIP, messaging, and collaboration infrastructure based on Microsoft technology. It also expects to reduce costs by gradually retiring its PBX system and migrating entirely to VoIP telephony.

Effective, Streamlined Communications Increase Productivity 

Shell employees will be able to access all their communications tools from their desktop or smart phone with the Office Communicator 2007 client. Voice, IM, and audio, video, and Web conferencing discussions are all conducted using a familiar, intuitive interface. “Our primary aim in deploying Office Communications Server is to give greater flexibility to our employees and add value to what they do through a better working environment,” says Krebbers. 

In addition, Shell employees will be able to easily switch from one communications channel to another. If an IM conversation develops into a more detailed discussion, for example, a user can initiate a voice call simply by clicking on the icon of the person with whom that employee wants to speak.  

Office Communications Server 2007 also creates a more efficient working environment because employees’ phone numbers and voice mail are not fixed to a specific phone device. Now, employees just click on the icon of the person they want to contact and Office Communications Server 2007 routes the call to wherever that person is logged on. “Employees appreciate being able to use Office Communications Server to place phone calls whether they are at home or traveling,” says Krebbers.

Remote Access Promotes Flexible Workplace Culture 

“The challenge we have with exploration is that we have people positioned globally to explore for oil and gas,” says Krebbers, “so we need to provide them with an effective and flexible means of working.”

Using Office Communications Server 2007, Shell will deliver the full benefits of unified communications to the majority of employees, from staff working in remote locations to those based in headquarters and regional offices. Employees traveling with laptops will also be able to use the full range of voice, IM, and presence functions, as long as they have an Internet connection through which they can connect to one of the global data centers. 

Presence Awareness Accelerates Global Communications

With Shell employees working in different time zones and locations, it is essential for them to communicate with colleagues effectively. Employees can now know whether a colleague is online, out of the office, or busy as indicated by the presence icon next to people’s names in Office Communicator 2007.  This feature allows employees to determine the best way to contact a coworker.

Krebbers says, “By using Office Communicator 2007, an employee in Nigeria will know instantly if a coworker in Siberia or the Netherlands is available and the best way to contact that person. It is a single, transparent environment for the user.” People have responded positively to this enhanced capability. “Presence awareness in Office Communications Server 2007 is one of the most heavily used features,” he says. 

Centralized Infrastructure Reduces Costs

A centralized VoIP system for Shell, based on Microsoft unified communications solutions, will reduce the cost and complexity of managing multiple PBXs at global offices. It will centralize all call control, collaboration, and management servers into three data centers. Shell expects to retire more than 200 pieces of PBX equipment over the next several years.

The simplified infrastructure extends to phones as well. When Shell transitions users from desk phones to softphones, the company will save on the cost of phones and the costs associated with managing them.

Using SIP Trunking features from Office Communications Server 2007 R2 at the data centers provides significant cost savings. “If we don’t use SIP Trunking, we will have to put in gateways and mediation servers at every site within Shell, which will be very costly and difficult to manage,” explains Griffiths. “Another advantage of SIP Trunking is simplicity. We can have connections to the SIP Trunking provider at our data centers, so all outgoing telephony traffic goes through the SIP Trunks at those points. Instead of having call charges in every country, we now have call charges in three or four sites around the world. We can aggregate numbers and get a better deal.”

Shell will also see cost savings from the consolidation of audio and video conferencing onto Office Communications Server. Shell currently maintains more than 600 video conferencing rooms and expects this number to decrease as Office Communications Server video capabilities are deployed. Shell expects to significantly reduce the charges received from its hosted audio conferencing service as users transition audio conferences to bridges hosted by Office Communications Server.

Krebbers summarizes, “Certainly we realized cost savings, but the ultimate value is greater flexibility for our user community with the improved working environment.”
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Microsoft Office System
The Microsoft Office system is the business world’s chosen environment for information work, providing the programs, servers, and services that help you succeed by transforming information into impact. 

For more information about the Microsoft Office system, go to: 

www.microsoft.com/office   
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Software and Services


Microsoft Office


Microsoft Office Communications Server 2007


Microsoft Office Communications Server 2007 R2


Microsoft Office Communicator 2007


Microsoft Office SharePoint Server 2007


Microsoft Server Product Portfolio


Microsoft Exchange Server 2007


Technologies


Microsoft Office Communicator Web Access


�
Hardware


Microsoft UC-qualified devices provide the optimal UC experience and economics: wideband audio, plug-and-play installation, and seamless Microsoft Office Communicator 2007 integration.


Polycom CX200 USB phone


Jabra GN2000 NC USB headset


Microsoft RoundTable


�
�















This case study is for informational purposes only. MICROSOFT MAKES NO WARRANTIES, EXPRESS OR IMPLIED, IN THIS SUMMARY.





Document published January 2009�
�
�






For More Information


For more information about Microsoft products and services, call the Microsoft Sales Information Center at (800) 426-9400. In Canada, call the Microsoft Canada Information Centre at (877) 568-2495. Customers who are deaf or hard-of-hearing can reach Microsoft text telephone (TTY/TDD) services at (800) 892-5234 in the United States or (905) 568-9641 in Canada. Outside the 50 United States and Canada, please contact your local Microsoft subsidiary. To access information using the World Wide Web, go to: � HYPERLINK "http://www.microsoft.com" �www.microsoft.com� 





For more information about Royal Dutch Shell products and services, visit the Web site at: 


� HYPERLINK "http://www.shell.com" �www.shell.com� 






































