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PREFACE

Your guide in the digital world
Digitisation is a fact. Digitisation is the new normal. And the impact on our daily lives and
the business world is enormous. Miss the boat and you get left behind. Embrace it and
before long you will experience the benefits.
If digitisation has a single driving force, it’s surely connectivity. Superior connectivity
enables your company to put the opportunities digitisation provides to optimum use.
In this whitepaper our specialists take a closer look at the factors you have to take into
account.
A strong network. An extensive product and service portfolio. Personal service. But
above all: a guide, a partner who understands and coaches you. This is how we help you
grow in your business. And the more successful your business, the broader our smile.
Have a nice read.
Martine Tempels
Senior Vice President
Telenet Business
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Digitisation not only affects major
companies or digital players
but small and medium-sized
enterprises as well. In every single
sector, and that includes the
traditional ones.
Stijn Vander Plaetse,
VP Product & Marketing at Telenet Business
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CHAPTER 1
Digital is a fact
The birth of a new generation

DIGITISATION, THE TOUGH REALITY FOR ANY COMPANY

Digitisation, the tough
reality for any company

Global meets local
Everything is connected
The customer has the power

Digital is the new normal. And that has a number of consequences for the
business world. VP Product & Marketing Stijn Vander Plaetse and Product
Manager Andrew Turner use five factors to explain why companies simply
cannot ignore digitisation.

1. Digital is a fact
‘What is digitisation? How important will it become?’
‘Will it have an impact on operational management?’
If you’re still struggling with these questions today,
you’re basically too late”, says Stijn Vander Plaetse, VP
Product & Marketing at Telenet Business. “Digital is a
fact. Companies need to acknowledge this so they can
see the opportunities it brings. If you don’t acknowledge
this premise, you’re going down.”

Stijn suspects there are still many companies
out there that believe the impact of digitisation is
overestimated. “Make no mistake: digitisation not only
applies to major companies or digital players. Small
and medium-sized enterprises must also change.
Digitisation also affects the traditional sectors. As
recently as a few years ago, shoe stores thought
digitisation would have little impact on their business.
Shoes are a physical product and people want to try
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them on before they buy them, so how can digitisation
change this process? Well, today this question has a
one-word answer: Zalando.”
Andrew Turner, Product Manager at Telenet Business
agrees with Stijn: “Any company that hasn’t gone
digital yet in one way or another has a serious
problem. Take the banking sector, for instance: today
over two thirds of all bank transactions are carried out
online. We only go to a physical bank branch for truly
important matters: to seek advice, for example, or to
sign a mortgage. But considering how strongly Belgium
is invested in identity management, it won’t be long
before even such important documents will also be
signed online.”

From payments to logistical
processes to customer tools, it’s
all digitised. And the process will
only intensify.
Andrew Turner
Product Manager at Telenet Business
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Besides, digitisation not only permeates every sector,
but every aspect of operational management as
well. Andrew: “From payments to logistical processes
to customer tools, it’s all digitised. Companies use
online invoicing tools, ERP systems run in the cloud,
vehicles are equipped with real-time tracking systems,
customers set their appointments online, etc. And it’s
not going away. On the contrary, the process will only
intensify.”

ONLY RFID TAGS PLEASE!
With a view to automating stock management, the American
supermarket chain Walmart only works with suppliers whose
products carry an RFID tag. From the most expensive lawn
mower to the most basic pair of socks, any product without a
digital tag is refused.

CHAPTER 1
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2. The birth of a new generation
The demographic evolution is confronting companies
with an accomplished fact. Andrew: “The analogue
generation is disappearing. New staff and customers
are digital natives: a digitised, connected world is all
they know. It’s a world with a variety of devices and a
broad range of tools. This pattern of expectation is
deeply ingrained: they want to work and consume the
way they live.
“The new generation of employees expects to find
the same digital possibilities at work as they do at
home. For many companies this is an issue”, Andrew
continues. “Because if they don’t go along, they risk
not being able to keep or attract young staff. In other
words, companies need to invest to make sure the
work environment is of the same digital level.”

Digital is also increasingly becoming the driving force
behind customer experience. Andrew cites a relevant
example from the retail business: “Nowadays you
often see shoppers looking up additional information
on their smartphone: do they have this in another
colour, they don’t have my size but maybe they do
online, etc. Technology enables shops to cater to
this evolution e.g. by offering a free WiFi connection
or by placing interactive displays in the shops that
customers can use to look up information and
to order the product in a different size or colour.
Schoenen Torfs is a good case in point.”
Digital staff and digital customers also require a new
generation of companies. “True, some companies
owe their very existence to digitisation”, Andrew
confirms. “They have adopted connectivity as
a business model. Take Google or Facebook, for
instance. They are more powerful than any company,
more powerful even than governments. And they do
whatever it takes to consolidate that power: Facebook
has its own satellites and Google launches hot-air
balloons to bring the internet to the farthest reaches
of the world.”

OFFICES ARE
REPLACED
WITH APPS

It’s in our nature to always try and solve
problems through technology. In Brazil,
large sections of the population switched
to mobile banking during a general bank
strike. Initially out of necessity, but then
Brazilians discovered that a banking app
is much easier and more practical than
dropping by your local branch.

