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After 384 days 1n an
Iraqgi prison, Christer
Stromgren, Leif West-
berg and Stefan Wihl-
borg were finally re-
leased on September
22. A couple days la-
ter they were reuni-
ted with their famili-
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Fiber to the Telecom
home vital for EC

In Denmark, Ericsson joins Telecommunication is an
in a field test with future area with very high prio-
tele technology for private  rity within the European

subscribers. Bt 2 2 community. 3 2 4

We still
need TRIM

Ericsson is sailing now
with a fair wind. Still,
TRIM work goes on as
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We have

ome-

thing
to offer
Europe!

We live in a decade
where Europe is going
through unprecedented
political and economic
changes. These changes
have a strong influence
too on developments in
telecommunications.
Sweden is now knock-
ing at Europe’s door,
through its application
for membership in the
EC, but Ericsson has
been there for a long ti-
me now. Contact spoke
with Lars Ramqvist
about his views on even-
tual Swedish member-
ship in the European
Community.
The common market and the resul-
ting European union changes the en-
tire picture of Europe. As for tele-
communications, this means a huge
liberalized and harmonized market.
A market that offers exciting possi-
bilities for companies that supply te-
lecommunications equipment.

Our home market

Europe has always been an impor-
tant market for Ericsson. Of our total
turnover of some 50 billion kronor,
Europe accounts for 60 percent. It is
no exaggeration to call Europe “our
home market.” The EC accounts for
37 percent of this.

“This makes the EC our largest
market by far. With the recent years’
successes in Germany and Britain
the EC’s dominance in our business
will be even more notable in the fu-
ture,” Lars Ramqyvist predicts.

“I would like to identify our com-
pany as a “European” company in
every sense of the word. And we ha-
ve had our own companies in Europe
for many years, more than 70 years,
for example, in Holland and Italy.
During the past ten years we have
systematically strengthened our po-
sition in the EC. This was done
through company purchases and
market investments in many diffe-
rent forms.

“We have 17,500 employees in
EC countries, and sales of close to
20 billion kronor a year there. In ad-
dition, we have manufacturing in
nine different EC countries, so
Ericsson has indeed taken root in the
EC. In many ways we are well ahead
of Sweden, which is only now see-
king membership.”

Many wonder
An important question, especially
relevant in these times when

Swedish unemployment is at a re-
cord level, is how will our very own
company be affected if Sweden be-
comes a member, or not. We asked
Lars Ramqvist for his views on this.

Is Swedish membership really
that important for Ericsson? Doesn’t
the EES agreement provide more
than enough so that Swedish compa-
nies will not be subject to discrimi-
nation in relation to companies with
head offices in EC member states?

“When you stop to think about
Swedish membership or not, you
must of course bear in mind Erics-
son’s solid presence within the
Community and that the EC, in ma-
ny aspects, is already a home mar-
ket. This relationship gives us a cer-
tain comfort, a reassurance against
unforeseen events in the political
arena.

“But at the same time it is also im-
portant to remember that Ericsson
still has its head office and most of
its base resources in Sweden. Hence,
the company takes a positive attitude
toward Swedish membership. We do
so for very simple reasons.

“The internal market is a major
opportunity for those who operate in
it. For a company that like Ericsson
is very dependent on the EC it is not
good to be outside of it. The EES
agreement makes it easier, but it gi-
ves neither Sweden nor Swedish
companies and organizations any
real influence in the European deci-
sion-making process.”

Lars Ramqvist also wamns that the
EES is not as stable as membership.
An agreement is easier to tear up
than is membership.

We can contribute

A common argument among the
yes-sayers is that Sweden has a lot to
give EC member countries. That the

Lars Ramqvist points out the importance of

information and objective debate before the coming Swedish re-

ferendum on joining the EC. He himself sees the EC as a guarantee for peace in our part of the world.

country with its experiences can sha-
re them in certain important areas
where Sweden has progressed fur-
ther than most of the countries in the
EC. Lars Ramqvist feels that this re-
asoning also holds true for Ericsson
as a company.

“Swedish membership will give
us as a company greater possibility
to contribute toward strengthening
European collaboration in high tech-
nology and in this way reinforce
Europe on the international scene.
Ericsson’s involvement in various
RACE projects clearly indicates that
Ericsson has the will to commit-
ment. RACE is a number of research
and development projects driven by
EC request.

“I am convinced that Ericsson has
a contribution to make to European
development, not least when it co-
mes to standardization work. Our
branch, telecommunications, is a po-
wer center for innovations and deve-

lopments and it plays a key role in
social evolution - in the pursuit of a
higher quality of life.

Seek knowledge

Even if he himself has his views on
the EC issue clearly defined, Lars
Ramgqyvist has a profound understan-
ding for those who are in doubt. It is
not easy to take a stand as a private
individual in such a large issue as the
EC still is.

In the coming months information
about the EC and debate on mem-
bership or non-membership will in-
tensify even more. The best way to
tackle one’s lingering doubt is to ac-
quire more knowledge, Lars
Ramgqvist urges.

*“The EC issue is far too important
to be dismissed with sentimental ar-
guments and political propaganda —
regardless of which side it comes
from. That's why we must try to sift
out the objective arguments, study

them thoroughly and then take a
stand.

“And then one must take a stand
not only on what Swedish members-
hip means for Sweden and for one-
self, but also at the same level on
what it would mean for the country
and its inhabitants to be outside of
the EC.

Guarantee for peace

*The most meaningful, I believe, ho-
wever, is the importance of EC for
the stability in Europe. Regrettably,
there are great problems in our part
of the world even in this day and
age.

Just think of the tragedy we are
witnessing today in the former
Yugoslavia and the unrest in Russia.
It is only through collaboration that
we in Europe can look to peaceful
future evolution,” Lars Ramgqvist
concludes.

Text: Lars-Goran Hedin
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Now Stefan,
Christer and Leif
long for their work

Without doubt Stefan Wihi-
borg, Christer Stromgren
and Leif Westberg are the
most widely known per-
sons in the cantine at ERA

“When we got the word that we would
be released, everything happened very
quickly,” they recall. “We got the news
at three in the afternoon, and just about
twenty minutes later we were outside the
prison walls. We were preapred that it
would all go very fast and we actually
had our bags packed well in advance.”

Now they just want to get back to
work again, and clearly they mean wor-
king abroad. Soon, Stefan and Christer
will be going to Kuwait, from where
Stefan will take a vacation. Christer will
finish his work down there and then fol-
low some courses in Sweden. Vacation
will have to wait a while.

Unreal
“How does it feel?”

“Well, that’s the question we seem to
answer most,” says Stefan, laughing.

“Unreal,” replies Leif. “It has felt un-
real all along, and even now it feels as if
it never happened.”

The first three weeks were the worst
but also as Christmas approached it got
hard."There was a tuming point at
Christmas,” says Christer. “Families
were allowed to come and visit, and then
they were allowed to come every six
weeks. We got food and other things that
we longed for. In the prison they also
changed the guard system, which was
better for us.

“Up to Christmas time food consisted
of “military rations,” which they got
from the Swedish embassy.

“There was nothing wrong with this
food,” says Sefan. “All three of us are
pretty good at fixing food and we spiced
up the canned food. The risotto was al-
most in a gourmet class by itself.”

They could move around freely in the
section for foreigners, from seven in the
moming until dusk, when they were
locked up in their section. The days we-
re all alike — preparing food, eating, slee-
ping, reading (among other things they
studied the GSM system), writing letters
and playing football or volleyball.

Sundays were the highpoint of the
week. Personne! from the Swedish em-
bassy came to visit and they exchanged
letters. The letters meant a lot both for
the three and their families back home.

Hundreds of cards

They never felt forgotten or abandoned.
Many wrote to them with greetings and
at Christmas time they got hundreds of
cards. One particular card stands out in
their memory. It was from a 6-year-old
boy in Mexico, whose father works for
Ericsson.

Neither Christer, Leif nor Stefan felt
they would spend seven years in prison.
After the summer they began to have a
touch of a feeling of pending release that
would come eventually.

“I guessed we would be free before
the end of September, and I was right,”
says Christer, laughing.

Gunilla Tamm

AIN!

Christer, Stefan and Leif are just being releasad in Bagdad and are on their way to the Swedish embassy, acccompanied by their lawyer.

Finally, the waltmg ended

“It was like the first snow. You know it will come
and you wait for it, but still you are surprised.” It
is Karin Stromgren, mother of Christer Strom-
gren, who draws the comparison of how it felt
when news came that the three captives were
free at last. It is shortly after 7 on the morning of
Friday, September 24, and the bus carrying the
families is on its way to Arlanda.

Christer Stromgren, Leif Westberg
and Stefan Wihlborg, after 384
days in Abu-Ghrab prison in
Baghdad, are on the way home. On
the government plane that picked
them up in Athens were Prime
Minister Carl Bildt, Ericsson’s
president Lars Ramqvist and Lars
Stilberg from the Ericsson crisis
group. At the same time relatives
were on their way from Kuwait
and yet another was on the way
from Bangkok.

*“We were lucky in that the pla-
nes all landed around the same ti-
me,” says Eva Andreassen, person-
nel manager for business unit
RMOG at ERA, the unit where the
three “Iraq-Swedes™ worked. Eva
is part of Ericsson’s crisis group,
and, among other things, has had
close contact with the families.

The bus drives directly into the
VIP area, where the government
plane is due to land. At the cafete-
ria inside there is coffee and sand-
wiches and most people reach fora
cup of coffee.

Leif Westberg’s two children,
Alicia and Chary, were being inter-
viewed on TV4 and are back at the
airport. A condition of granting the
interview was that they should re-
turn before their father landed, and
this was done.

“There is nothing to do but wait
but soon it will be over,” says Olga
Westberg, Leif’s mother. “Sure, it
was a difficult time, but it's over
now. We knew that the boys had it
relatively well in prison and this
made the waiting easier.

Suddenly the mobile phone in
Bertil Westberg's pocket rang. It is
his sone Bernt-Ake calling from
Sydney, where he is working for
Ericsson. He wanted to know if his
brother had arrived safely.

No, not quite yet, but then Eva
Andreassen announced that the
plane with a big P had landed.

Out in the autumn sun the photo-
graphers waited on the tarmac.
They had a few minutes to click
away before Stefan, Christer and
Leif moved in together to meet

their families. It was a meeting
without journalists, TV cameras
and flashlights. The closest family,
wives and fiances, were met first.
Other relatives waited for a few
minutes more.

“It feels like butterflies in my
stomach,” says Karin Strémgren,
looking both in anticipation and
happy. A few hours earlier she re-
counted that she had slept well du-
ring the night and was not all ner-
vous.

