
DELIVERING AN INTENTIONAL 
CUSTOMER EXPERIENCE 

CAN BE COMPLEX...





…OR SIMPLE.



WE OPERATE IN A WORLD OF CHOICE.
WHERE CUSTOMERS DEMAND MORE OF 
A COMPANY…CAN EASILY ACCEPT OR
REJECT THE OFFERINGS…AND HAVE THE
POWER TO CHOOSE AND TO CHANGE.

FOR SERVICE-BASED ORGANIZATIONS, 
DELIVERING AN INTENTIONAL CUSTOMER

EXPERIENCE™ IS CRUCIAL TO EARNING
AND KEEPING THE CUSTOMER’S BUSINESS.

THE GUIDANCE AND TRUE PARTNERSHIP OF
A TRUSTED ADVISOR CAN MAKE IT SIMPLE.

AMDOCS HELPS TO DESIGN AND DELIVER
THE INTENTIONAL CUSTOMER EXPERIENCES

THAT LEAD TO PROFITABLE AND LASTING
RELATIONSHIPS WITH VALUED CUSTOMERS.



“We have many new
offers that, based on
your current usage,
would give you even

greater value. Are
you interested in
learning more?”

“Great. I see here 
you are a high wireless

user. We have a 
bundled promotion
that allows you to
extend your high

speed Internet bundle
to include wireless
voice and video-

on-demand services,
at a substantial 

savings each month.”

“That would be great.
Would I be able to

receive just one bill for
all of those services?”

“Can you email
it to me?”

“I’m interested.
I’m already happy
with my current

high speed Internet
bundle you set

me up with.”

“Certainly. How would
you like to receive

more information on
this package?”

“Not a problem.
I’m sending the
information to

you now.”

AMDOCS CONVERGENCE
SOLUTIONS FOR IPTV,
BROADBAND CABLE AND
SATELLITE

ENABLING YOUR TRANSFORMATION INTO AN INTEGRATED PROVIDER 
OF CONVERGENT FIXED AND WIRELESS VOICE, VIDEO AND DATA SERVICES
WHILE DELIVERING AN INTENTIONAL CUSTOMER EXPERIENCE ACROSS
ALL TOUCHPOINTS AND CHANNELS

>  AMDOCS SELF SERVICE

>  AMDOCS CRM

>  AMDOCS SUPPORT

>  AMDOCS BILLING

>  AMDOCS ORDERING

>  AMDOCS FULFILLMENT

>  AMDOCS MEDIATION

COMPONENTS:

“Thanks.”

>  AMDOCS COMMERCE BROKER

>  AMDOCS PARTNER MANAGER

>  AMDOCS ACTIONABLE CUSTOMER
INTELLIGENCE SOLUTIONS

>  STRATEGIC PARTNER SOLUTIONS

>  AMDOCS SERVICES



>  AMDOCS 6 PRODUCT PORTFOLIO

>   SAS® CUSTOMER INTELLIGENCE

>  AMDOCS CUSTOMER SEGMENTATION 
AND STRATEGY SERVICE

COMPONENTS:

„Ihrem Kundenprofil
nach zu urteilen wäre
das Gesundheits- und

Freizeitpaket genau das
Richtige für Sie.“

“You know all about what I like.”

“Based on your profile, the 
health and leisure content 

package would be a good fit.”

“That’s right, and since you have 
bundled your services with us, and

have been a customer for a long time,
we consider you to be a high value

customer. By subscribing to this 
package, we would like to offer you a
25% discount off your monthly bill.”

„Stimmt - und 
da Sie ja bereits unser

Kombi-Serviceangebot
wahrnehmen und viele

Jahre mit uns
geschäftlich verbunden
sind, betrachten wir Sie

als hochwertigen
Kunden. Deshalb

gewähren wir Ihnen,
wenn Sie dieses Paket

abonnieren, einen
Nachlass von 25% auf

Ihre monatliche
Rechnung.“

“I appreciate it. And
thanks for staying on top

of things for me.”

„Das weiß ich
wirklich zu

schätzen! Vielen
Dank für Ihren
Einsatz und Ihr
Engagement.“

„Sie scheinen 
wirklich zu wissen,

was mir gefällt.“

AMDOCS ACTIONABLE
CUSTOMER INTELLIGENCE
SOLUTIONS

OPTIMIZES YOUR CUSTOMER SEGMENT STRATEGIES WITH 
CLOSED-LOOP, INTELLIGENT CUSTOMER LIFECYCLE MANAGEMENT

„Meine Frage betrifft
den Wireless-Service.