Connectivity today and tomorrow
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UBIQUITY
HAS A NAME

Google and Facebook are omnipresent.
Remaining outside their sphere of
influence takes serious effort. How many
people can do without Google Search
nowadays, or without Gmail or Google
Translate, or Google Maps or YouTube?
Who doesn’t have Facebook, Messenger,
Instagram or WhatsApp? They are also
starting to colonise the business world.
Just think of Facebook’s Workplace.

3. Global meets local
Today new services, products and even business
models are being launched at a phenomenal rate.
Stijn: “When you develop a new app it is instantly
available worldwide. In the old days it took years to be
successful, whereas now it takes a matter of weeks or
even days. Look at what happened with Pokémon Go.
While its success was short-lived, it did illustrate how a
product can conquer the world in the blink of an eye.”
Companies need to combine that global aspect with
the local aspect. In other words: global meets local.
“Thanks to digitisation, everyone can now provide
the same services at the same speed so the trick
is knowing how to stay unique. You can do this by

emphasising the local aspect and adding a human
touch. This is how the ‘shop owner of the future’ will
set himself apart from the competition: digitising
without losing sight of the local, human aspect. The
personal shopping service offered by Suitcase is a
good example here. Instead of having to navigate busy
shopping streets, men can simply go to suitcase.be,
fill in their size, the style they are looking for and the
names of their favourite brands. Following a short
telephone conversation, a Suitcase style advisor puts
together a few personalised outfits and ships them to
the customer. The men can then try the outfits in the
comfort of their own home. They keep what they like
and return the rest, free of charge.”

FORGET ABOUT ‘EVERY MAN TO HIS TRADE’
http://www.seeklogo.net

1
2
3
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Digitisation has made it easy to select comfortable running shoes and
avoid sports injuries. The people over at Runners’ Lab are very much
aware of this. Customers at their shops are asked to run on a treadmill
fitted with pressure sensors. Pressure measurements then provide
sales staff with details on the ideal shoe model, the use of shoe inserts,
etc. Customers always leave with the perfect pair of running shoes.
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4. Everything is connected
The Internet of Things makes it possible to establish
a wireless connection between everyday objects,
allowing for the exchange of data. Localising vehicles
and smart meters are not new but Stijn claims this
is just the first step: “For companies this brings
tremendous innovation opportunities. They have
to ask themselves: how can I can I connect my
product(s), what data can they generate and what
actions make it possible to work more efficiently?”

“Things get really interesting when companies
start establishing ecosystems”, Stijn continues. He
is convinced that cross-sectoral partnerships in
particular will bring enormous added value. “At first
sight nanotechnology and agriculture would seem to
be worlds apart but nothing could be further from the
truth. By implanting nanochips into corn, farmers are
automatically notified when their crops are ready to
be harvested. They no longer need to drive around to
check which crops on which fields are ripe. Instead,
this data is simply be available. Such ecosystems
dramatically increase efficiency. And the possibilities
are virtually limitless.

YOUR WINDOWS REGULATE THE TEMPERATURE
More efficiency is a constant within the concept of digitisation.
The Internet of Things makes this possible. For instance, glass will be
connected with your home. When the sensors in your windows register
lots of sunlight, the electric window blinds are activated automatically,
thereby automatically adjusting the inside temperature.

For companies to stay
unique they need to combine
the global aspect with the
local and human touch.
Stijn Vander Plaetse
VP Product & Marketing at Telenet Business

Connectivity today and tomorrow
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5. The customer has the power
Seventy percent of decisions to purchase a product
or service are made before a consumer comes
into contact with your company. “This means that
companies are no longer the purveyors of the truth”,
Stijn says. “Consumers are better informed than
ever. They actively go in search of information: they
read online reviews, scour social media and ask their
friends for advice. Subsequently they decide for
themselves what is relevant and what is not. And peer
recommendation is often at the top of the list.”

70

%

Consumers are better informed than ever. They actively
go in search of inormation: they read online reviews, scour
social media and ask their friends for advice.

of decisions to purchase a product or
service are made before a consumer
comes into contact with your company*

* B2B Buyer’s Survey Report 2016
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Does this mean that companies are forced to surrender
their position of power completely? Not according to
Stijn. “Those companies that got the message now
involve their customers in everything they do. This has
never been easier. Thanks to social media, companies
are in direct contact with their customers. Would you
like to know how your customers feel about something?
Then just ask them. Back in the day it took specialised
companies to poll customers; nowadays you simply
turn to social media or online survey tools.”

Some companies take it one step further by involving
their customers in the development of their products
and services. “The days that products were developed
on the company premises by a select few people
are making way for crowdsourcing and co-creation.
Instead of developing and testing new products with
their R&D specialist(s), companies should take their
cue from the customer. After all, they know best what
they need”, Stijn concludes.

CONTENT MARKETING TO THE RESCUE
Companies that can attract consumers online have a huge
advantage. Customer loyalty is created by offering relevant
content: content that helps the customer. In the right format,
via the right channel, at the right time. This turns customers into
ambassadors of your brand, inspiring them to convince others of
the quality of your products and services. In other words, strong
content on an online platform is the perfect catalyst to generate
more business, new leads and brand loyalty.