Bewildered, happy and very
much hugged, Christer, Stefan and
Leif together with their families
head for the bus that will take them
to the press conference. Leif’s two
children hug to their father as clo-
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Photo: Gunilia Tamm

sely as they can.

The press corps is massive, with
the daily city press, countrywide
publications and several TV and
radio channels. None of the men or
their families show any signs of
stage fright as they move up to the
podium. The questions piled up on
them as press photographers’ ca-
meras clicked away.

After just over an hour it is time
for Stefan, Leif, Christer and their
families to terminate the “official”
part of the reception. On the wee-
kend they will go to a retreat, whe-
re they will have the chance to re-
ally realize that the long wait is
over.

Gunilla Tamm

MORE ON THE LONG DRAMA DAY BY DAY * PAGES 6-7
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Ericsson buys

Ericsson has bought a
large part of the Teli
concern from Telia (for-
merly Swedish Telever-
ket). The purchase is

part of an agreement
that also includes a new

delivery agreement for
AXE, worth more than a
billion kronor.

With' Teli, production capacity is
strengthened, above all on the AXE
sideyin Sweden. The 1,350 Teli em-
ployees affected by the purchase will
be a valuable addition to Ericsson,
which is now cutting back on new
hiring of personnel in Sweden.

The purchase of Teli AB and se-
veral other companies in the Teli
con¢ern was made public at the end
of September. Telia, as Televerket
now calls itself, wants to revamp its
activities as an operator so as to bet-
ter meet the competition in a more li-
beralized and internationalized mar-
ket. That's why it was an obvious so-
lution to sell to Ericsson, together
with which Telia developed AXE.

The companies that Enicsson has
taken over are:

M Teli AB in Nyniishamn (30

employees)

B Teli Telecom AB in

Nyniishamn (804 employees),

Alvsjo (165), Gothenburg (21)

and Spain (7).

M Teli Mobile Systems AB in

Gothenburg (99).

B Teli Connection Systems AB

in Skelleftea (148)

B Teli Business Systems AB in

Viinersborg.

Altogether the units that Ericsson
has!taken over had a tumover of
about 1.4 billion kronor in 1992,

AXE investment

The supply agreement signed at the
same time includes heavy invest-
ment in the Swedish tele network.
Telia has ordered AXE to such an
extent that practically all Swedish te-
le subscribers will have access to so-

NEWS
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Ericsson’s production capacity.

called PLUS services and other digi-
tal services. This way modernization
of the network will be ready much
earlier than planned. In a few years
Telia reckons that the swedish tele
network will be one of the world’s
most modern.

“The swedish tele market today is
one of the most open and competiti-
ve in Europe,” says Telia's presi-
dent, Tony Hagstrom. It is against
this background that Telia is putting
its house in order and has chosen to

* put more into its role as a tele opﬂ

tar. One has :ought to'find a solution
for Teli that gives the company new
possibilities for development and to
set employees at ease.

For Ericsson the deal means a wel-
come addition of competent person-
nel, but also a strengthening of its
product portfolio. The Teli units that
will be taken over also handle deve-
lopment work, in software for AXE,
Mobitex, Wide Area Paging and
operations support systems.

“The Teli purchase thus means a

powerful boost of competence in a
number of personnel catgories.” says
Johan Siberg, responsible for coordi-
nation of Ericsson’s production
units.

C

“It also means a real strengthening
of Swedish manufacturing capacity
for AXE. Teli has accounted for
two-thirds of Telia's needs for AXE
in recent years and has a capacity of
about 400,000 lines a year in its fac-
tories.

“The immenese strengthening of
personnel that the purchase brings
with it is welcome,” says Brit
Reigo, personnel director. “The pur-
chase gives such a huge boost of

Teli in brief

The Teli concern develops, pro-
duces and markets services and
products in the field of telecom-
munications.

Its history streiches back a
long way in time, all the way to
1891, when a repair workshop

Photo: Televariden

competence that the newly drawn up
plans to recruit an additional 1,000
employees in Sweden can be cut
back.

However, therg are still certain
areas of competense were we need to
hire more people, despite the compe-
tence boost that the Teli purchase gi-
ves to Ericsson.

“The purchase of Teli is yet an-
other example of our continuing in-
vestments in Sweden in an ever mo-
re gloomy business climate,” said
Lars Ramqvist in-an interview.

*“Teli is a well-run company that is
ideal for the demands of the future.
The competence that Teli's workers
possess is a positive boost.”

LGH

for tele equipment was started in
Mosebacke in Stockholm.

Turnover for the entire compa-
ny in 1992 was two billion kronor
and the number of employees
was 1,800.

The units that remain in Telia
are, among others, Teli Service
AB, Teli System Support and Teli
Innovation Capital AB.

“The new factory is a
pearl in the company.
The long-term invest-
ment here is to a large
extent the result of a
desire for change and
the competent develop-
ments that personnel
have manifested.

So said CEO Lars Ramqvist when
he, together with the province’s go-
vernor, Ulf Lonnquist, on October
14 dedicated EBC’s new Verko fac-
tory, which is part of the new
Telecom City in Karlskrona. Here
they manufacture the business
switch MD110, DRX and Busi-

for export to some 80 markets all
over the world.

In the 10,000 square meter plant,
where the demand for rational pro-
duction is matched with the best
possible job milieu, were assembled
all the personnel together with the
press and hundreds of specially in-
vited guests.

“It is industry’s obligation to
meet today's conditions,” noted

nessPhone, as well as telephone sets~

Confidence W|th new factory

“Flow orientation, flexibility and job milieu are the factory's three cor-

ner pillars,”
Lars Ramqyist. “Our new factory is
a symbol that the industry climate in
Sweden has become better. Now we
can even bring home production
from abroad. The opposition and the
present government have under-
stood that it is industry that must
pull the country out of the problems
we have.”

Lars Ramgqvist pointed out, howe-
ver, that the politicians must under-
stand that industry reckons with un-
changed conditions and absolutely
no deterioration. This is necessary
to safeguard industrial activities.

says Kariskrona manager, Bernt Elje Petersson.

“Ericsson is investing greater re-
sources in research and develop-
ment, far more than any other indus-
trial company in Sweden.

“This year it is close to 16 billion
kronor. Some 14,000 employees
work only with research and deve-
lopment.”

As an example Lars Ramgqvist
pointed to the Ericsson-owned EP
Consulting Group AB, with 180
employees in Karlskrona.

This is one of Scandinavia’s lea-
ding consulting companies in the
area of telecommunications. Some

40 of EP’s employees are involved
in just development of the MD 110.

Here, too, there is a unique labo-
ratory for AXE-based mobile telep-
hony.

EP Consulting is one of many
trump cards in Telecom City. Here
there are also the mobile operator
Europolitan/Nordic Tel, Nokia Te-
lecommunications and the institute
in Karlskrona/Ronneby, inaugura-
ted just a few hours after the
Ericsson factory. No other institute
in Sweden invests goal-oriented in
telecommunications as this one.

All the visitors are offered the
chance to participate in the various
units in Telecom City. The day en-
ded with a panel discussion led by
Bertil Torrekul on the theme of
“How can Sweden maintain its lea-
ding position in the world in the area
of telecommunications.”

Participating in the debate were
Lars Ramgvist, Per Unckel, Minis-
ter of Education, and Stig Hag-
strom, university chancellor. They
were all quickly united in their view
of education’s immense significan-
ce for our ability to defend our place
in this knowledge-intensive area.

Portable
space phone

Now Ericsson is taking up the com-
petition with Motorola in satellite-
based mobile telephony. This is
being done with the help of a pock-
et phone that has now been develo-
ped for Inmarsat. Inmarsat is the le-
ading company in satellite-linked
telecommunications, with 72 coun-
tries as interested parties and more
than 30,000 customers.,

Kurt Hellstrom, president of
Ericsson Radio Systems, handed
over a model of the new telephone
to OIf Lundberg, general director of
Inmarsat, at a recent ceremony in
Paris. It is a dual mode phone, that
is a phone that functions both via a
land-fixed radio network and via
Inmarsat’s satellites. '

First out with
DECT phone

Ericsson is the first tele supplier 1o
win type approval for cordless busi-
ness phones according to the DECT
standard. It is the Freeset that has
been approved in Germany. Further
approval is expected in most of
Europe before the end of the year.
With. the approval Ericsson Mo-
bile Networks in Holland can now -
get DECT launching on the way in
selected countries in the fall. The
Freeset system can be installed to =
business switches of several makes.
It will also be sold by Siemens, = 4
through a collaboration agreement . ,r

New language
from Ericsson

Ericsson has set up a new company,
Erlang Systems AB, which will in-
troduce commercially Erlang, a ve-
ry powerful programming language _
that was deyeloped at Ellemtel.
Erlang has been shown tobe upto -
ten times more productive than ot-
her computer languages. It is used -
in several large software projects in
Ericsson, which is now trying to ex-
pand Erlang knowledge by making
the language a commercial product.

New GSM
orders

During October Ericsson received
orders for system expansions in
Greece, Portugal and Malaysia.

In Greece, the consortium Pana-
fon ordered GSM for a second pha-
se of its network expansion. An in-
terim agreement has been signed
that covers expansion in Athens and
other large cities.

In Portugal, Telecel, one of the
country’s two GSM operators,
bought radio and switch equipment
for a total of 500 million kronor.
Behind the order is anticipated im-
mense growth for GSM in Portugal.

In Malaysia Ericsson will supply
both analog and digital mobile te-
lephony to the operator Mobikom.
A contract was signed for equip-
ment according to the AMPS/D-
AMPS standard. The contract in the
first phase is for expansion worth
330 million kronor.

Upgrading
of AXE in U.S.

Ericsson has signed an agreement
with Southwestern Bell to upgrade

i

more than 200 AXE switches to the
latest software version.
The upgrading gives the

American operalor access to a num-
ber of new functions, including
ISDN.




Wireless data/faxcommunication
with Ericsson and Tl TravelMate

Now you can equip your Texas TravelMate notebook computer with
a powerful Ericsson V.32 bis modem. And you only need a single
cable to connect the modem to an Ericsson handheld mobile phone,

NH97 or NH72.

B Even sensitive information can be transmitted over the telephone
network or cellular phone network since the modem permits
data encryption.

B An advanced faxprogram operating under Windows is included.

B You can remotely connect your Texas TravelMate notebook to your
office computer network.

B An ideal tool for managers, sales personnel, service engineers e.g.

