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Heavy Reading

“In order to remain competitive, service providers need to be able to 

improve their time to market for new services. Amdocs CES 9’s real-

time integrated approach allows service providers to meet the 

customer needs of today and tomorrow while also providing their 

customers control of how and when they consume these services.  

CES 9 manages the complete customer experience: from the 

point of interaction on the device to the quality of network and service 

experience.” 
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Karl Whitelock, Directory OSS/BSS Strategy, 

Stratecast

“The era of Omni Convergence is truly upon us, which means real-time 

services and a total customer focus is paramount for continued 

business success. Integrated business solutions involving real-time 

rating & charging, policy and analytics, such as Amdocs CES 9, will 

allow service providers to embrace and benefit from complex 

consumer and enterprise business requirements.”



Sheryl Kingstone

Yankee Group

“Amdocs’ Multichannel Self Service is a win-win for both 

consumers and businesses: It not only reduces the cost of 

customer service by shifting it to a lower-cost channel, but it also 

gives customers the personalized information they demand. Each 

channel/touch point, including mobile, can now be tailored to the 

context specific to that interaction. Service provider’s must simplify 

the mobile journey and encourage engagement. Service provider’s 

must improve the net promoter scores of the mobile self-service 

application and web site for their subscribers. Mobile is also 

increasingly becoming the tie that binds the online and the retail store 

together.”



Sheryl Kingstone

Yankee Group

“Amdocs 8.1 already provided strong CRM technologies including 

a unified agent desktop, cross-channel business process enablement 

and order management. Amdocs Proactive Care targets service 

provider’s contact center pain points by addressing the ever-

increasing average handle time due to increasingly complex 

devices, sophisticated applications and constant OS updates. Today, 

90% of support calls take over 5 minutes to resolve, and many take 

over an hour or in excess of a day in elapsed time due to the need for 

follow-up calls. Proactive Care enables real-time decisioning tools 

to collect events such as bill sent, account payment, device 

activated, etc. then adds an intelligence layer that transforms these 

observations and events into recommendations and actions agents 

can take to resolve issues.”



Sheryl Kingstone, Yankee Group

“The new additions to the Customer Management module create a 

differentiated solution, especially as it relates to proactive 

customer care. Real-time decisioning platforms are not new. 

However, many are focused on offer optimization. Amdocs’ solution 

focuses on customer care by helping customer service agents 

with real-time guidance that formulates, calculates and 

differentiates based on specific categories that are routinely used by 

agents during customer interactions. Historically, service provider’s 

assumed such complex concepts could only be determined by 

support agents. However, new platforms that use semantics to bridge 

the gap between human and computer analysis prove that service 

provider’s can automate a much broader range of decisions, lowering 

average handle time and improving customer satisfaction.”