ROUND UP
1. DIGITAL IS A FACT
2. THE BIRTH OF A NEW GENERATION
3. GLOBAL MEETS LOCAL
4. EVERYTHING IS CONNECTED
5. THE CUSTOMER HAS THE POWER

TRANSLATING THESE CHALLENGES
INTO OPPORTUNITIES? NOT WITHOUT
RELIABLE CONNECTIVITY!
The one constant in this new reality is
connectivity. Companies that are not
connected will find it extremely difficult to
compete in the future. The next chapter
takes a closer look at connectivity as the
driving force behind the digital economy.

Connectivity today and tomorrow
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The cost of telecommunications
is insignificant compared to
the efficiency and productivity it
brings to the company.
Andrew Turner
Product Manager at Telenet Business
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CHAPTER 2
Connectivity is an
opportunity, not a cost
Good connectivity
is good for business

Connectivity,
the driving force behind
the digital economy
For companies that embrace digitisation, the challenge lies in creating
stable and flexible connectivity that is always available. Andrew Turner
and Stijn Vander Plaetse explain why connectivity is not a cost but an
opportunity.

Connectivity is an
opportunity, not a cost

* Ingenio studie 2015

On average, a company’s telecoms costs amount
to approximately 2% of its overall costs. “This is
perceived as very high - and often the amount is
indeed considerable - but those 2% have a much
bigger impact on the business results than you might
expect”, Stijn claims. “Companies often go in search
of the cheapest telecoms solution. However, the
money they save is not in proportion to the impact it

has. If a company manages to save 10%, its telecoms
costs amount to 1.8% of the total costs. But when
connectivity doesn’t work properly, the impact is many
times greater.”
Andrew agrees with Stijn: “The cost of
telecommunications is insignificant compared to the
efficiency and productivity it brings to the company.

Connectivity today and tomorrow
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Good connectivity
is good for business
If your staff can work carefree and this generates
more turnover, then this is much more valuable
than what you can save on telecommunications. An
employee who works online 4 hours per day and loses,
say, 5% of his time due to a slow internet connection,
loses 50 hours per year.* Doesn’t that make investing
in a faster internet connection a no-brainer?”

A company’s telecoms costs
account for approximately 2%
of its overall costs. “But those
2% have a much bigger impact
on the business results than you
might expect.

THE LEVERAGE EFFECT OF WIFI IN RETAIL
Shops that offer WiFi are not just making their visitors happy. They can also
collect interesting data: why do people visit the shop, how long is the average
visit, do they come back, etc. Based on these ‘big data’ they can adjust the
shop layout, mount targeted marketing campaigns, predict peak times, etc.
The investment in WiFi is quickly recovered through the more efficient use of
marketing budgets and staff and by boosting sales.

Stijn Vander Plaetse
VP Product & Marketing at Telenet Business

* PEW Research Center
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Connectivity improves efficiency and productivity.
“But to turn connectivity into a true enabler in
terms of digitisation, certain things must be taken
into account”, says Stijn. He outlines four points of
interest.

CHAPTER 2
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1

2

No connectivity, no business

Connectivity doesn’t stop at the company gates

Companies used to have their own local server, then company data
were moved to a data centre and nowadays the same data are often
parked in a private or public cloud. What’s more, business applications
and software are increasingly making the same trek. “That teaches us
one thing”, Stijn continues. “Availability is crucial. No connectivity, no
business! An application like Office 365 does wonders for the level of
efficiency but ultimately it can only be as useful as the availability of
connectivity allows.”

The digitisation and optimisation of operational processes doesn’t stop
at the company gates so the same should be true of your connectivity.
Stijn: “The new way of working has been a buzz word for years but
meanwhile no one will deny that our way of working has changed. The
days where someone could spend 40 years in the same chair in the
same office are gone forever.”

That is why most Belgian companies consider their internet and
data connections as business-critical processes. “Still, 6 in 10 Belgian
companies have no backup connection.* An enormous risk,” according
to Stijn, “because an interruption usually entails considerable cost and
loss of income. In one third of companies, staff can no longer perform
their duties; one in ten indicate the consequences are disastrous for
sales and customer service.”

In addition to reliability, companies that digitise their processes must
also keep the mobile aspect in mind. “Nowadays mobility plays a key
role in nearly every sector. Traffic jams continue to grow year after year
and this affects every company. More and more, staff are adopting a
context-dependent approach, working where and when it suits them.
If this approach is to be efficient, they must have access to company
data regardless of their location and the device they are using: on the go
with their smartphone, at a customer’s with a tablet or at home on their
laptop.”

* Study performed by Helview & commissioned by Telenet.
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Connectivity must be futureproof

Upload speed makes all the difference

According to Stijn we don’t yet fully realise what applications the future
has in store: “20 years ago we needed a dial-up connection to go online
and 128 kbps was sufficient. Fifteen years ago we assumed a download
speed of 8 Mbps and an upload speed of 2 Mbps would suffice. Well,
today Telenet’s standard services start from 200 Mbps and we continue
to invest in our network so we can offer 1 Gbps in a few years’ time.

While companies seldom consider this, upstream is crucial to be able
to do business effectively. “The more data you can forward, the more
your business will benefit”, says Stijn. “Take an architect, for instance. He
has to be able to send attractive 3D drawings to customers and detailed
plans to contractors. It would be detrimental to his business if it took
him hours to do this.”