For more information, please call:
Ericsson Computer Products.
Phone +46 8 757 5200, Fax +46 8 757 5201

Ericsson Computer Products

§$-164 81 STOCKHOLM

OSLO phone +47 66 841650
COPENHAGEN phone +45 33 883940

Texas TraveiMate notebook computer with Ericsson
modem connected to an Ericsson handheld mobile phone NH 97.
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384 days’ work
for a release

For more than a year Christer
Stromgren, Leif Westberg and
Stefan Wihiborg were held in
an Iraqi prison. While the three
tried to pass the time in their
common six-square-meter cell,
intensive negotiations were
being held in Sweden to get
them home.
Ericsson’s crisis group and
the Swedish Foreign Office ex-
pended immense resources to
get the Swedes reprieved by
Saddam Hussein.

Let's look back at the year that went by since
the Ericsson technicians were seized in the de-
sert. We begin from the start, Thursday,
September 3, 1992.

Thursday, September 3

At 6 in the morning Leif Westberg, 42,
Christer Stromgren, 43, and Stefan Wihlborg,
32, leave Kuwait City. They are working for
Ericsson Radio with installation of radio base
stations in Kuwait. The day’s assignment is to
prepare for continued installation in a site in
northern Kuwait. The site is located in the pro-
ximity of the Sabriya oilfield, about thirty kilo-
meters from the border with Iraq and less than
ten kilometers from the demilitarized zone.

When the job in Sabriya is completed, the
three head north. They hope to make contact
with UN personnel to find a route that partly
ran parallel with the border with Iraq in the di-
rection of the site Abdally. Since a meeting is
scheduled for the afternoon in Kuwait City, the
three are trying to gain some time this way.
Normally, they would go back to Kuwait City
a bit and then head north on another road.

That they choose to continue on the un-
known route north can be explained to some
extent that it is also sign-posted that it leads to
“UN/HQ,” UN headquarters in the area. What
Christer, Leif and Stefan do not know is that
UN headquarters here is on the Iraqi side of the
border, a boundary that was not marked.

They learn that they have already gone over
the line from a Norwegian UN corporal they
meet. It is too late now to turn back. They are
already discovered by the Iraqi police. After

some discussion, they gather that they

aminly within the PLO, 1o help get the

are to accompany the Irgai police to
explain why they are in Iragi territory.
They are then driven to the port city of
Basra, where they spend the night.

Ericsson's office in Kuwait sounds
the alarm late in the afternoon when

the three do not return from their as- mﬂ‘h&'gahl[ag,k';—akmal .

signment as expected. Contact is ma- L:i: Westherg ocn Stefani;
de with the police and the military in | {=mfoa Bt neriga m'fu”bog,mu S cietta
Kuwait, who initiate a search. During ist och samilias Er o fde‘ "d'ef xh V) [ars
the evening the crisis group at Erics- S.rw _ﬁ_:' m‘f’“umf;’b? inom cch
son is alerted in Stockholm. dessa och 3 & &Mﬂ'ﬂ ossunder
gﬂ?ﬁﬁt{ﬂd‘ vill Vi ooksd rikta 4l Eri i .
September 4 trutet S8 upp e ooy mect il by LT VPP
Throughout the day the search for Vi kunnat nd under heia mﬁ% och am
the missing Swedes continues. en 3&3 {ack fﬁ benluts,

Ericsson personnel patrol the routes
in the area. The Norwegian UN cor-
poral out at the Iragi border con-
firms that he saw three Westerners
in discussions with the Iragi border
police the day before. Everything

indicates that it is the three Ericsson

technicians he had seen.

During the morning the crisis
group in Stockholm meets for what
would be the first in a long row of meetings.

The missing Swedes are taken during the
day from Basra to Baghdad.

8

This day comes the first official notice from
Baghdad that the three Swedes are being held
prisoners. It was Iraq’s chargé d’affaires in
Stockholm that relays the message. That same
day Swedish diplomats Jan Stihl and Torkel
Stienlof travel to Baghdad to get a clear picture
of what really happened.

It is clear that the three stand accused of ille-
gally crossing the border and that they were se-
arched according to Iragi law. They are being
held in an Iragi military camp, awaiting trial.

20
After a brief trial, Christer, Leif and Stefan are
sentenced to seven years for illegally tresspas-
sing across the border. After the trial they are
transferred from the military camp to Abu
Ghraib prison, 30 kilometers outside of
Baghdad.

The prison has a pavillion for foreigners,
where there are already some Britons, among
others, being held, who were also arrested for
having turned up on the wrong side of the Iraqgi

s i

A word of thanks from the families to all
the Ericsson colleagues that showed their
support for the three.

border. The three Swedes are housed here, at
their own request, in one and the same cell. The
cell has room for a double bunk and an extra
mattress on the floor. It is crowded and uncom-
fortable, but on the other hand the three can
move about relatively freely in the pavillion
during the daytime.

In Sweden, Foreign Minister Margaretha af
Ugglas comments on the sentence of the three:

“It is with great dismay that I received news
of the sentence of the three Swedes. The sen-
tence metered out is incredible and totally
unacceptable. It is in no way proportional to
the charge”. The foreign ministry promises that
the Swedish government will continue its ef-
forts to get the three free.

September 21

The crisis group at Ericsson works together
with the Foreign Office (UD) so that various
channels they may be able to get the Swedes
free. This day it is learned that UD, among ot-
her things, has contacted Palestinian channels,

For aimost precisely one year Christer, Leif and Stefan were held in Abu-Ghraib prison. There behind the grim walls they were treated

relatively well by their iragi guards.

Swedes free.

September 23
Foreign Minister Margaretha af Ugg-
las meets with the UN Secretary Gene-
ral in New York and asks his help in li-
berating the Swedes.

September 25

King Carl Gustaf sends a letter to King
Hussein in Jordan, with a request to
help free the three Swedes. The senten-
ce in Baghdad is appealed and everyone
now expects the Iraqi appeals court to
confirm the sentence that was imposed.
Only when this is done can a mercy plea
be made, which from the Swedish side is
considered the only possibility of getting
the three free.

October 15

At the request of the Iragi authorities a
mercy plea is filed on behalf of the three,
already before the judicial process is en-
ded. At UD in Stockholm the Iragi re-
quest is seen as a good sign. Everything
indicates that the Iragis have opened up
the possibility of a pardon from the president.

October 31
The sentence of seven years is upheld by the
appeals court.

December

The Swedish diplomat Lars Olof Brilioth, who
happens to be in Baghdad then, indicates that
there are signals from the Iragi side that the
Swedes will be released by Christmas. Hope
kindles anew among the families and colleagu-
es at Ericsson. On December 14 the Swedish
Red Cross delivers medicine worth six million
kronor to Iraq, a mission that has since been
followed by several more.

December 24
Christer, Leif and Stefan do not celebrate
Christmas in freedom. All hope of release by
Christmas is lost. But in any event they are al-
lowed visits by the family just before Christ-
mas. Together with Lars A. Stalberg of the cri-
sis group they travel to Baghdad for the visit.
After the first family visit the Iraqgis are rela-
tively generous with visits from kin. Every
fifth week relatives are allowed to visit the
three.

January 4

Prime Minister Carl Bildt of Sweden invites
the Iraqi chargé d’affaires to Harpsund and de-
livers a message to Saddam Hussein with the
release of the Swedes as its objective. The two
meet twice again during the month, on January
22 and 25, during which Bildt reminds him of
his message to the Iraqgi leader.

In January the U.S. launches a cruise missile
anew into Iraq, which surely works negatively
against the Swedes’ chances of being set free.
During this month, Saddam Hussein's half-sis-
ter is treated for cancer at a hospital in Sweden.
When she returns to Baghdad, UD reminds her
of the situation of the three imprisoned
Swedes.

February 16

Ericsson Executive Team. the top 30 executi-
ves in Ericsson, meet in Stockholm. In a joint
letter they voice their support for the three cap-
tives and encourage them to keep their spirits
up.

April

The week before Easter the Swedish UD emis-
sary Peter Tejler meets in secret with Irag’s
Vice Prime Minister Tariq Aziz in Baghdad.
Tejler hands over, among other things, a letter
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The newspaper Aftonbladet mounted a mail

from Margaretha af Ugglas with a new request
for mercy for the Swedes.

April 28

Before Saddam Hussein's birthday Ericsson
employees are urged to submit a list of names
petitioning him to free their imprisoned collea-

gues.

Within a few days some 29,000 signatures
stream in from all over the world. The list is
handed over by Lars A. Stalberg in Ericsson’s
crisis group to the Iragi chargé d'affaires in
Stockholm.

May 19

The Swedish government decides, through the
UN, to give Iraq 15 million kronor in disaster
aid.

June 24

The Swedish government decides to give an
additional 50 million kronor in disaster aid to
Iraq. The money will also go this time through
the UN.

August

At the beginning of the month Lars A. Stilberg
prisoned colleagues in Baghdad, together with
Ingrid Sandell, from Ericsson’s medical de-

partment.

During the month high hopes are built up
that the three would be released on the one-
year date following their capture.

Lars A. Stilberg talks with UD about what
can be done before the one-year date to get the
three free.

Carl Bildt summeons Iraq’s chargé d’affaires
to his office toward the end of the month and
proposes an appeal for mercy from King Carl
Gustaf.

campaign for the prisoners in Baghdad.

her with Peter Tejler from UD to Amman.

At the beginning of the month it is clear that the
Iragis have favored Carl Bildt's request
Through the UN Secretary General a message
is relayed to Margaretha af Ugglas that the
matter can now begin to be considered serious-
ly. The same signal comes to UD via Iraq’s am-
bassador in Geneva, who is also Sadam
Hussein’s half-brother. They let it be known
that a plea for mercy from the king must be ma-
de in writing.

September 10

Cabinet secretary Lars-Ake Nilsson at UD ma-
kes a first trip to Geneva to discuss the issue
with the Iraqi ambassador. They agree that
things will now get on the way.

September 14

A telephone call from the ambassador in
Geneva. He lets it be known that a request for
mercy should be handed over on site in
Baghdad. A letter to Saddam Hussein is com-
posed but UD wants further reassurances that it
would lead to positive results.

From this day up to the time of release Lars
Stélberg has daily meetings with Carl Bildt in
the prime minister’s office. Lars-Ake Nilsson
and Peter Tejler from UD also participate, as
well as First Marshall of the Court Hans
Ewerlov.

September 17

Lars-Ake Nilsson again travels to Genva and
discusses the issue with Saddam’s half-brot-
her. The response is such that UD judges it
worthwhile to proceed with its letter.

September 18

Saturday evening. Hans Ewerlof travels toget-

On their
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enormous bulk of mail

homecoming the

They have the letter from the king with them.
They head directly to Baghdad where they pre-
pare for a meeting with Saddam Hussein.

September 19

Sunday evening. The prime minister has also
summoned Nils Ingvar Lundin and his own in-
formation secretary, Lars Christiansson, for
daily meetings in order to prepare for an even-
tual homecoming.

21
Ewerl6f and Tejler wait for a signal to hand
over the letter. While waiting they visit the
three in prison and explain the situation.

