
realized Google Apps Premier Edition
was the ideal solution to enhance the
support center’s performance. At only
$50 per user a year, Google Apps also
provides considerable license savings.

Apps was straightforward to implement
thanks to the simplified infrastructure
and is massively scalable within Google’s
cloud architecture. To implement the
solution, the center’s e-mail domain
was redirected to Google via the Postini
e-mail security service and users were
provided with Google Apps through
their browser. Thanks to the standard
icons and terminology, employees
picked up Apps very quickly with
only basic training and with
the support of power users
seeded through the
teams.

The situation
Capgemini's business process
outsourcing (BPO) division operates
customer contact centers throughout
the world, handling over 30 million
queries each year. The new, state-of-
the-art Customer Care & Intelligence
(CC&I) center in Junction City, Kansas,
supports multiple clients and has been
rapidly expanding: from 165 new hires
on day one, through to 349 users today
and another 300 seats shortly. The center’s
management sought a means to secure
greater productivity and collaboration
among its staff and to add operational
flexibility - all without jeopardizing the
customer care quality or impacting costs.

The solution
Mindful of the need for customer care
staff to excel at proactive problem
resolution, Capgemini CC&I Vice
President, Robbie Brillhart
quickly

in collaboration with

Junction City taps into
Google Apps
When Capgemini opened a new Customer Care & Intelli-
gence center, it was clear that for its employees to work
more effectively, they needed agile and intuitive tools for
communication and information sharing. The answer was
simple: Google Apps Premier Edition!

“Google Apps is an ideal
solution for the contact center

environment; it provides our
agents with the tools they need

to deliver the highest levels of
customer care on behalf of our

clients at an industry leading
price point.”Robert Brillhart

Vice President, Capgemini
Customer Care & Intelligence
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Capgemini, one of
the world’s foremost providers

of Consulting, Technology and Outsourcing
services, has a unique way of working with
its clients, called the Collaborative Business
Experience.

Backed by over three decades of industry
and service experience, the Collaborative
Business Experience is designed to help
our clients achieve better, faster, more
sustainable results through seamless
access to our network of world-leading
technology partners and collaboration-

focused methods and tools. Through
commitment to mutual success and the
achievement of tangible value, we help
businesses implement growth strategies,
leverage technology, and thrive through
the power of collaboration.

Capgemini reported 2007 global revenues
of EUR 8.7 billion and employs over
82,000 people worldwide.

More information about our services,
offices and research is available at
www.capgemini.com.

About Capgemini and the
Collaborative Business Experience

Collaboration

Messaging

Security

Compliance

Robert Brillhart
Vice President
Customer Care & Intelligence
+1 (972) 507 9150
rroobbeerrtt..bbrriillllhhaarrtt@@ccaappggeemmiinnii..ccoomm

FFoorr  mmoorree  iinnffoorrmmaattiioonn,,  pplleeaassee  ccoonnttaacctt::
Andrew Gough
Global Lead, Google
+44 (0) 870 238 2807
aannddrreeww..ggoouugghh@@ccaappggeemmiinnii..ccoomm

center in large businesses. Aggressive
pricing is important but masks the real
impact of simple, effective collaboration
enabled by a straightforward, easily
adopted interface. Good management
remains important around transition
and integration, security, compliance
as well as helpdesk and support. Now
Capgemini’s customers can benefit from
our ground-breaking move to offer
enterprise support for Google Apps
Premier Edition.*
*On September 10, 2007 Capgemini announced its partnership
with Google to provide services that support the adoption of
Google Apps Premier Edition by large-scale organizations.

The result 
Now agents are able to be more proac-
tive in meeting customer needs. With
Google Docs and Sites, for instance,
they can create written documents and
spreadsheets to share information related
to customer issues. Using Google Talk,
they can send instant messages to a super-
visor for assistance with challenging call
scenarios. Gmail provides e-mail access,
of course, and offers an incredible 25GB
of storage. These and other applications
can be easily accessed via a single,
customizable entry point, Start Page.

Provided at no extra charge as part of
Google Apps Premier Edition, Google
Security and Compliance (powered by
Postini) is used to manage mail compli-
ance and archiving. Moreover, an SSL
connection to Google and whitelisting
of authorized IP addresses help keep
Capgemini’s data secure. 

The open, collaborative structure
of Google Apps puts the power to dis-
tribute and control access to documents
in the hands of the users, eliminating
the need for IT to create, maintain,
and support e-mail and file share
servers. In embracing the applications,
employees are inventing new solutions
to customer problems every day and
finding means to shorten processes, all
in an interactive environment. 

With the ease of adoption offered by
Google Apps, there has been a reduction
in the training requirement and, thus,
in time-to-value of both employees
and tools. The simplicity of those tools
has reduced the support burden and
down time of agents. In use, a good
functional match and straightforward
collaboration have rapidly
demonstrated the value of Apps when
focused on the contact center role.
Overall, CC&I are therefore forecasting
significant through-life benefits in cost
and operational agility for their
deployment of Google Apps.

Now Capgemini can help you to
tap into Google Apps
Google Apps represents an ideal solution

About Google Apps
Google Apps is a suite of applications
that includes Gmail, Google Calendar
(shared calendaring), Google Talk
(instant messaging and voice over IP),
Google Docs (online document
hosting and collaboration), Google
Sites (documents and web content in
one place) and Start Page (a single,
customizable access point for all
applications). Google Apps Security
and Compliance enables inbound
filtering and protection against
viruses, spam and phishing attempts;
outbound filtering to block prohibited
content from being sent; message
recovery tools for deleted e-mail and
long-term message archiving, and
archive search tools. Google Apps
offers editions tailored to specific
customer needs, such as the Premier
Edition for businesses. 

For more information about Google
Apps, please visit:
wwwwww..ggooooggllee..ccoomm//aa  

To learn more about Capgemini’s
desktop services, please visit:
wwwwww..ccaappggeemmiinnii..ccoomm//ggooooggllee  
wwwwww..ccaappggeemmiinnii..ccoomm//iinnssiinncctt__22..00

What are they?

Google, Google Apps, Google Docs, Gmail, Google Calendar and
Google Talk are trademarks of Google Inc. in the United States
and/or other countries. Other trademarks are the property of
their respective owners.