“This kind of bandwidth may seem a bit much but let’s just take a look
at the emails we receive on a daily basis”, says Stijn. “Ten years ago it
was plain text but today they include animations, images and videos.”
Stijn believes this tendency towards more data is irreversible: “Video
conferencing, the Internet of Things, virtual reality, artificial intelligence...
the amount of data to be transported will continue to grow exponentially.
Add in the fact that we are all going online with a growing number of
devices. As a company your connectivity must be up to the task.”

Also, the ongoing digitisation further accentuates the importance of
upstream. Stijn: “Companies with insufficient upstream will become
the bottleneck of their ecosystem. Skype for Business is more popular
than ever but what if the conversation is constantly hampered or
interrupted? Applications that run in the cloud - such as SalesForce of
Office 365 - can also only be put to optimum use if your connectivity
offers sufficient upload speed.”

Connectivity today and tomorrow
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CONNECTIVITY: SOME STRIKING FIGURES

60

60

%

%

Although Belgian companies consider their
internet and data connections as businesscritical processes, 6 in 10 have no backup
connection.

Here at Telenet data consumption expands by
60% every year.

37

%

37% of employees work from different
locations

ROUND UP
OPTING FOR A STRONG NETWORK IS CRUCIAL

Fast and reliable connectivity will continue to gain importance in the
future. Telenet not only offers that strong connectivity but we also
combine this with all the telecoms solutions you need to do business
efficiently. Read all about it in the next chapter.

Connectivity today and tomorrow
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“Our combination of four
technologies ensures reliability,
flexibility and cost-efficiency.”
Hans Demarneffe
Product Manager at Telenet Business
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CHAPTER 3
The network:
the strong foundation

TELENET BUSINESS, YOUR DIGITISATION PARTNER

Telenet Business,
your digitisation partner

The services: the
building blocks of success
Our people:
the personal touch

A strong network, an extensive telecoms portfolio and a personal service:
Telecom Business has everything you need for a worryfree digitisation.
Hans Demarneffe, Bart Lecomte, Kwint Broucke and Filip Mortier will
explain in detail why we are your ideal digitisation partner.

The network
The strong
foundation

The services
The building
blocks of success

Our people
The personal
touch
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The network: the strong foundation
To digitise and optimise operational processes you need a modern network. One with many possibilities.
Product manager Hans Demarneffe explains why the Telenet network is the best choice.

Choice of several
access technologies
In Belgium, Telenet Business combines four
complementary technologies: high-quality fibreglass,
superfast coax cable, VDSL and 3G/4G. Hans
Demarneffe: “Coax remains our primary means of
connectivity for SMEs and larger companies. Firstly,
it is available virtually everywhere so establishing a
connection takes relatively little effort and investment.
Secondly, it is also future-oriented: thanks to coax
we can provide companies with more than enough
bandwidth over the next few years. And finally there’s
the excellent price/quality ratio. You get incredible
performance for the money you spend.”

20

Connectivity today and tomorrow

Hans also explains in which cases customers
prefer one of the other access technologies: “Large
companies that include their HQ in a VPN, that require
enormous bandwidth or that want a link to the public
cloud are recommended to choose fibreglass as a
main connection. We only recommend VDSL when
other access technologies are not an option because
VDSL in its current form has reached its limits. Still, it
is ideal as a backup for coax. And 3G/4G brings added
value to the mobility aspect of a company, it is perfect
for employees who want to work in transit.”

WHAT MAKES COAX
SO INTERESTING?
• Excellent price/quality ratio
• Future-oriented: more than enough
bandwidth
• Available everywhere so easy transfer
• Download and upload speed are not
distance-dependent

CHAPTER 3

TELENET BUSINESS, YOUR DIGITISATION PARTNER

TELENET,
THE FASTEST
BY FAR

Effective down
and upload speeds

The difference between theoretical and realistic
speeds is much less of a factor with coax. “It is true
that coax is shared from the node but the impact
is negligible. This is confirmed by a report from the
European Union on internet speeds in Belgium.
At peak times, coax delivers 86% of its promised
speeds.”1

THE FURTHER AWAY
FROM THE ‘NODE’, THE MORE
THE SPEED DROPS2
250
COAX
200
Speed (Mbps)

Hans realises that many companies will not consider
fibreglass an option: “If we take fibreglass out of the
picture, companies have a choice between coax or
VDSL. Coax currently offers twice the speed of VDSL”,
Hans emphasises. “On top of this, VDSL speeds are
distance-dependent as well. With VDSL, the distance
to your connection point to the network is a key factor:
the further your company is removed from such a
connection point, the more your down and upload
speed will be affected.”

150

Thanks to the Ookla odometer (speedtest.
net), consumers can measure their
actual internet speed at any given time.
Between April and September 2016,
Belgian consumers did this no fewer than
1.5 million times. Out of all those tests, Ookla
compared the fastest 10%. Telenet beat the
competition hands down.

100

50

VDSL

0

Contrary to VDSL, the ceiling for coax is not yet in
sight. Hans: “We are currently replacing all the filters
and amplifiers in our coax network. It’s a serious
investment but in future this will allow us to offer
speeds of 1Gbps and more.” In fact, it’s very costefficient because it involves no excavation work for
the customer.”