22
Christer, Leif and Stefan are ordered to leave
their cell. They are quickly driven to a hotel,
where the Iraqis arrange a small press confe-
rence. From there they are taken to the Foreign
Ministry, where Ewerlof and Tejler are also
summoned.

Here the three Swedes are formally handed
over to the two Swedish emissaries. Imme-
diately thereafter Ewerlof is called to the presi-
dential palace.

In front of Iragi TV cameras Ewerldf finally
hands over the letter to Saddam Hussein in a
well-orchestrated ceremony.

As word of the release goes out on the news
wires, there is mass media chaos in Sweden.
All the papers want to interview the families
and representatives from Ericsson. Lundin and
Stilberg first try to get some clarity of the situ-
ation — whether the prisoners have been really
handed over to Swedish authorities.

At 4 o’clock in the afternoon it is clear that
all three are free. Lundin and Stilberg join in a
meeting with the prime minister for a couple of
hours to discuss transportation home to Swe-

_\ . R
was handed over to Christer, Leif and Stefan.

¥

den and they have direct telephone contact
with the three.

It is already decided from the start that they
will return in a government plane. Carl Bildt,
who kept negotiations secret from his govern-
ment colleagues, has orderered that the govern-
ment aircraft will be kept at the ready. It can be
done under the pretext that the plane has a tech-
nical problem...

September 23

On Thursday moming Ewerl6f and Tejler lea-
ve Baghdad with Christer, Leif and Stefan.
They are met in Amman by the government
plane that was dispatched there. Traveling
from Stockholm were Carl Bildt and Lars
Ramqvist, who come off in Athens.

Bildt has earlier booked hotel rooms there
for a Swedish volleyball team. The thinking is
that the group will overnight here before com-
mencing the last leg of the journey home to
Stockholm.

The hotel staff is somewhat astonished to see
that the volleyball team includes the Swedish
prime minister and the chief executive officer
of Ericsson in thé vanguard. But Bidt puts them
at ease with flowers.

In the evening the group goes out to a restau-
rant to celebrate the release.

24
At 10 o'clock Friday morning the government
plane lands at Arlanda. Leif Westberg's wife,
Siriwan, has just landed from Thailand. At the
same time the families of Christer Stromgren
and Stefan Wihlborg arrive by charter plane.
After a somewhat chaotic press conference
the entire group is driven to the Thoresta spa,
where reunited with their families, friends and
colleagues, they spend the weekend. :
Text: Lars-Goran Hedin
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South America - new
market for MINI-LINK

The MINI-LINK family continues
to conquer the world and accor-
ding to the latest top rankings
this product of Ericsson Radar
Electronics is now in some 71
countries.

One market that has grown
tremendously in recent years is
South America, where the
growth curve is moving strong-
ly upward.

“Deregulation and economic growth in the
Latin American countries have paved the way
for sales successes,” confirms marketing ma-
nager Kent Ame Johnsson, in the marketing
department in Mélndal.

Some 95 percent of MINI-LINK production
is exported today to customers around the
world.

The strongest markets are above all in
Europe and in Central America, but since
about five years ago countries in South
America too have shown an ever greater inter-
est for the Swedish-manufactured radio link.

“Brazil and Mexico have long been among
our biggest customers in this part of the world,
but now other countries, among them Chile,
Argentina, Colombia and Venezuela, have be-
gun to grow in terms of volume and realize that
a well-grounded infrastructure demands a
functioning telecommunications network.”

Free

And this is where ERE in Moindal comes into
the picture. MINI-LINKSs have shown that they
go hand in glove for the purpose. Above all, it
is MINI-LINK 15 that created the successes in
the Latin American countries.

Deregulation and the remaval of tariff barri-
ers have paved the way for free-market forces,
and in several South American countries state-
monopolized companies will soon be a memo-

ry.

Competition and efficiency are new by-
words and with support and help from the
American dollar the countries’ economies have
begun to grow even more.

“One example is Chile, which last year re-
ported economic growth of a full 10 percent.
For us, this positive development in the coun-
try meant that we were recently able to sign a
three-year contract for sale of MINI-LINK 15
for the country's largest teleoperator, CTC.”

Brazil and Mexico already belong to the de-
veloped market in Latin America. During 1992
these two countries accounted for a full 30 per-
cent of total MINI-LINK wurmover.

“The contract is rotating and provides confi-
dence and stability for the operation.”

New customers

Ulf Stenberg is one of two ERE marketing sa-
lespeople in South America and it has befallen
him to sell MINI-LINK to customers in above
all Argentina, Chile, Venezuela and Colombia.

He knows what he is talking about when he
says that growth potential in these countries is
immense.

“In two years’ time Argentina is expected to
have about 200 MINI-LINK terminals. There
is heavy expansion going on here in telecom-
munications right now.

In Colombia they will be expanding the mo-
bile telephone system in 1994 and of a total six
new operators we hope that three of these will
turn to Ericsson.

Also there is much to hope for from
Venezuela. They have had mobile telephony
for about two years now and the network is
being widely expanded.

Positive response

UIf Stenberg has worked hard in the past few

months with South American customers. The

response so far has been nothing but positive.
It is left to be seen if these efforts will bear

fruit. The answer is a few months away still.
“In this job you have to have take it as it co-

mes, but sooner or later a contract comes up.”

Cathrine Andersson

*2

Marketing manager Kent Ame Johnsson and marketing salesman UM Stenberg both belk
eve in the continuing sales success of MINI-LINK on the South American market.

This year for the first time in
Britain there was a joint navy-
army matériel fair, the RNBAEE
‘93 (Royal Navy and British
Army Equipment Exhibition).

The exhibition took place in Aldershot, south-
west of London, from September 5-10.

Unlike Farnborough this exhibition is open
only to exhibitors that are suppliers to the
British Ministry of Defense.

Nevertheless, ERE was represented as a
subcontractor for several British companies.
Hence, at Radamec’s stand the Sea GIRAFFE
and Kalle Mk11 laser were exhibited in the
form of models, and at British Aerospace
(BASE) there was a model of our new sight-
secure laser mounted on their marine Sea
Archer 30.

Many delegations
Besides the British the exhibition was alse at-
tended by a large number of foreign defense
and industry delegations.

During the exhibition week ERE organized
a reception at a nearby hotel, Pennyhill Park
Hotel & Country Club in Bagshot. The 100
guests included persons from the UK.
Ministry of Defense and the British defense
industry as well as Nordic defense and indus-
try representatives.

The reception was very warmly received by

our guests.
Hans Morwing

Joint British armaments fair

Reception at Pennyhill Park, from left, Bengt Halse, president; Gustaf Taube, military attaché in London; Lars-Olof Linders, and the
staff, Vice Admiral Dick Borjesson.




TRIM culture is thriving in
Ericsson. There are lots of acti-
vities going on that all have a
focus on increased cost-con-

sciousness and improved profi-
tability.

The idea is that the TRIM spi-
rit will bloom further as a natu-
ral part of TQM and that it will
be a meaningful part of Erics-
son’s company culture.

“Company culture is achieved
by all employees working to-
gether. In the TRIM group we
have daily evidence that the
TRIM spirit lives on,” says “ru-
ling” TRIM general Johan
Siberg.

Soon it will be two years since Lars Ramqvist
started TRIM. Since then two TRIM groups
have led and coordinated hundreds of different
profit-raising activities in the company. TRIM
has extended over a very wide field and cove-
red everything, from simple everyday savings
to far-reaching structural grasps in, for exam-
ple, production. Hopefully, all Ericsson em-
ployees have been touched by TRIM.

When Johan Siberg took over after Lars
Berg as TRIM leader just about a year ago,
TRIM already began to show visible effects in
Ericsson’s earnings report. Today, TRIM's
significance is more evident, but the total ef-
fect of the improvements that TRIM led to are
not seen in accounting.

“We have cut costs from 41 to 37 percent of
invoicing, with some 2.5 billion kronor. A ma-
jor part of these savings have been committed
to maintaining Ericsson’s heavy investments in
technology and development,” notes Johan
Siberg. “Without TRIM, the recession would
have bitten deeply into these investments for
the future.”

“At the same time | would like to stress that
the TRIM group cannot take all the credit for
all the improvements that have beem made and
that continue to be made. There are many po-
werful change projects with the TRIM effect —
Second Stage at ERA, Focus project in ETX/S
and the new organization of business area BZ,

Battie on several fronts
TRIM work is being driven today in part on the
business area level, and in part on the company
level around the world. In addition, there are a
number of cross-projects in some prioritized
areas:

B Information and computer systems

B Benchmarking

B Production structure

B Company coordination in purchasing

B Technology costs and investments

8 Administration, travel, hotel, etc.

B Office use

The TRIM group has worked with some 30
Ericsson companies around the world. TRIM

THEME: TRIM

The TRIM
spirit lives on
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“It is a matter of continuing to cut costs if Ericsson is to cope with the tough competi
tion in the tele market,” says Johan Siberg, head of the TRIM group at present.

has also participated in a number of theme con-
ferences, among others productivity, economy
steering, TQM, purchasing and design activiti-
es

“Regarding our own project, TRIM has also
received more than 300 suggestions for impro-
vements. Bengt Franzén handled most of these.
The aim is to act on all good suggestions.

80 systems become 4

Information and Computer Systems, IS/IT, is
an area that absorbs more and more money in
large companies. Ericsson’s geographically
spread activities with many different compani-
es has led to the growth of a number of diffe-

rent systems for, among other things, order
processing and economy.

“TRIM has worked with reducing the num-
ber of standard systems. From now on there
will be two economy systems instead of 60, as
was the case earlier. For orders and manufactu-
re 20 different systems were being used pre-
viously. This will eventually be replaced by
two standard systems.

Some 20 projects with TRIM links in bench-
marking were begun during 1993.

In purchasing, there is far-reaching coordi-
nation going on. Focus is now being put on
common purchase of computer equipment,
programming and consultancy services.

IR'M

In this issue of Contact we give
a lot of coverage to TRIM. Now
when Ericsson is sailing with a
Jair wind, it is important not
to throw caution and cost
consciousness overboard.

“For some time now there has been good
collaboration and a negotiating model for the
purchase of electronic components.

“We in the TRIM group also want to empha-
size first hand the importance of using internal
resources, as long as it is economically worth
while.”

Difficult research

During this year the TRIM group has pursued
work with the aim of reducing the number of
applications systems in AXE. Here the GAS
project in ETX is a successful example.

“We have also pointed out the importance of
limiting the growth in the number of systems
tests plants in the company. These account for
some of Ericsson’s heaviest costs right now.

