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Angola’s largest mobile telephony provider,
Unitel SA, prefers CrealLog’s voice portal technology

The most successful mobile telephony provider in Angola, Unitel SA, is currently
using innovative technology from Germany to fully restructure its central
customer service. The African enterprise, which has seven million customers,
has opted for speech dialog systems made by CreaLog — with state-of-the-art
voice recognition in both Portuguese and English.

Africa, a rapid growth market

Africa is one of the fastest growing mobile
telephony markets anywhere in the world. Whereas
in 2000, only ten years ago, 20 million Africans
owned a mobile phone, today there are over
400 million subscribers. The mobile telephony
infrastructure is the backbone of the African
communications  landscape and increasingly
enabling new business models.

This applies in particular to Angola and its popu-
lation of 18.5 million people. In 1975, the South-
West African state with its capital city of Luanda,
gained independence from Portugal. Nowadays,
with an estimated gross domestic product (2009)
of US$ 68.8 billion, Angola is rated as one of
the ten strongest economies in Africa, currently - am
showing the highest growth on the continent. ﬁ
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Standard questions in the prepaid segment

The 500 agents employed at the Unitel call center
previously spent most of their time answering
standard questions, a cost-intensive process.
Only three of the workplaces were directly
involved with the postpaid segment, the
reason being that almost 99% of the
mobile telephony customers use prepaid
cards to make calls for an average amount
of US$ 25.00 a month. The mobiles used
tend to be low-end and affordable.

The technical infrastructure at the Unitel call
center had neither a fully fledged speech dialog
system nor a CRM structure. Which meant that, in
the absence of reporting procedures, there were no
reliable statistics as to call volume and no real possibility
of directed routing. Ultimately, all questions dealing
with prepaid had to be handled via the call center.

Beating off the tough competition

That was the initial situation when Crealog entered
the bidding for the Unitel SA contract. Following a
sophisticated selection process, the Munich-based
specialist beat off the international competition and
was commissioned to implement a comprehensive
voice portal system with 2,400 speech channels for the
central customer service. Important decision criteria
during the whole process were: platform stability and
integratability, a simple browser-based administration
system and a VXML development environment —
which Unitel will draw on to further extend the
Customer Care applications also supplied by Crealog.

Self-service FAQs per phone

The nerve center of the Crealog application is the
intelligent prequalification of the Unitel customers and
skills-based routing. Yet many other voice recognition
services are also in place. In this way, prepaid and
postpaid customers can get their FAQs answered
on a self-service basis via the new Voice Portal — i.e.
the routine questions users ask about credit balance,
tariff information, card top-up requirements and acti-
vation or deactivation of additional services such as
VoiceMail, WhoCalled and NotifyMe.

The self-service facility with the prepaid and
postpaid segments is set up bilingually: all the dialog
announcements are available in both Portuguese and

English. The highly efficient speech recognition system
used by Crealog and developed by market leader
Nuance also operates in both languages.

The result: customer service with
transparency

Parallel to the self-service facility relieving the call
center agents of FAQs duties, the Crealog Voice
Portal provides Unitel for the first time with a whole
array of statistical data — figures as to call center
load, for example, thus making possible professional
management and intelligent routing at the call center.
Acceptance of self-service offers can also be evaluated.
All in all, Unitel now has valuable information at its
fingertips — about the menu items in the Voice Portal
which are specially popular with callers and about
the items which are perhaps less attractive.

Project management and the spirit of
partnership

The successful realization of this project between
Crealog and the strongly expansive Unitel was
primarily the outcome of professional project mana-
gement with a focus on integrating all the
partners concerned. The highly committed Crealog
team trained the Unitel co-workers on site in Angola.
Furthermore, the speech dialogs for the Voice Portal
were a joint development. Everyone involved is quick
to emphasize the harmony of cooperation and the
smooth system integration of the infrastructure
already in place.