0

500

1000

Reach (m)

Telenet

190,75 Mbps

19,48 Mbps

Proximus

72,45 Mbps

7,57 Mbps

Scarlet

47,71 Mbps

7,37 Mbps

1 Study of the European Commission performed by SamKnows Limited,
Quality of Broadband Service in the EU, Oct 2014
2 Table based on Nokia table 2011, supplemented with Coax:
https://insight.nokia.com/boosting-vdsl2-bit-rates-vectoring
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Scalable bandwidth

Multiple redundancy options

From day one, the Telenet network has been built for
growth. We are always investing in new technologies
so companies can continue to enjoy superior
connectivity and a high level of availability. Hans:
“We find it important that companies can choose
and easily adjust their own bandwidth. This way
they always have sufficient bandwidth to help their
business or organisation grow. The routers we install
there are obviously suited for this purpose.”

The availability of your connectivity improves by
adding a redundant second connection in addition
to your main connection. “The advantage of
combining two connections is the fact that they are
independent. Problems with one connection will not
affect the other”, says Hans. Which technologies
can be combined depends on the customer’s
budget and situation. Hans cites a few examples
and explains why fixed connectivity offers the best
redundancy.

Contrary to a fixed network, a mobile network is
much less suited to handle sizeable data transfers by
large numbers of users at the same time. According
to Hans, “a 3G/4G backup is obviously better than
nothing but fixed connectivity is the better option
for handling your entire business volume.” There are
three good reasons for this:
• Indoor coverage doesn’t matter
• The speeds don’t drop
• No risk of saturation

Redundancy:
behind the scenes as well
Telenet not only offers redundancy by combining
different access technologies. To avoid even a
single point of failure, our network is constructed
with redundant network elements, separate paths,
redundant data centres, etc.
2016
START

120
Mbps

22

240
Mbps
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500
Mbps

1000
Mbps

>1000
Mbps
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TELENET

Main connection....................................................Fibre
Backup connection............ Fibre or coax

BACKBONE

Main connection .................................................. Coax
Backup connection.........................................VDSL

Main connection .................................................. Coax
Backup connection.....................................3G/4G

3GI4G

Fibre with fibre/coax

Coax with VDSL

Coax with 3G/4G

for large companies

exceptional price/quality
ratio

backup for a backup

For large companies that use fibreglass as
their main connection, various topologies
are available in terms of redundancy.
Coax can also be a cost-efficient backup
connection..

VDSL is the most reliable backup for medium-sized
companies that use coax as a main connection.
The price/quality ratio makes this form of
redundancy affordable for most companies.

A 3G/4G connection can come in handy when
a VDSL back-up is out of the question. Here
at Telenet we do not advise using 3G/4G as a
sole backup; rather we see it as a backup for a
backup.

Connectivity today and tomorrow
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National coverage through
different technologies
Contrary to what many companies think, Telenet
is not only active on the Flemish market. Hans:
“We can offer companies all across Belgium an
efficient network through the use of different access
technologies. Our combination of fibreglass, coax and
VDSL covers 99% of the Belgian territory.” The remark

Quality of Service &
Service Level Agreements
that Telenet’s coax network is limited to Flanders is
also inaccurate: “With regard to coax, we conclude
partnerships with local players if necessary. We can
also use coax to include your branches in Wallonia in a
VPN, with a similar capacity.”

HYBRID FIBER CABLE: A MOTORWAY
FROM THE COAST TO LUXEMBOURG

67,000 km

of coax cable managed in-house

15,000 km

of fibreglass managed in-house

Collaboration

with partners if necessary

24

Connectivity today and tomorrow

Companies that wish to assign priority to certain
applications can opt for Quality of Service (QoS).
“QoS lets you determine which applications can take
up the network’s unused bandwidth if necessary. This
helps you use your entire bandwidth with maximum
cost-efficiency. We offer QoS on fibreglass, coax and
VDSL. There are 3 QoS levels: Real Time (for voice,
video conferencing, ...), Business Critical (for businesscritical applications in the cloud, ...) and Best Effort
(for email, internet, ...). For instance, companies
traditionally give preference to telephony over email.
After all, a telephone conversation has to take place
without interruption in real time whereas an email can
arrive a few seconds late without adverse effects.”
Operators often - but not always - supply connectivity
through a Service Level Agreement (SLA). Such an
agreement stipulates the minimum availability, the
repair times and the guaranteed bandwidth of your
connection. Hans: “With Telenet you can choose
from several SLAs that offer specific levels of quality
assurance. For instance, would you like us to be
standby 24/7 for a possible intervention? This can be
included in the SLA.”