“In general it aims at getting better control of
our steadily increasing technology cots. TRIM
follows closely various projects to raise pro-
ductivity and quality in, above all, software de-
sign.
“Bo Hedfors’ project to increase quality in
software design — Ericsson System Software
Initiative — will have major significance in this
area,” notes Johan Siberg.

Fewer outlying offices

Ericsson’s activities in Stockholm are spread
over huge parts of the city. Its real estate office,
REM, is working intensively on housing these
activities in the company's own offices. The
decision to build 750 new office workplaces in
Alvsjé is an important move.,

“This way we can reduce our rental costs.”

By using Ericsson Bostiders (Ericsson Hou-
sing) hotel booking and by taking advantage of
discounts negotiated by the company, rooming
costs outside of working time can be reduced
considerably.

A new travel agency agreement was signed
this year. It gives Ericsson more advantageous
travel services . For the Stockholm area a new
taxi agreement was signed in the summer that
allows cheaper taxi trips and access to various
forms of extended taxi services.

A real challenge

“By and large TRIM has helped in raising cost-
consciousness and in reducing costs. Now
when the company is on the rise it is important
that we continue our efforts. It is necessary for
us all to TRIM further and to constantly keep
the TRIM spirit alive.

“In this very mission we have no choice.
Our competitors are not sitting idly by. They
are also trimming their activities in order to
survive in a market where prices for products
are being pushed down 15-20 percent a year.”

Text: Lars-Goran Hedin
Photo: Magnus Thorle]

TRIM-group during 1993:

Johan Siberg, LME,(chairm.), Torbjom
Andersson, BX, Bertll Bogren, BR,
Peter Johrén, BZ, Hakan Rusch, LME,
Roland S}60, ETX. Lena Asp, LME, has
acted as secretary and Bengt Franzén,
EBC, as project leader.

When Johan Siberg looks back on
his year as head of TRIM, one thing
comes readily to mind — the deep
commitment to TRIM that Johan

“This has been an exciting job”

and his colleagues encountered
throughout the company.

“It has been a lot of fun working
with the TRIM group. We have had
a broad insight into the entire com-
pany and could exchange experien-
ces with colleagues all over the
world. During this second year we

ahve also been happy to see measu-
rable and evident effects of the
TRIM project in many areas.
“Perhaps the previous TRIM
group had only a taste of the power
of TRIM, while we could see effects

more clearly. We also see an enor-

mous future potential for TRIM.

“l must also humbly admit that
success is not only attributable to
this TRIM group or its predeces-
sor’s work.

This is something that all of us in
Ericsson have achieved together.
Something | hope we shall continue
to rally around.

“For,” says Johan Siberg, there
are lots of dormant ideas to be awa-
kened and unmentioned TRIM pro-
jects that have yet to see the light of
day. One of the most important tasks
ahead of us for next year must there-
fore be to develop and improve the
company’s suggestions activities.

“We have handed out 500 TRIM
cutting boards to people who came
up with suggestions for TRIM pro-
jects. They now adomn Ericsson em-
ployees’ kitchens all over the world.
And everyday it reminds them that
one must leamn to cut in thin slices
and save the crumbs.”
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With a boost in capital,

we don’t

Iney are working nara in wne
company to raise capital turno-
ver. There is a lot of money to
be gained here. With ESCR,
Ericsson Systematic Capital
Reduction, the goal is to free
several billion of the compa-
ny’s working capital to finance
future growth. Such capital ra-
tionalization would mean that
Ericsson can avoid bank loans,
and instead future investments
will be self-financed.

One of the activities that the TRIM group has
been heavily involved in during the year is
ESCR, Ericsson Systematic Capital Reduc-
tion. CW Ros of the Executive Committee is
chairman in the steering group for ESCR, and
its chief advocate. Torbjorm Andersson leads
the support group, which during the year has
worked hard with spreading information about
ESCR and following capital flows in a number
of the company’s activities.

“ESCR is an activity that involves the entire
company and whose utmost goal is to liberate
so great a portion of Ericsson's capital that the
company can manage its growth without re-
course to external financing,” says Torbjom.
“Capital rationalization is nothing new, but it
has come into focus with TRIM. ESCR is an
attack method that is now common to all
Ericsson’s activities.

No infinite resource

In a large company such as Ericsson it is easy
to get the impression that money is something
of an infinite source. Line managers and others
who have final responsibility for the profitabi-
lity of their own operations neglect to reckon
on what capital flows in their activities mean
economically. They reckon on revenue and
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need the bank

)
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Capital
Reduction. Bengt Abrahamsson is secreteray in the group. If ESCR achieves its goal, Ericsson will benefit by 4 billion kronor a year,
money that can be used for financing the company’s growth.

costs so as to be able to present as good an ear-
nings report as possible to their superiors.

“They completely forget one underlying
factor, working to regain the invested money
as quickly as possible. Spreading this insight is
ESCR's most important mission,” Torbjorn
Andersson emphasizes.

“Our pedagogical task is to explain where
money is being tied up in the operation and
why. And to localize the processes where they
tie up too large sums or where money is locked
up for too long a time.”

Process thinking

Torbjorn Andersson is talking here about pro-
cesses. Process thinking is a central prerequi-
rement for achieving results with capital ratio-

nalization. By carefully analyzing all the com-
pany's processes, in technology, marketing as
well as production, and how they affect each
other, you can also find “capital thieves,” that
is the factors that put a brake on the speed of
capital turnover,

“Efforts in Process Management in Ericsson
give us ideal conditions for cutting back, im-
proving and simplifying various processes.
Principally, TQM and its focus on continous
improvements allow help us to make better use
of the company’s capital.”

Capital thieves

“But,” Torbjérm emphasizes, “that call for a lot
of larger and more overall structural grasps in
many areas. The combination of structural

SALE:

Order specification

DELIVERY: Complete, on sche-
duled time and right quality.

INSTALLATION:
Factory assemb- i

PAYMENT: Active routines

PROCESS-SCHEME shows some of the factors that affect the rate of capital flow and what can be done to speed it up.

grasp and local improvement work is a good
way to disarm the capital thieves. Long lead ti-
mes and quality problems are the main capital
thieves. That’s why it is not only those who
work in ESCR and with Process Management
that can make inroads to increase the speed of
capital tumover — and thus Ericsson’s profita-
bility. The individual worker can make valua-
ble contributions, by helping to lift quality in
some of the five quality areas that Torbjorn
Andersson points out:

Product quality: The product must meet
the customer’s expectations, so that the custo-
mer pays immediately after delivery.

Process quality: Effective and uninterrup-
ted production makes for shorter lead times.

Order quality: Orders should be so clearly
specified that what is manufactured is really
what the customer bought.

Delivery guality: All problems in deliveries
delay payment and ties up capital.

Invoicing quality: An invoice should be ea-
sy to comprehend, so that it can be paid wit-
hout delay.

Enormous sum

The employed capital is the sum of all goods,
goods that are under manufacture or finished,
credits, liquid means and plant assets. In
Ericsson that is about 40 billion kronor. This
capital today is turned over 1.5 times a year,
since the company’s sales are more than 60 bil-
lion kronor. Even a small increase in the rate of
turnover has an enormous impact.

The target for ESCR is an increase of capital
turnover of 15 percent a year up to 1995. This
means that 4 billion must be liberated annual-
ly. This can then be used to self-finance the
company's continued growth, Torbjorn ex-
plains.

In other words Ericsson would not have to
go to the bank to obtain capital for major in-
vestments and other capital needs.

Text: Lars-Goran Hedin
lMustration: Kim Gutekunst
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TRIM has a lot to do with learning to cut thin slices. With customer documentation on thin Compact Disks Ericsson has eliminated tens

of millions from its sales costs.

Photo: Magnus Torle

CD-documentation

— melod

AXE is a complicated technical
system. To manage operation

and maintenance you must ha-
ve access to correct documen-

tation. That's why every year
Ericsson consumes half a miili-
on binders filled with 150 milli-
on pages of AXE documenta-
tion. This costs 120 million kro-
nor every year. This total can
now be halved, thanks to CD
technology.

Two CD disks and five binders. This is what is
needed today for a modem “customer library™
for an AXE exchange. This replaces 2,000 bin-
ders with 600,000 pages of text.

TRIM goes on in Ericsson. Few stones are
left unturned, most have been turned once or
several times. “Docware” is a good example of
this.

Docware is the common designation for all
documentation in the form of handbooks, ma-
nuals, techmical descriptions, efc. that custo-
mers receive upon delivery of, for example, an
AXE exchange or radio base station. In a com-
plicated system such as AXE the bulk of this
mformation is close to incredible.

Into the electronic age
“A normal customer library for AXE consists
of five sets, each of which contains 419 bin-
ders,” says Johan Gyllenswiird at ETX. Johan
is responsible for the unit in Network and
Engineering Services, which works with
Docware. He and his colleagues are now dni-
ving new technology and new methods for do-
cumentation. It is now possible to shut down
the machine at swedish binder factory Esselie
that just manufactures for Ericsson and to re-
duce the need for paper drastically. Now
Docware is entering the electronic age.
“Ericsson can now offer its customers all the
documentation on two CD disks. All that is
needed to be able to read it is a CD-ROM rea-

der and a PC. The PC is already there and a
CD-ROM can be had for a couple thousand
kronor. With this small investment the custo-
mer enters a new era. The space that is taken
up with huge binder storage can be used for so-
mething else and the time that staff took up
going through binders is now replaced by se-
conds of searching with CD technology.

First

The first generation of EDW, Electronic
Docware, is built in the same way as the tradi-
tional binder library. What most distinguishes
it is the electronic search possibilities, electro-
nic links between closely related documents,
and formats of course.

“We have consciously chosen to retain the
earlier layout and structure so that customers
can feel at ease and familiarize themselves
with the new medium,” says Lage Backman.
Lage is head of the unit in Karlstad that is re-
sponsible for production of Docware, above all
for AXE.

The idea is that future generations will be
able to draw on wider use of electronic possi-
bilities. Quite simply, it will be a lot ‘smarter.”

“By next year there will be a new operations
and maintenance manual that will also use
SGML. With SGML it is possible to transfer
files into other software that customers use.
There will also be EDW on hard disk, as well
as an “on-line” system.

“The on-line version is sheduled for 1995.
This allows the customer to connect with a da-
ta base at Ericsson where documentation exists
and thus bypass the need for dealing with CD
disks™.

Simple

However, compared with binders the CD is not
particularly difficult to handle. On the contra-
ry. Updating, which is done at regular inter-
vals, becomes much simpler and, above all, sa-
fer.

“Instead of sending out loose pages 1o be in-
serted into the binders — when someone has the
time to do so — we now send instead a whole
new CD,” says Johan.

of future

This way the customer is always one hun-
dred percent sure to be updated.