Ich möchte mein
Handy für den

Internet-Zugriff
aufrüsten.“

“Good morning, thanks for
calling. Can I help you with
your local, long distance or

wireless service today?”

“Sure, we can set you up with that.
You might also like our special 

wireless content package to go along 
with your new handset.” “Sounds interesting.”

“Wireless, please. I’m calling to
upgrade my cell phone so I can

access the Internet.”

„Guten Morgen, wie
kann ich Ihnen heute
behilflich sein? Haben

Sie eine Frage zum
Ortgesprächs-,

Ferngesprächs- oder
Wireless-Service?“

„Kein Problem, das 
können wir für Sie
erledigen. Hätten 
Sie vielleicht auch

Interesse an unserem
Extra Content-Paket,

das für Ihr neues 
Gerät erhältlich ist?“

„Hört sich gut an.“



AMDOCS CUSTOMER-CENTRIC
SERVICE ASSURANCE SOLUTION

EFFICIENT RESOLUTION OF SERVICE ISSUES WITH 
MINIMAL CUSTOMER IMPACT WHILE DELIVERING AN 
INTENTIONAL CUSTOMER EXPERIENCE

>  AMDOCS SELF SERVICE

>  AMDOCS CUSTOMER INTERACTION
MANAGER

>  AMDOCS SUPPORT

>  AMDOCS SLA MANAGER

>  AMDOCS CHANGE MANAGER

COMPONENTS: >  AMDOCS PROCESS MANAGER

>  AMDOCS SERVICE ASSURANCE
IMPROVEMENT CONSULTING SERVICE

>  AMDOCS OSS IMPLEMENTATION
SERVICE

>  SERVICE ASSURANCE PARTNER
ECOSYSTEM

“We’ve monitored a problem 
which could potentially impact 

one of your services. We’ve already
dispatched technicians, and it will

be fixed tonight between 6 and 
7pm to minimize the down time 

for your business.”

“We’re working hard to 
minimize service outages, and if

a disruption does occur, we 
can react quickly to minimize 

the impact on you.”

“With converging voice and data
in my enterprise environment, it’s

more important than ever to 
maintain consistent service across

my company.”
“And if there’s any 

service change needed?”

“I appreciate your 
proactive management, and
communicating that to me.”

“Right, and we have the visibility
into your entire network to monitor
service levels, meet SLA agreements
and respond quickly to incidents.”

“With planning, it can be 
implemented quickly and 

seamlessly so it won’t impact
your company.”

« Nous travaillons
fort pour minimiser

les interruptions 
de service. En 

cas de panne de 
système, nous 

prendrons rapi-
dement des mesures
pour minimiser les
répercussions sur
votre entreprise. »

« Avec les technologies
intégrant voix et 

données utilisées dans
mon entreprise, il est
plus important que
jamais que je puisse
maintenir un service

uniforme à l'échelle de
mon entreprise. » « Et si des change-

ments doivent être
apportés au service? »

« Nous le comprenons
parfaitement. C'est

pourquoi, nous avons
un système nous 

permettant de surveiller
l'ensemble de votre

réseau afin de contrôler
les niveaux de service,
respecter les ententes

sur les niveaux de 
service et réagir rapi-

dement aux incidents. »

« Avec une bonne 
planification, de tels

changements peuvent
être apportés rapi-

dement et de manière
transparente, de sorte 

à ne pas avoir de 
répercussions négatives
sur votre entreprise. »

« J'apprécie votre
gestion proactive et 

le fait que vous
m'ayez signalé le

problème. »

“Thanks, I know I can
count on you.”

« Merci. Je sais 
que je peux

compter sur votre
collaboration. »

« Nous avons 
détecté un problème
qui risque d'avoir des
répercussions sur l'un

de vos services. Des
techniciens ont déjà été
envoyés sur place et le

problème sera résolu ce
soir entre 18 h et 19 h
afin de minimiser le

temps d'immobilisation
de votre entreprise. »



DELIVERS A PERSONALIZED EXPERIENCE BY EMPOWERING 
CUSTOMERS TO SELF-MANAGE ALL ASPECTS OF THEIR ACCOUNTS
AND SERVICES

>  AMDOCS SELF SERVICE – BILL

>  AMDOCS SELF SERVICE – ORDER

>  AMDOCS SELF SERVICE – SUPPORT

COMPONENTS: >  AMDOCS SELF SERVICE – REPORT

>  AMDOCS SERVICES

Welcome to the self service
account manager. To view 

your account details, click on
My Account. To view your bill, click here. Presenting bill.

