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COMPANY OVERVIEW

KPN is the leading telecommunications and ICT service provider in The Netherlands, offering 
wireline and wireless telephony, internet and TV to consumers, end-to-end telecommunications 
and ICT services to business customers. KPN’s subsidiary Getronics operates a global ICT services 
company with a market-leading position in the Benelux, offering end-to-end solutions in infrastruc-
ture and network-related IT. In Germany and Belgium, KPN pursues a multi-brand strategy in its 
mobile operations and holds number three market positions through E-Plus and BASE. KPN 
provides wholesale network services to third parties and operates an efficient IP-based infrastruc-
ture with global scale in international wholesale through iBasis.

At December 31st, 2009, KPN served over 41.2 million customers, of which 33.4 million were in 
wireless services, 4.7 million in wireline voice, 2.5 million in broadband Internet and 1 million in 
TV. With 20,755 FTEs in the Netherlands (33,148 FTEs for the whole group), KPN reported full-year 
revenues of EUR 13.5bn and an EBITDA of EUR 5.2bn in 2009. 
 



BUSINESS CHALLENGE

To address dynamic changes in the telecommunications market, driven by new network capabili-
ties, multiple brands and lines of business (TV, Broadband, Mobile, Fiber Optic, etc.) and through 
multiple sales channels, managed by legacy systems.

KPN needed to continue to expand its offering with revenue-generating products quickly and 
often. To do so, the company needed to maintain continuous readiness to manage and implement 
change—a strategy that required high quality business insight to help senior level management 
make better, more informed management decisions, reduce risk and enhance productivity and 
operational efficiency.

KPN’s IT department needed the ability to consolidate and integrate a wide range of data from 
disparate sales and CRM applications. This would increase reporting requirements and the 
complexity of an already highly complex master data structure. The IT department worked with 
ODS2 Inc. to take on the task, simplifying its data structure and automating all of their order 
intakes across multiple channels including retail (corporate stores, franchised stores and partner 
stores), e-tail and consumer direct (call centers), in order to increase timeliness and close gaps in 
sales and marketing data gathering. At this time there was no ability to produce real-time reports 
of products being sold, sales channel production or a general overview of orders, leading to lost 
orders, an inability to retrieve existing orders, dissatisfied customers and ultimately lost revenues.

HOW ODS2 HELPED

ODS2 Inc. worked with KPN to create a centralized master data management system consolidating 
multiple brands and products, across multiple sales channels. This allowed for real-time reporting 
and immediate insight into all KPN’s sales activities.

ODS2 Inc.’s centralized, scalable system is built on a single platform allowing a high level of flexibi-
lity, and the ability to expand existing software efficiently with the addition and customization of 
existing modules, based on specific company needs. 

ODS2’s Order Management System also allowed KPN to bring new products and services to market 
with no downtime and thus no lost revenues. KPN was able to launch its new Fiber Optic Internet 
to customers direct, within 2 weeks as a result of OMS.

ODS2 Inc. was able to leverage KPN’s existing IT infrastructure, give them realtime insight in to 
their markets and sales channels as well as  improve customer service and company efficiency.  
The application created by ODS2 Inc. allows for consistent master data management and can 
integrate with various back-end systems.



RESULT

“We now have our order management process under control. ODS2 Inc.’s  OMS Solution has saved 
us millions of Euros. It’s centralized intake process, clean order management, and automated 
order stream has given us a competitive edge. We process millions of orders per year using the 
OMS Solution from ODS2.”

Richard Backx, IT Business Architect, KPN