Halving costs

Making a single version of huge documenta-
tion on CD is more expensive than the traditio-
nal binders. But in reality it is extremely unu-
sual having just a single copy. ETX calcula-
tions already show that with 2.4 copies the CD
is cheaper. Normal documentation is issued in
five copies, so there is money 1o be saved, says
Lager Backman.

“When we reckon 1994°s forecast produc-
tion for us at Documentation Services, we see
that we can cut costs from 34 million kronor to
17 million with CD. If all documentation were
to be put on paper that will call for 93,000 bin-
ders and 41 persons to put them together. With
all this same documentation on CD there is a
need for only 17 persons.

“This is only a fifth of all of Ericsson’s an-
nual production of documentation binders. In
total the company spends 120 million kronor
on AXE documentation alone. This sum can
now be halved.”

Customer demand

“We must remember that this is not only a
question of money. It also has to do with put-
ting the customer in focus and making it easier
for those who work with operations and main-
tenance of our systems,” says Johan Gyllen-
swiird. “And in many places, in the U.S. for ex-
ample, EDW is more and more a demand from
customers’.

“Those who have tried EDW are all positive
and we get a good response from tele operators
that are now evaluating the technology.” says
Lage. Today in Sweden EDW is used by Telia
West, a project is also driven by KTAS in
Denmark, MET has supplied EDW 10 its cus-
tomers, €ic.

“For us who have developed this technology
it is a challenge 1o get it dispersed throughout
Enicsson,” Johan notes. Today, EDW exists in
English but French and Spanish versions are
on the way.

Text: Lars-Goran Hedin

Extended
AXE-deliveries
to Norway

Ericsson has signed a supplementary agree-
ment with the Norwegian PTT, extending the
existing contract for AXE equipment through
1996.

The original contract, wich made Ericsson
principal supplier of digital exchanges for the
Norwegian telephone network, covered the
delivery of about 800,000 AXE lines during
1991 10 1995. the exiension agreement that
was recently announced covers the supply of
200,000 additional lines during 1996. To da-
te, Ericsson has delivered more than 70 ex-
changes with a total capacity of 400,000 Ii-
nes.

The parties have agreed not to disclose the
value of the contracts.

“We are pleased with the supplementary
agreement, wich provides a firm foundation
for operations in Norway over the next few
years. The agreement indicates that our prin-
cipal customer is satisfied with Ericsson’s
AXE deliveries, despite the fact that some
ISDN functions have been delayed, compared
with the original plans”, says Steinar Tveit,
president of Ericson A/S in Norway.

Swiss PTT
choses SDH
from Ericsson

Ascom Ericsson Transmission Lid (AET) has
been chosen by Telecom PTT Switzerland to
be one of the two main suppliers for the ex-
pansion of their transmission network with
SDH (Synchronous Digital Hierarchy) tech-
nology. The order was won as a result of the
know-how consistently developed by Ascom
and Ericsson in this field. This SDH technolo-
gy is based on ETNA, the Ericsson Transpon
Network Architecture.

Telecom PTT Switzerland will invest con-
siderable financial resources in developing its
SDH network over the coming years, in order
to offer its customers efficient and mor eco-
nomical telecom services. This will include
network nodes for the national, regional and
local levels as well as a network management
system.

The Swiss PTT estimates that the average
annual order value will be approximately
SEK 270 million (CHF 50 m.) over the next
ten years.

Ascom Ericsson Transmission Lid. in wich
Ascom holds 60 percent and Ericsson 40 per-
cent, develops state-of-the-art transmission
systems for telecommunications networks.
The company has the responsibility to market
all Ericsson transport network products in
Switzerland. In the international market, AET
functions as a competence center for selected
products in the field of network access.

MFS Intelnet
buys unique
AXE-system

Ericsson is providing MFS Intelnet Inc. with
an AXE digital switching system for use in
New York. The system has a unique combi-
nation of local and long distance capabilities
in a single AXE. This allows MFS to offer its
customers both local and long distance ser-
vices through one carrier. providing the cus-
tomer with one single bill.

With the AXE, MFS can respond almost
immediately to each customer’s request folr
new services. The AXE's modularity and
flexibility give MFS Intelnet the ability 1o
economically establish service for New York
customers, wherever they’re located.

The AXE is equipped with a management
system that allows MFS Intelnet to constantly
monitor the network for potential service pro-
blems. The AXE's Intelligent Network featu-
res permit tailored services and will allow
MFS Intelnet customers 1o enjoy the future
advantages of PCS and wireless services.
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TRIM Streamlined
cable factory

Ericsson Cable’s factory in
Hudiksvall is a very well
streamlined operation today.
Continous improvements here
are a part of company culture,
and TRIM is a foregone conciu-
sion.

Without efforts to hold down
costs, the factory’s future was
uncertain. Management reali-
zed this soon enough.

In December ‘91 when Lars Ramqvist took the
initiative on TRIM he stipulated that the target
for this mission was a reduction of the group’s
total cost of sales to reach the level 35 percent
of invoicing by the end of *93. The aim was to
cut costs by 15 percent.

Already before the start of TRIM, however,
Ericsson Cables “of its own initiative” had be-
gun to clean up its house.

Janne Sjbden, president of ECA:

“The latest global analysis had pointed to a
considerably more difficult competition situa-
tion for ECA. The future seemed dismal. Quite
simply, we had to be more effective if we were
to achieve reasonable profitability.”

Difficult time

It was a tough message, which quite logically
led to thoughts of restructuring. It meant a
tough but necessary route that led to the liqui-
dation of the Special Cable Division in Kungs-
backa. It had fought long for its survival.

Since Kungsbacka was so dependent on
OEM and the vehicle industry, which is heavi-
ly competitive, it was badly hit be the reces-
sion.

“We picked out the developmental bits of
power and tele cable and transferred them over
to Falun and Hudiksvall, respectively. Most of
the machinery was taken to Falun.

The entire shutdown and move was done in
the first half of “92. The only thing left was a
small sales office to maintain market contacts.
Some 200 employees were affected by this tra-
gic company closure. Moving of the develop-
mental bits meant only a few new recruitments
in Falun and none at all in Hudiksvall.

Continued rationalizing

Later, there were further significant rationali-
zations in both Falun and Hudiksvall. The po-
wer cable engineering group was moved from
Spénga to Falun, which meant lower costs and
greater efficiency. Moreover it was an advan-
tage to gather everything under one roof.
Parallel with this there were rationalization

moves in the Power cable division.

FAR LAS L
ﬂ,nl\ -“\-_.*_-\‘."\;_- LV AN
h-"‘jj"."'lld‘,!-}'.gl“-'l_":._(-. AT

“At the beginning of ‘92 we made a tho-
rough analysis of tele cable activities,” recalls
Janne Sjoden. “The event took place at Folkets
Hus (The People’s House), where we assemb-
led all the employees to inform them about the
situation. We also went through the necessity
for everyone to be involved in the change pro-
cess.”

TRIM program

Out of this came a project that was to be imple-
mented in the entire company.

A TRIM program was eventually devised
for cable activities: Costs were to be cut by 20
percent. A new staffing plan would be drawn
up, which meant 120 fewer services in the offi-
ce and the workshops. Product range would be
analyzed and the use of raw materials followed
up and improved.

Motivation
Gunder Andersson is the one who works most
with the use of raw materials in ECA.

“We made every effort to motivate, interest
and help operators with job assistance. The aim
was that they themselves could follow up their
own waste output and analyze the reasons for
it. For example, in one of the insulating jobs,
the level of waste fell from 8 percent at the be-
ginning of ‘92 to 4-5 percent at the end of the
year”,

In total the use of material in the Telecable
division improved by 12 million kronor during
‘92, and the positive developments are expec-
ted to continue through “93.

Elimination
At the same time there was an overall eli-
mination of products. In copper cable
they did away with 50 percent of the pro- §
duct range. Low-volume articles and ar-
ticles with low profitability were drop-
ped. Today Ericsson can get certain of the-
se products from Forslid AB — Ericsson’s
cable distributor. Forslid buys products
from other cable companies in Europe and
then sells them to our customers.

“In September ‘92 we also began
the P-50 project. This focused in
the first instance on the level of use
and secondly on
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then, among other things, that one could, via each machine, follow up waste percentage
through a simple curve diagram, shown measured against one of the insulating lines.

line speed. The aim of P-50 was to increase
productivity by 50 percent in eight months. We
almost managed that, reaching 48 percent and
moreover laking second prize in Ericsson’s
contest worldwide for best job improvement.”

Good results
The results for TRIM regarding
ECA were: _

B That the company shrank
from three divisions to two —
power and tele.
~ 2% W The number of employees

 was reduced from 1,040 to 745
persons.
M Total costs were consi-
derably reduced.

B Material use improved considerably, up to
6-7 percent. Each percent improvement
amounts to 2.5 to 3 million kronor.

B Significant capital rationalization. Total
capital turnover increased heavily.

*Of course, this has been a very painful pro-
cess, that affected many people,” says Janne
Sjiden. “However, cutting back and living
simpler in every manner is a chosen path that
one is forced to take in order to secure the com-
pany’s long-term survival.”

Janne also emphasizes that the job is not fi-
nished.

“In order to maintain our competitive
strength it means that all the time we have to do
some global analysis, to compare ourselves
with the best and their methods. We must also
continue to increase our export activities signi-
ficantly, both in Hudiksvall and Falun.

Text: Lena Zacco-Broberg

“Unfortunately TRIM has meant a painful process for
many people,” says Janne Sjoden, “but at the same
time it was a necessary route to secure the compa-
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In 1997 Ericsson would be the

world’s best supplier of softwa-

re for telecommunications. This

is the goal of ESSI, Ericsson

System Software Initiative. is a leading international company in this field.

ESSI, which is Ericsson’'s Ericsson’s internal support functions for quali-

ty work — Ericsson Quality Institute, EQI, and
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area of software,

being led by Bo Hedfors, who
has top responsibility for tech-
nology development in the
company.

“Through ESSI we shall impro-
ve our chances of break-

throughs between now and
1997. This means that the num-
ber of faults in our software
will at least be halved every

year.”

The development of software, SW, as it is so-
metimes called, has acquired greater strategic
significance for Ericsson in the past ten years.
Today SW is a vital part of the company’s enti-
re product range. At the same time that the
number of installed AXE lines is increasing
from year to year, regrettably so too is the num-
ber of fault reports that has its origin in softwa-
re.
“We reckon that the total costs for handling
fault reports in software this year will reach 1.5
billion kronor. In other words, software faults
cost Ericsson enormous sums, while at the sa-
me time cutting into customer confidence.” Bo
Hedfors is concerned about this situation.

Comprehensive measurements

Over the years we have followed operations se-
curity through various measurements. More-
over, in the past two years some measurements
were done with the help of PQT, which stands
for Productivity, Quality and Time. These me-
asurements have been collected from all the
companies that supply AXE. That's why the-
re’s a lot of available data to build a quality ef-
fort on.