CHAPTER 3

A mix of fixed and mobile
A fixed network is not enough if you want to ensure
optimum connectivity for companies throughout
Belgium. Thanks to the BASE takeover, Telenet
now boasts its own high-quality mobile network,
with an infrastructure fully managed in-house and
room to invest as we see fit. Hans: “Today the BASE
network already delivers excellent quality, both for
mobile voice and mobile data. 95% of the more than
3 million BASE customers indicate they are satisfied
to very satisfied with the quality of the BASE network.
Consumer magazine TestAankoop was also very
enthusiastic. In their opinion, our 4G network is the
best network in the major cities.” *

TELENET BUSINESS, YOUR DIGITISATION PARTNER

BUILDING THE BETS MOBILE NETWORK
The BASE network today
Coverage

Investment: € 250 million

2018

2,800

existing sites to be upgraded

99.9% 3G (outdoor)
91.01% 4G (outdoor)
99.9% Conversations and texts

1,500

sites to be connected to fibreglass

1,000,000

customers to be migrated from the
Orange to the BASE network

Number of users
But for Telenet it doesn’t stop there: we want to
become the reference for mobile telephony services.
Hans: “That is why we are investing € 250 million
over the next few years. Our ambition is to boost the
current capacity, optimise coverage (3G, 4G and
4G+) and prepare the network for the future. To make
this happen, we will not only modernise the existing
sites and give them a fibreglass connection but we
will also be adding some 800 to 1,000 new mobile
sites. This way we will be equipped to handle the ever
increasing consumption of mobile data as well as the
migration of our 1 million mobile customers to the
BASE network.

3,150,000
Success rate for conversations

98.7%

95

2020

800-1,000

new masts to be erected

% No fewer than 95% of BASE customers indicate they are

satisfied to very satisfied with the quality of the BASE network.

* Study published by Test-Aankoop in October 2016
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Innovation to the core
Telenet attaches a great deal of importance to
innovation and wants to give companies every chance
to make the most of every aspect of digitisation. That
is why we keep pushing the boundaries in order to
launch innovative solutions.
An emerging trend sees companies taking their data
and applications to the public cloud. “It is a fact that
more and more companies are convinced of the
advantages of the public cloud. But in order to make
this a truly carefree operation they need end-to-end
connectivity to their cloud provider(s)”, Stijn adds.

Telenet was the first telecom
provider in Belgium to establish
direct data connections with
public cloud providers such as
Microsoft, Amazon and IBM.
Hans Demarneffe,
Product Manager at Telenet Business

26

Connectivity today and tomorrow

That is why in 2016 Telenet was the first telecom
provider in Belgium to establish direct data
connections with cloud providers such as Microsoft,
Amazon and IBM. “Companies can now combine the
advantages of the public cloud with those of a private
connection. They can safely store all their data in the
cloud or host business-critical applications in the
cloud without worry.

Direct connection
Your connection can originate from a single location,
or from your VPN for that matter. Via our fibreglass
backbone, your data are sent directly to the data
centres of your cloud provider(s) in Europe,
completely separate from the public internet and
from other customers.
Improved reliability
Your connection is much stabler and more efficient
than a standard internet connection. We offer a
capacity of 200 Mbps up to 10 Gbps. Redundant
connections and hardware guarantee your
connection will never fail.
Guaranteed privacy and control
Your network and application traffic does not run via
public internet connections. The privacy of your data
is guaranteed at all times. You have full control of the
connection.
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The services: the building blocks of success
Digital collaboration between companies must be easy and free of risk. Bart Lecomte, Director
Product & Solution Management, explains how Telenet Business meets those needs.

A bespoke solution
for every company

Managed or not,
the choice is yours

“Telenet has a bespoke end-to-end solution for every
company. Depending on the nature of the company
- sector, needs, wishes, size, number of staff, ... - we
determine which solution is most suitable”, says Bart.
“Solutions vary from a ready-made bundle to a fully
integrated bespoke solution.

Companies want the freedom to concentrate on
their core business. Telecom makes it easier to
do business, it is not the business as such. Bart:
“Medium-sized enterprises in particular benefit from
outsourcing all of their telecoms. Managing a telecoms
solution well requires knowledge. They often have an
in-house IT guy but it’s next to impossible to keep up
with everything.”
In that case a managed model is the ideal solution.
“This means the operator is responsible for the daily
management of the infrastructure, for monitoring

availability, for configuration adjustments and
software updates, etc. the operator also installs
the hardware and replaces it if necessary. In an
unmanaged model, companies are on their own
and often cannot fall back on the provider in case of
trouble”, says Bart. Telenet invests a great deal of time
and effort in managed solutions.” “This ties in nicely
with our promise to the customer: we do everything in
our power to make things as easy as possible for you.
We make sure you can work more flexibly and keep
your infrastructure up-to-date at all times.”
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FROM A READY-MADE BUNDLE TO A FULLY INTEGRATED SOLUTION
SMALL ENTERPRISES
AND THE SELF-EMPLOYED

Ready-made bundles
For small enterprises and the self-employed we have
put together a series of bundles that we know meet
the needs of most customers. As a result, 70 to 80%
of the companies within this segment opt for bundles
such as FLUO or WIGO. Individual products are still
available to customers with specific needs.

+70

%

More than 70% of the self-employed and
small companies opt for bundles such as
FLUO or WIGO.

MEDIUM-SIZED ENTERPRISES

BIG COMPANIES

Modular solution, whether
or not in a combination

Fully bespoke solution,
whether or not with integrators

Starting from the segment of medium-sized
companies we implement bespoke solutions.
Based on a number of building blocks we build the
right solution. In conjunction with the customer
we determine which blocks are needed to meet
his needs. Here, too, certain combinations occur
frequently.

A bespoke solution is obviously standard for big
companies. Even more so because these companies
often already have complex IT solutions we have to
take into account, such as a custom-tailored CRM
system. That is why in this segment we often work
together with integrators in order to create a perfectly
integrated overall solution.

