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Driving Profitable 
Service Delivery in 
Business Services

Grow margins. Standardize service processes. 

Boost customer satisfaction. Innovative business 

services companies are achieving these goals by 

driving superior customer experiences through 

consistent, cost-effective service delivery. And  

they are turning to Oracle for help.

Growing service margins while providing 
superior customer service is dif�cult to 
accomplish in any industry. Customer 
information is often scattered across 
departments, making it extremely dif�cult 
for customer service representatives (CSRs) 
to deliver a consistent customer experience. 
The business services industry is even more 
complex because service entitlement is 
contractual and the duration of the service 
relationship can vary from hours to years. To 
deliver superior service at the best price for 
the company, service representatives need to

�	Understand contract entitlements prior to 
service delivery

�	Deliver contracted service based on service-
level agreements (SLAs)

�	Optimize service and maintenance activities 
to effectively control costs

Only Oracle delivers complete, integrated 
business solutions that meet the speci�c 
needs of the business services industry. 
With Oracle, you can grow service margins 

and streamline the service delivery process 
without compromising the personalized and 
superior service your customers expect.

Understand Contract Entitlements 
Prior to Service Delivery

In an industry characterized by intense  
competition and thin service margins, it is 
critical you deliver only the services contracted 
for, at the entitled service levels of that 
contract. If contracts are not checked before 
service delivery, contractual obligations may 
not be met or customers may receive services 
they didn�t pay for. This leads to frustrated 
customers and margin erosion.

Oracle offers a �exible, automated contract 
management solution that seamlessly 
integrates into the service delivery process. 
You can use it to automatically identify 
customers, verify their contractual entitlements 
before service begins, and ensure agreed-
upon service levels are ultimately met. No 
matter the mode of initial communication�
Web self-service, e-mail, phone, chat, or

“Using [Oracle’s] Siebel Call 

Center, we can approach  

every customer interaction  

as an opportunity to build  

brand value and strengthen  

a customer relationship.”

Isabelle Bussel 
Managing Director
Sitel France