Explaining the decision in Crealog’s
favor, Unitel CTO Amilcar Safeca
said: ,The rapid growth of our
customer base requires the ongoing
expansion of our resources and
services, which is why we opt for
partnerships with top-performing
market leaders. In that process,
Crealog is helping us to offer
our customers the best and most
advanced services available in the
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From Crealog’s point of view, the highly successful
collaboration with Unitel is further proof that the
company is well positioned to respond to telecom
market requirements outside Europe. After Vodafone,
Telekom Austria, Swisscom and Sunrise, CrealLog has
now added a further market leader from the world’s
mobile telephony sector to its portfolio of customers.
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Individual self-service offers for
Unitel customers

> Information about card account status
(postpaid)

> Enquiries about credit balance (prepaid)
and credit expiry dates plus top-up
procedures

> Tariff information for prepaid and postpaid

> Blocking of SIM cards and/or telephones
(automated or via call center)

> Service activation — text messaging, MMS,
mobile TV and push mail

> Request for a configuration SMS for the
automatic setting of phones for SMS and
MMS

Connection to the agent in the call center
general information service

> FAQs about voicemail, MMS, internet
and data service use as well as procedures
following loss of mobile phone

> Network fault management

> Intelligent marketing campaign management
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Unitel solution

Redundantly designed and networked, the
Crealog Voice Portal for the Unitel customer
service will initially provide 2,400 channels.
It is connected via SS7 to an Ericsson

Mobile Switching Center (MSC) and has a
multilingual speech recognition component
as well as Text-To-Speech (TTS). The
redundant system architecture is distributed
over two locations. Network management
is based on SNMP. To help Unitel create
new speech dialogs, test and development
systems have also been made available.

About Unitel

Since the start-up of its GSM service in April
2001, Unitel SA has led the mobile telecoms
market in Angola. Today, Unitel provides

area coverage in all 18 provinces and thus Vg
serves over seven million subscribers.
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In 2008, on a UMTS basis, the company
was able to launch new and innovative
facilities such as HSDPA (high speed data
services) and offer applications such as video
telephony, mobile internet access and MMS
(multimedia messaging service). Unitel has
roaming contracts with 217 operators in 117
countries.
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A successful partnership
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About Crealog

A cutting-edge company with all the best refer-
ences, Crealog is the leading vendor for interactive
multi-media solutions and speech dialog systems
across 29 countries in Europe, Asia and Africa.
Crealog offers a fully web-administrable Crealog
Voice XML media server as the next-generation
platform for voice and video applications, as well as
the Crealog application server framework.

Crealog solutions operate with a total of approx.
55,000 installed lines at more than 400 clients in all
industries. The product portfolio for telcos and value-
added service providers includes multimedia solutions
for customer care (IVR & contact center and voice
self services), business services (mass calling for TV/
radio, hosted IVR & contact center and conferencing)
and telco consumer services (Voice2Text, ringback
tone, mobile payments and assisting IP).

Voice Portals from Crealog ensure the highest stan-
dard of dialog quality on the basis of natural language
speech recognition. The portals are able to recognize
and intelligently process a large number of words
and whole sentences in 44 languages. Crealog
portals also support human-sounding synthetic-
speech systems from the world’s leading providers.

Crealog Voice Portals for voice self services, contact
centers, unified communications and CTI solutions
for telcos and corporate customers won Best of CeBIT
Awards for the Interactive Voice Video Response
and CreaVoice FAQs. In 2009, Crealog also won
the Voice Contest Silver Award for ELVIS, the voice-
controlled internet radio for mobile devices.

Telco references include Vodafone, Telekom Austria
TA AG and Unitel in Angola as well as Swisscom
and Sunrise in Switzerland.
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CreaLog multimedia solutions for NGN
and IMS Capability characteristics:

> Telco installations with up to 15,000 lines

> TUV-certified platform for 1,680 calls per second
(100,000 new calls per minute)

> speech recognition and Text-To-Speech on all lines
> statistics and caller synchronization in real time

> multi-client-capable web front end

> redundancy and fall-back concepts