Companies with an internet connection via coax
cable often combine this with an ISDN or SIP
telephony solution. That is why we offer them in
tandem, obviously at very beneficial rates. Still,
the majority of customers in this segment prefer a
bespoke solution.

A good example would be the healthcare sector. For
instance, we supply the data and internet connection,
telephony and digital TV to hospitals. An integrator
then brings everything together in bedside terminals
that both doctors, nurses and patients can use.
Big companies also often have branches abroad. They
can benefit from our connectivity as well. For this we
enter into partnerships with international operators.
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An extensive portfolio
to help your business grow
Internet access

Mobile telephony

Superfast and reliable internet via fibreglass,
coax or VDSL. Multiple redundancy options.

Super advantageous tariff plans that cater
perfectly to the call, text and browsing
behaviour of every employee.

Wireless internet
Flexible and secure WiFi connection for staff,
customers and visitors. With a wide range of
login options..

Digital TV
Flawless TV solutions, from one to
thousands of screens. Integration of internal
applications and content possible.

VPN connections
Secure network solutions for fast and reliable
data traffic between branches or with the
public cloud.

Hosting & Cloud
Assistance in setting up domain names, web
hosting, antivirus, email, SSL certificates and
online backups.

Fixed telephony
Digital telephony allows up to several
hundred simultaneous conversations. From
a virtual switchboard to future-oriented IP
telephony.

Security
Fully integrated bespoke IT security: from
analysis to implementation and monitoring
to management. Bespoke training sessions
included.

We do everything in our power
to make things as easy as
possible for you. That is why we
invest so much time and effort in
managed solutions.
Bart Lecomte, Director Product
& Solution Management at Telenet Business
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INVESTING IN SECURITY IS INVESTING IN CONTINUITY

No connectivity without appropriate security. Because threats and attacks can come from anywhere. Many companies still believe they don’t
make an interesting target but nothing could be further from the truth.
Nowadays each and every company is a potential target. On the one
hand some attacks are not aimed at a specific company but are the
result of coincidence. For instance, hackers use random scans to detect
weaknesses and may accidentally breach your security because you
are not properly protected. On the other hand, the attacked company is
often just an intermediary step to get to the actual target. Hackers are not
always interested in your data, but in those of your customers or other
companies you do business with. That doesn’t change the fact that you
are the victim of the attack.
So with a view to business continuity it is best to be aware of potential
threats and to know on which levels the company’s security is lacking.
Telenet’s security solutions leave nothing to chance. Your ICT environment
and information are optimally protected against outside attacks.

Download our whitepaper
‘IT security in 2016’ at telenet.be/security
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Our people: the personal touch
In addition to our superior network and our products, we also offer the customer an additional asset: our people.
Medium-sized and large customers are assigned to the teams of Filip Mortier and Kwint Broucke. They are happy to
give you an exclusive look behind the scenes.

Support for every
type of customer

Transparency
from the outset

From the biggest corporations to SMEs and the selfemployed: at Telenet Business everyone deserves
a personal service. Kwint Broucke, Manager Service
Management: “Our service team is based on our
different customer types. The bigger the customer
and the more complex his solutions, the higher the
service level.”

information from and to customers. Every one of
these senior experts boasts over 15 years of telecoms
experience and is ITIL certified, a frame of reference
for IT Service Management.”

“Our biggest customers have an entire account team
at their disposal. In addition to an Account Manager
and a Customer Project Manager to oversee the
implementation, they are also assigned a Service
Manager. Service Management monitors the quality
of our service and guarantees an effective flow of

The bigger the customer, the more staff are at
his beck and call. From helpdesk staff for small
companies to dedicated contacts or an entire
dedicated team, including a Service Manager for
the biggest customers.

BIG, BIGGER, BIGGEST

“Most operators provide service at the end of the
ride but we often assist the customer throughout
the customer lifecycle”, says Kwint. “If an Account
Manager thinks it is advisable, we get involved as
early as in the pre-sales phase. This way, we know
right away what the customer finds important: what
are his service needs, are they realistic and what
is the best way to fulfil them? The customers also
knows what to expect from us from the word go. We
explain what is operationally feasible, we discuss
escalation options, we decide how to communicate
- telephone, email, online tool - etc. This keeps things
transparent at all times.
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We do more than simply
monitor, we also communicate
proactively - for instance when
there is a problem. Ideally the
problem is solved before the
customer becomes aware of it.
Kwint Broucke,
Manager Service Management at Telenet Business
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Proactivity as an extra asset

On the ball

Transparency continues to characterise the
relationship. Kwint: “We do more than simply monitor.
We also communicate proactively - for instance
when there is a problem. Ideally the problem is solved
before the customer becomes aware of it.”

Another conscious choice involves the decision to
work with internal staff instead of external call centres.
“On the one hand this is due to the growing technical
complexity and our expanding product and services
range. It demands a high level of expertise and we
insist all of our staff be able to assess any situation
correctly as soon as a customer calls”, says Filip
Mortier, Manager Customer Care B2B.

Telenet customers are also notified of network changes
in advance. “Of course, investing in the network can
at times inconvenience the customer”, says Kwint.
“But we do all we can to keep that inconvenience
to a minimum. We strongly believe in transparent
communication: we explain the context of the changes,
we let the customer know when certain services will be
unavailable, etc. This is not always a pleasant message
but we feel that transparency is key. And customers
really appreciate this.”