“For example, PQT has shown that some 16
percent of all products accounts for 80 percent
of all the faults reported during the first 6
months of operation,” says Bosse. “On the ot-
her hand, PQT also shows that 60 percent of all
products are entirely fault-free during the same
period. This means that fault reports is not so-
mething that we have to live with. There ought

Bo Hedfors has started ESSI, Ericsson System Software Initiative, targeted at a consi-

derable improvement of software quality within AXE applications.

to be good possibilities for improving the situ-
ation by concentrating on correcting the some
175 products that account for 80 percent of the
faults”. The aim of creating ESSI is to achieve
improvements for breakthroughs in SW deve-
lopment.

“In the first place we will use two powerful
tools — Policy Deployment and SEI. With the
help of its technicians Ericsson’s SW develop-
ment will attain an international top level. The
goal is by 1997 to reduce the number of faults
per 1,000 “program lines” (for example, non-
commented Source Statements) to the best in-
ternational standard, which Ericsson has studi-
ed in benchmarking with its partner Hewlett-
Packard.

It is intended that our development centers
will work parallel with Policy Deployment and
SEL

Policy Deployment is one of the tools in
TOQM. It is a methodology that stems from the
present activities goal for the next 3-5 years.
This comprehensive goal is broken down into
yearly targets according to what has to be achi-
eved. Then a few but vital actions are identifi-
ed that can be implemented at all levels and
units in the activities.

“An important aspect of Policy Deployment
is root cause analysis of a problem. For such an
analysis to be thorough, a broad commitment is
required of all those involved in the operation
and very close follow-up of the vital actions
that unite them in their efforts.

“By having everyone involved in the task
one can reach an understanding of what needs
to be done,” says Bosse. He points out that
Ericsson has entered into close collaboration
with Ranx Xerox in Policy Deployment. This

function, DTQ - now have access to Rank
Xerox expertise in Policy Deployment.

Measuring maturity

The SEI model is an internationally recognized
method of juding maturity in an organization
that works with SW development. The model
is therefore usable in internal and external
benchmarking, The model is closely related to
the various quality prizes, but it is better suited
to precisely SW development.

SEl evaluates maturity in the determined
operation on a five-grade scale, where “1” re-
presents lowest maturity and *5" the highest.

*As far as we know there is no development
organization in the world that has attained level
5 as yet, and we have not yet decided in
Ericsson whether that is the goal level we shall
pursue.

“A first assessment points to a maturity level
in Enicsson’s SW development corresponding
10 a level of somewhere between 1.5 and 2.5.

“Over the next year all development centers
will be assessed according to SEL. Thereafter,
it will be followed up on an annual basis. In
1994 at least one development center should
have reached level 3 and in 1966 we should ha-
ve at least one at level 4.”

A network of internal SEI assessors is now
being formed.

Part of TQM

Bo Hedfors says that ESSI is not an isolated
phenomenon or some overriding campaign.
The program began as an integral part of
Ericsson's TQM efforts. ESSI's goal is TQM’s
goal and the SEI model is totally “compatible”
with the various quality awards that are being
won through TQM.

*And Policy Deployment has always been
one of Ericsson’s tools for TQM. What ESSI
does is to initailly introduce Policy Deploy-
ment in an overall company context.

“I feel that Policy Deployment is precisely
the powerful tool we need to reach the break-
through level in our SW improvements. And
here [ mean breakthroughs that are reflected in
the company’s eamings,” Bosse Hedfors
points out.

Text: Lars-Goran Hedin

News 1s money

way you can be more certain about
the result than if than if you yourself
should try to tack down a patent.
“But one can never be completely
certain, since certain countries, such

national services in the area of infor-
mation. ‘Information and News Ser-
vices’, at ETX is a specialist in elec-
tronic information search.

When the library services at
Ericsson Telecom at head office
(HF) were reorganized last year,
two units were formed with the spe-
cial task of gathering information
for internal customers. ‘Literature
Service” continues to take care of
traditional printed information. The
growing range of electronic infor-

“When everything has

its price, news too is

money.” At one time

one of Sweden’s leftist

rock groups sang this. mation sources was handed over to
Nothing is more true. As  the new unit Information and News
we stand on the thres- Services.

The unit is located today at
hold of the Marievik in Stockholm. Four per-
society today one sons work here on gathering infor-
should invest sensibly mation for internal f@ssignments.
to acquire information. Through Ericsson’s Corporate Net-

work and external data connections
In Ericsson this is not too hard. The  they monitor more than 2,000 public
company has access to several inter-  data bases around the world. There

is a huge quantity of information
stored electronically today. Finding
the right bit in this maze calls for ex-
perts.

Cost effective

It is well to speak of this activity in
the context of TRIM.There is a lot of
money {o be saved by tracking down
information with the help of experti-
se.
“First of all, we have as major
customers a number of agreements

with large data base owners and da-
ta base hosts,” says Urban Lindh,
head of the unit. “This means lower
prices. And we also use ECN to a
large extent, instead of usually cal-
ling up data bases via modem. it me-
ans huge savings, both when we
seek and supply information.”

Press clippings

Urban Lindh points to the unit's
press clipping service as another ex-
ample of cost effectiveness.

“We have an agreement with an
English agent who daily monitors
more than 700 publications. From
that we gather information that con-
cemns Ericsson and we store it in our
data base. Here our customers in
Ericsson can access it, at a reasona-
bly cheap cost.”

The quarterly fee for this service
works out to about 25 kronor per
employee. This is a good price com-

pared to many external suppliers.
“And it is so easy to access this in-
formation via Memo,” says Urban.
Some 40 Ericsson units have so far
registered as takers of the service.

Patent

Many tasks are individual searches
where one is often in a hurry to get
information. A considerable part of
this concerns the area of patents.

“It is quite common for our desig-
ners to have information regarding
whether a certain solution or pro-
duct is patented somewhere in the
world. Then we can come up with a
quick and effective search in the pa-
tent data bases that exist today.”

International News Service has
recently signed an agreement with
one of the most important data ba-
ses. The agreement gives access o
search codes that considerably sim-
plify and speeds up searches. This

as the U.S., for example, do not pu-
blicize patents before they are gran-
ted. One knows nothing about the
applications.

High service

Fast and sure service is a pre-condi-
tion for a unit like this to survive.
They have full responsibility for
their economy — activities must be
self-supporting. That's why it al-
ways costs something for the unit's
services. How much often depends
on how quickly an answer is needed.
The quicker the need for the search,
the more it costs.

“We sometimes apply a fixed fee
for our customers, sometimes a flex-
ible one, depending on the actual se-
arch,” says Urban. There is a “quali-
ty guarantee” which says that if a
customer is not happy with the in-
formation that is given, he only has
to pay the fixed fee.

Text: Lars-Goran Hedin
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Millions to save
with cheaper lodging

Every night hundreds of Ericsson people go to bed in
a hotel room or a rented apartment in Stockholm.
Whatever the decision they make on their stay in
Stockholm it is of major economic significance.
There are millions to be gained with cost-conscious

lodging. Regardless of whether the guest wants to li-
ve in a hotel or in his “own” apartment.

Ann-Catrin Barot, Cathrine Lundgren, Annika Lindquist and Veronica Soderberg at Ericsson Bostader help
our colleagues to book overnight stays at cheaper rates.

£

Photo: Magnus Torle

Ericsson Bostader's offer of overnighting alternati-
ves is easy to locate in Memo. Do this:

1. Go into Ericsson Nytt by writing “N" when you
are in the EDT menu. Press Enter. You now have a
list of the latest company news.

2. Write “11" and press Enter. You will get a list
of altemnatives of what Bostader can offer.

“11 PRICES” - hotels in Stockholm.

Finding the way to cheaper lodging

“11 SWEDEN" - hotels in Sweden

“11 EUROPE" - hotels in Europe

“11 WORLD" - hotels in the rest of the world

“11 CONF” - conference guide in Stockholm.

3. When you have decided on the alternative you
prefer, write this into the top right comer, for ex-
ample, “11 PRICES” and press Enter. Now you will
get a list of “TRIM-proof” hotel altematives.

The key to cheaper and better lodging
lies with Ericsson Bostider (Ericsson
Housing).

Ericsson Bostéder is a section in
the support unit personnel support in
the parent company, LME. The sec-
tion’s role is to assure that Ericsson
employees and others visiting Stock-
holm could have high-quality lod-
ging at good prices — in resident ho-
tels, hotel rooms or ordinary rented
apartments.

Ericsson Bostider also looks after
villas and apartments belonging to
Ericsson employees who leave Swe-
den on contract assignments abroad.

During the past two years Ericsson
Bostédder has been working together
with the TRIM group to find cost-ef-
fective solutions when it comes to ho-
tel and other forms of overnighting in
Stockholm.

Ericsson big customer
With an annual hotel booking in
Stockholm of close to 50,000 nights
Ericsson is a big customer that should
be able to negotiate substantial reba-
tes.

It differs from hotel to hotel but as
a rule it could amount to a discount of
between 25-40 percent.

By booking a hotel room through
Ericsson Bostider those who want to
stop over in Stockholm can reduce
costs considerably. Agreements have
been signed with most of the hotels
on discounts for Ericsson employees,
but the aim is to reduce the number of
hotels by next year.

Own choice

A pleasant alternative to hotel rooms,
especially with prolonged visits to
Stockholm, are some of the apart-
ment alternatives that Ericsson
Bostiider can offer. There are ordina-
ry rental apartments and resident ho-
tel apartments on offer.

Every night between 700-800 per-
sons are using an apartment that was
booked through Bostéder.

“This is definitely a savings alter-
native,” says Cathrine Lundgren at
Bostider. “We can offer fine hotel
apartments in a price category from
300 kronor a night. And the rooms
are fully equipped, with telephone
and TV.”

At Svit hotel in Sundyberg, with
which Bostéder signed an agreement
a couple of years ago, there are now
56 single-room apartments of vary-
ing sizes. They have been much
sought-after, not least by overseas
guests visiting plants in Sundyberg or
Kista.

Its location close to the subway sta-
tion means that Svit can offer excel-
lent communications. In addition the-
re is also a recreation room and a ca-
feteria where guests can have break-
fast, if they do not want to prepare
their own.

Success with Svit hotel has led
Bostider to seek new similar alterna-
tives.

City appartments

In a2 new building going up at Klara
Strand, near the central railway sta-
tion, Ericsson has leased no fewer
that 76 two-room apartments.

“They will be really fine apart-
ments, fully equipped and in a very
attractive location,” says Cathrine.
“There has been a lot of interest in

The first phase of the apartments
has already been rented out for a long
time in advance.