Upgrade options:
800 minutes

1000 minutes
1200 minutes

Thank you. Your changes
will take effect immediately.Account Profile.

To add minutes to your plan,
click here for options. If this is correct, click here.

Bienvenido al 
administrador de 

cuenta de autoservicio.
Para ver los detalles 

de su cuenta, pulse en
Mi cuenta. Para ver su 

estado de cuenta,
pulse aquí.

Se está presentando 
su estado de cuenta.

Opciones de
añadidura:

800 minutos
1000 minutos
1200 minutos

Gracias. Los 
cambios que 

ha hecho 
tendrán efecto 

inmediatamente.Información de 
la cuenta.

Para añadir minutos 
a su plan, pulse 

aquí para las opciones.
Si esto es correcto,

pulse aquí.

AMDOCS SELF SERVICE 
SOLUTION



AMDOCS ORDER-TO-ACTIVATION
SOLUTION

STREAMLINES THE ORDER HANDLING AND FULFILLMENT OF NEXT
GENERATION BUNDLES AND SERVICES TO PROVIDE AN INTENTIONAL
CUSTOMER EXPERIENCE ACROSS ALL SERVICES AND CHANNELS

>  AMDOCS SELF SERVICE

>  AMDOCS SALES

>  AMDOCS ORDERING

>  AMDOCS FULFILLMENT MANAGER

>  AMDOCS ACTIVATION MANAGER

COMPONENTS:

“Thanks for calling. How 
can I help you today?”

“Good choice. DSL will give
you the speed you need,

especially when you’re working
from home. Based on 

your unique needs, I would
recommend our ‘corporate 

commuter’ package.”
“Is my current plan 

upgradeable to this plan?”
“Just what I need. But

what about installation?”

“I work from home
and am interested in high 

speed DSL service.”

“I see here that it is. As you are 
working from home, you might 

also be interested in a Wi-Fi router 
that can connect you securely from 

anywhere in your home.”

“No problem. We can make 
an appointment that is 

convenient and easy for you.
How is 3pm tomorrow?” “Great. Thanks.”

>  AMDOCS SERVICE FULFILLMENT
IMPROVEMENT SERVICE

>  AMDOCS OSS IMPLEMENTATION
SERVICE

>  ORDER-TO-ACTIVATION PARTNER
ECOSYSTEM



BECAUSE WHEN CUSTOMERS WIN, 
WE ALL DO.

WE WORK WITH THE WORLD’S LEADING
SERVICE PROVIDERS, GIVING THEM THE
TOOLS TO ENABLE AN INTENTIONAL 
CUSTOMER EXPERIENCE – HELPING TO
ENSURE THAT EACH CUSTOMER 
INTERACTION IS DIFFERENTIATED 
AND POSITIVE.



SIMPLE. ABOUT AMDOCS

For global communications service providers, broadband cable operators, satellite

providers, financial services providers and other services companies, Amdocs combines

innovative software and services with deep business knowledge to accelerate the adoption

of an integrated customer management strategy. By providing a comprehensive

portfolio of software and services that spans the customer lifecycle, Amdocs enables

services companies to deliver an intentional customer experience, resulting in stronger,

more profitable customer relationships. Service providers also benefit from a rapid return

on investment, lower total cost of ownership and improved operational efficiencies.



INTEGRATED CUSTOMER 
MANAGEMENT

ENABLING THE INTENTIONAL
CUSTOMER EXPERIENCE

Amdocs has developed the vision to help our customers meet the challenges of reducing

costs while building stronger, more profitable customer relationships. Key to this

vision is putting the customer at the center of everything. An integrated customer

management approach that effectively aligns people, processes and systems across the

organization is essential to this focus on the customer. By implementing this approach,

providers understand customer needs more intimately, enabling them to offer greater

value through more effective solutions, and ultimately deliver an intentional customer

experience across every customer touchpoint.

In today’s marketplace, customers have more power and choices than ever. It’s crucial

to ensure that all their experiences with their chosen provider are positive and valuable.