On the other hand, internal staff can react much
more quickly. Filip: “It is up to our staff to assess the
impact of incidents on customers, to decide which
tickets should get priority and to determine what
service level must be attained. If an incident requires
extra attention it can be dealt with very quickly as the
Service Managers are literally just a few metres away.
The Service Manager will often be notified of the issue
even before he has been contacted by the customer.”
For Filip that is what good service is all about: “Showing
the customer we are taking care of him and ensuring
adequate follow-up. That is why all crucial information
is logged, so the customer doesn’t have to tell the
same story over and over. Both Sales, Customer
Service and Service Management use the same tool
so the entire team has an accurate picture of the
customer.
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Service as an attitude

Improve quality

Those in customer service know that customers don’t
call to let you know everything is fine; they usually have
a specific question or problem. Filip: “For us service
is not a department, it’s an attitude. Our employees
have to like their jobs or they won’t last. Everyone here
knows they can also talk to colleagues if necessary.”

The customer service staff are also monitored. Filip:
“Every ticket and every report must satisfy certain
criteria. We use spot checks to determine whether
incidents are sufficiently documented, whether the
right approach was adopted, etc. It allows us to offer
our customers an even more bespoke service.”

Together with the opportunities for advancement,
this makes for a very low turnover in the team. Filip:
“Helpdesk staff are more likely to climb the “internal
service ladder” than leave. The ability to keep staff
on board for a long time has a beneficial effect on
continuity. A personal relationship often develops
between our staff and the customer. Also, we
frequently receive thank you mails from customers.
That ‘s really nice because it means we were able to
translate a negative cause into a positive experience.”

In addition, Service Management examines how Telenet
Business can structurally improve its customer followup. Kwint: “When we notice that different customers
are being confronted with the same incidents, we
analyse the problem and look for a structural solution.
In recent years we’ve analysed over 10,000 tickets. The
results of this analysis are translated into improvement
trajectories: where can we do better, hat tools can we
use to make it happen, etc.”

ROUND UP
WHAT DO OUR CUSTOMERS HAVE TO SAY ON THE SUBJECT?

A strong network, an extensive telecoms portfolio and bespoke follow-up.
Those are the pillars of our approach, but what do our customers think?
What do satisfaction surveys tell us? Read all about it in the next chapter.

We do more than simply
monitor, we also communicate
proactively - for instance when
there is a problem. Ideally the
problem is solved before the
customer becomes aware of it.
Filip Mortier,
Manager Customer Care B2B bij Telenet Business
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Once a year we ask our major
customers to complete a survey.
And we are pleased to see the
satisfaction score improve year
after year.
Kwint Broucke,
Manager Service Management at Telenet Business
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Customer satisfaction
Market recognition

THE VIEWPOINT OF THE MARKET

The viewpoint
of the market

These organisations already
rely on Telenet Business...

Here at Telenet we attach a great deal of importance to customer
centricity. Thanks to a constant customer focus and frequent analysis
of of our service, we always succeed in creating an optimum customer
experience. Apparently it’s a highly successful approach.

Customer satisfaction
In the annual ICT outsourcing survey organised by
Whitelane Research and Vlerick Business School, the
outsourcing contracts of different IT service providers
are dissected and evaluated by their customers. All
the interviewed Telenet customers indicated they are
very satisfied. With 82%, Telenet scores way better
than the average of 73%; what’s more, Telenet tops
the list of 26 IT service providers.

Kwint is glad to see that satisfaction confirmed by
Telenet’s own research: “Every year we also poll our
major customers, both in terms of our service offering
and the customer care lifecycle. And we are pleased to
see the satisfaction score improve year after year.” Over
the past twelve months, our major customers awarded a
score of 8 out of 10 for overall satisfaction.”
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Market recognition

At the ‘Smart Business Awards 2016’ Telenet was
called to the podium no less than three times
Winner ‘Cloud and Mobile Provider’
Telenet was primarily the favourite of the
public jury.
Winner ‘Fixed Operators’
The public jury and certain members of the
expert jury found Telenet most convincing.
Runner-up ‘Mobile operators’
The BASE Company takeover and
the ambitions involved made a lasting
impression on the expert jury.
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In 2016 Telenet won the ‘Telecom Services &
Networking Award for Excellence’. Thanks to
Data News, we get to call ourselves the best
telecom provider in Belgium for the next twelve
months.
Telecom Services & Networking
Award for Excellence
Thanks to Data News, we get to call
ourselves the best telecom provider in
Belgium for the next twelve months.

Between April and September 2016, Belgian
consumers measured their actual internet
speed no fewer than 1.5 million times using the
Ookla odometer. Telenet beat the competition
hands down.
Internet by Telenet officially declared
fastest internet in Belgium.
Ookla (speedtest.net) has officially
named Telenet the fastest Belgian
internet provider of 2016.
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THESE ORGANISATIONS ALREADY RELY ON TELENET BUSINESS...

... AND OVER 200,000 OTHER CUSTOMERS THROUGHOUT BELGIUM
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MORE DETAILS

telenet.be/business
0800 66 066