In order to build stronger, more profitable customer relationships, providers need to

understand exactly how customers want to interact with them, the products and

services they are looking for, and how to deliver them painlessly and seamlessly, without

sacrificing customer profitability. Amdocs enables providers to deliver this intentional

customer experience to help retain profitable customers, develop loyalty and achieve

greater customer lifetime value.



AMDOCS OFFERINGS

AMDOCS 6 PRODUCT PORTFOLIO

Amdocs 6 is the most comprehensive portfolio of integrated, modular products designed

to accelerate the delivery of an intentional customer experience. Our portfolio brings

together industry leading billing, CRM, self service, ordering, service fulfillment,

mediation and content revenue management products to seamlessly support all

aspects of the customer lifecycle.

STRATEGIC SOLUTIONS

Amdocs solutions combine industry leading products and services with deep business

knowledge to solve our customers’ most pressing business challenges. By leveraging

modular products from our Amdocs 6 portfolio, communications business process

consulting expertise, and proven experience in delivering complex, mission-critical

systems, only Amdocs can offer high value, comprehensive solutions that span people,

processes and technology.

AMDOCS SERVICES

Amdocs is revolutionizing traditional systems integrator approaches to deliver greater

business value and lower risk. We combine deep business process and technology

expertise, global best practices, intimate product knowledge, and a unique methodology

to accelerate the delivery of an integrated customer management approach. We offer

Consulting Services, Implementation & Integration Services, Learning & Workforce

Readiness Services, System Integration Testing Services, Software Support Services

and Managed Services.



AMDOCS SELECT CUSTOMERS

*SBC COMMUNICATIONS IS NOW AT&T **SPRINT AND NEXTEL ARE NOW SPRINT NEXTEL

ABN AMRO

ANUNCIOS EN DIRECTORIOS SA

AT&T*

BEIJING MOBILE COMMUNICATION 

BELGACOM

BELL CANADA

BELL MOBILITY

BELLSOUTH

BELLSOUTH ADVERTISING & 
PUBLISHING 

BEZEQ

BT

CELL C

CELLCOM ISRAEL

CENTURYTEL 

CHINA MOBILE

CHINA NETCOM 

CHINA TELECOM 

CHINA UNICOM 

CINGULAR WIRELESS

COMCAST

CORTAL CONSORS SA 

CZECH TELECOM

CLARO

COSMOTE

DEX MEDIA

DIRECTV

EIRCOM

ELISA 

EQUANT

EXCELCOM

FAR EASTONE 
TELECOMMUNICATIONS

FRANCE CITEVISION

MEGAFON-MOSCOW

MOBILKOM AUSTRIA

NEUF CEGETEL 

NEXTEL** 

NEXTEL PARTNERS

O2 IRELAND

ONO CABLEUROPA SAU

OPTUS 

ORANGE COMMUNICATIONS SA

PANNON GSM

PARTNER COMMUNICATIONS

PELEPHONE

R.H. DONNELLEY

ROMTELECOM

SBC COMMUNICATIONS*

SBC DIRECTORY OPERATIONS*

SFR GROUP

SONOFON

SPRINT**

SVYAZINVEST

TDC SUNRISE

TELEFÓNICA DE ESPANA

TELEKOM AUSTRIA

TELIA MOBILE DENMARK

TELKOM SOUTH AFRICA

TELUS COMMUNICATIONS

TELUS MOBILITY

T-MOBILE AUSTRIA

T-MOBILE CZECH REPUBLIC

T-MOBILE INTERNATIONAL 
AG & CO 

T-MOBILE UK

T-MOBILE USA 

TV CABO

US CELLULAR

VERIZON COMMUNICATIONS

VERIZON COMMUNICATIONS    
INTERNATIONAL

VERIZON INFORMATION SERVICES 

VIMPELCOM 

VODAFONE AUSTRALIA 

VODAFONE D2

VODAFONE HUNGARY

VODAFONE IRELAND

VODAFONE KK

VODAFONE ITALY 

VODAFONE NETHERLANDS

VODAFONE SPAIN

VODAFONE ROMANIA

VODAFONE UK

WIND TELECOMMUNICAZIONI SPA
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Amdocs has offices, development and support centers worldwide.
For the most up-to-date contact information for all Amdocs offices,  
please visit our website at www.amdocs.com

GERMANY

POLAND





www.amdocs.com