Worth the price
An apartment in Klara Strand costs
420 kronor a day, that is to say about
12,000 kronor a month.

This is very cheap for this kind of
apartment and is about half of what a
corresponding apartment would cost
on the external market. Of course,
compared with hotel rooms, the price
difference is even greater.

“That's why we have had so much
support from the TRIM group for our
activities,” says Kurt Kangas, head of
Ericsson Bostider.

“It is not all that hard to see why. If
on average you could save as “little”
as 300 kronor per hotel night, this
alone corresponds to 15 million kro-
nor a year’.

*“And the trend just now is that the
number of overnight stays is increa-
sing heavily,” Cathrine fills in. “That
surely has to do with Ericsson’s hefty
order bookings and all the new busi-
ness contacts that they entail”.

Conference discounts
Ericsson units that for one reason or
the other cannot find suitable alterna-
tives for organizing courses and con-
ferences internally can even make a
TRIM input by using the discounts
that Ericsson Bostider has negotiated
with more than ten training centers
and conference hotels around Stock-
holm. The agreement provides for a
10-20 percent discount on the ordina-
Ty prices.

“But before you turmn to us, you
must have very good reason for hol-
ding a conference outside of Erics-
son’s own premises,” says TRIM lea-
der Johan Siberg.

*“The main rule to be followed then
is that course$ and conferences must
be held internally, as long as it is pos-
sible to do s0.”

Text: Lars-Goran Hedin
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EBC (Ericsson Business
Networks AB) has long
worked with systematic

“Constantly improving profitability
in EBC is a prioritized area,” says
Peter Johrén, business area control-
ler and economy director in Busi-
ness Area Business Networks (BZ).
TRIM 92 and the continuing
TRIM program have additionally fo-
cused on measures to improve profi-
tability both in the company EBC
and in the business area as a whole.

Cost-conscious

“A very important part of the TRIM
program in EBC is to build up cost-
consciousness among all employ-
ees,”says Peter Johrén. He has wor-
ked hard in getting this message
across in the company’s organiza-
tion.

“Everyone must contribute to re-
ducing costs,” he says. “Above all
we must avoid unnecessary expen-
ses. A more effective method natu-
rally contributes also to holding
down costs.”

Much of this has to do with each
employee using common sense and
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“We must above all avoid unnecessary expenses,” says Peter Johrén,
business area controller at Business Communications and Network.

utilizing available resources in as in-
telligent a manner as possible.

“One has only to compare with
one’s own personal economy,” says
Peter.

“There, most of us try not to spend
more than is necessary. That means
using cheaper alternatives when the-
se are available.”

Video conference

An example of earlier TRIM activi-
ties in EBC dealt with reducing costs
in connection with travel by looking
at the means of travel and to a large
extent using video conferencing in-
stead of meetings.

This was done a lot in connection
with implementation of the AU-90
project.

This is an example of a more fun-
damental TRIM activity. The project
was devised to reduce our ADB
costs and included as well systems
exchange as a thorough clearing of
the company's ADB register.

This meant immediate and very
big savings for the operation.

Iimproved production
Another current example of a funda-
mental change is production conver-
sion in Karlskrona with investments
in the new Verkd plant.

Cost-consciousness
a rewarding business

This top modern factory, which
was dedicated on October 14, has a
very rational production flow. The
organization is flat.

Workers have been given greater
personal responsibility.

Iincreased responsibility
In the new factory workers themsel-
ves have total responsibility over
setting up a complete business
switch or telephone, adapted to each
customer’s specific needs.

“The change at Verko will contri-
bute immensely to more effective
production at the same time as wor-
kers get a much better work milieu,”
says Peter Johrén.

TRIM part of TQM
The continuing TRIM activities in
EBC will be a part of TQM work.

“This means that cost-conscious-
ness and continous improvements at
an even higher rate than before will
be part of our working day,” says
Peter Johrén.

“It is important for everyone to
understand that TRIM is not a paren-
thesis in the form of a project that is
carried out over a limited time.
TRIM is part of our daily work.

“With this we all have to contribu-
te actively so that Ericsson can con-
tinue to invest in necessary research
and development and marketing ac-
tivities.

“This is amajor prerequirement if
we are to remain a world leading
company.”

Text: Thord Andersson
Photo: Conny Domnauer
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Future demand for
high speech quality

We have long accepted somewhat worse sound guality in mobile telep-
hones since they so obviously have other advantages. But now when
the cordless phone, in the form of the digital personal telephone, is
coming into more general use and seriously begins to compete with
the fixed network, the demand for good speech quality increases.

At Ericsson Radio the research department, RCUR, is working with
speech quality on future systems but also with improving the sound in

existing digital systems.

First of all it should be said that it is possible to
build a perfect mobile telephony network with su-
perb sound, no dropped words, no noice, easily re-
cognizable voices, etc. But then that is a Juxury
network, with perhaps 10 percent capacity in the
number of subscribers and calls, compared with to-
day’s version.

When it comes to mobile telephony there is a
sort of “quality-quantity” trade-off. The operator
wants to have as many calls as possible in his net-
work, but the more he squeezes into his limited
frequency band the more he risks losing in terms of
sound quality.

The digital signal in the fixed network is pulse
code modulated (PCM) for a transfer speed of 64
kilobit/second. This provides good quality and li-
steners cannot note any difference with the analog
signals. In the world of mobile telephony one can-
not afford such big bandwidths. It is a matter of co-
ming down to a quarter or one-eighth of the trans-
ferred information. With transfer speed of 13
kbit/s, as in GSM, or even lower, as in the
American D-AMPS or the Japanese PDC.

New demands now talk of a halving of the alrea-
dy heavily reduced bandwidth in order to take in
twice as many calls in the same frequency area.

In a short time

This is the reality in which Ericsson and other tele
companies are working. It means developing in a
few years a system that allows optimal use of fre-
quency areas with existing or even higher quality.

The main work lies in so-called speech coding,
which compresses signals in a more or less natural
manner. Nevertheless this does not have to be too
complex since it demands powerful signal proces-
sors, which in their turn cause the telephone to use
more current and thus shoots up the price.

A lot can also be done in radio transmission and
network. Ali parts influence each other and better
radio transmission, for example, gives greater lee-
way for the speech coder and vice-versa.

Ericsson is working with solutions that are ro-
bust, that use general patterns for sound, that more
effectively track and treat faults in radio transmis-
sion and that finally manage to eliminate the echo
that becomes annoying through delays in the digi-
tal handling of signals.

Key to speech

Speech coding is the key to the digital process. Its
underlying task is to cut down the information
“overflow,” that is to send over as little as possible
but keep clear speech with an identifiable voice.

Here they are working with analysis of human
speech, which is quite slow and follow certain ru-
les. Something that makes it possible for one, with
fair certainty, to predict how the speech will cont-
inue from a given situation.

The work tools are algorithms, mathematical
formulas that figure out how signals must be filte-
red for transfer. This can be done more or less ef-
fectively, you can store more and more in the me-
mory to bring down the signal that is sent, but as
has been noted the processes become more com-
plex, the demand for strong signal processes incre-
ases and power use rises.

Regardless of how excellent speech coders still
are, they throw out information thatremains lost. It
is not a matter then of a coding that can fully be in-
verted so that the original quantity of information
:an be regained.

People’s voice and hearing are very finely tuned

nstruments that are still in great part unresearched.
Letters in the English language, it is said, can be

RCUR's department that works with signal
handling does research both in future sys-
tems and with improving existing systems.

The department consists of two units,
one that works with speech quality, echo
problems, etc, and the other that resear-
ches radio transmission and radio access.

The talk quality unit works in a cross-sci
entific area while the radio unit deals with
pure technology where one figures out how
data is sent and received in the best way.
The units are deeply integrated.

pronounced in a hundred ways depending on whe-
re in the word it appears.

Even if the digitalized sound is made clear and
articulate nuances can disappear so that the speech
becomes robotized and the voice hard to recognize.

One can find a villain in this context. Namely
that speech coders up to now have been pattern ba-
sed after human speech with a quiet background. A
pattern that is far too simple and that does not take
into consideration what the reality is.

The sound that enters into a mobile telephone
can be (and perhaps always is) much more than
speech. It can for example be noise, music, buz-
zing, other voices, etc.

That’s why we have, in the hunt to develop ge-
neral patterns, begun to study more and more how
sound is accepted by the ear. So as to be able to
“fool the ear.”

Human ears

Different properties in human hearing can be used
when one tries to design optimal speech coding.
For example, so-called masking effect, which
holds that certain tones drown out others, that a to-
ne with a certain frequency and a certain sound le-
vel knocks out other frequencies. This can be used
by allowing the inevitable noise to grow at a suita-
ble point, that is to say when the spectrum is
stronger. Here there is a huge potential for impro-
vement.

The ear is also relatively insensitive to phase po-
sition in a speech signal. One can reduce phase in-
formation wihout sound quality diminishing nota-
bly. On the other hand one must take more care
with lighter voices, for example, female voices,
since their higher base tone frequency demands
more finely divided signals.

The total knowledge of the ear’s properties can
be used when one designs mathematical algo-
rithms.

Echo

When all corded phones are exchanged for cord-
less ones there will be delays in all systems, since
speech coding, channel coding/interleaving etc.
means obvious delays in transmission.

Delays will mean that the acoustic and electrical
echo that is found in the system will be audible. For
this to be endurable there must be an echo cancel-
ler (which in principle is a way of supressing the
echo by adding a corresponding copy).

Much is very rigidly specified in speech coders
and channel coders on the transmitting side. But on
the receiving side, where one can correct faults that
arise during transfer, there are possibilities for im-
provements.

Before the signal is sent out as radio waves in the
atmosphere certain important bits of speech in the
channel coder are protected. (What is important or
not important has been decided in the speech coder

which classifies blocks according to a three-grade
scale). The protection means in principle that the
bits are sent two or three times. The protection ta-
kes up a fairly large part of the transferred signal,
in GSM, for example, 9.8 kb/s of a total 22.8 kb/s.

With the receiver the signal from the radio fre-
quency is first de-patterned to a low frequency and
is then digitalized. The next step is to try to detect
if it was ones or zeros that were sent. This is done
in a so-called equalizer, whose main task is to com-
pensate for multipath expansion/time dispersion
(radio waves are reflected in various objects and is
delayed correspondingly much, which causes the
received signal to destroy itself).

After the equalizer comes the fanlt-correcting
decoding, which takes care of the faults that, despi-
te everything, sometimes crop up.

Good fault-correcting codes mean that the sys-
tem permits more disturbances in the atmosphere,
that is to say that it is more robust.

In general it can be said that Ericsson benefits
from the fact that speech and hearing research have
come a long way in Sweden. Especially in the aca-
demic world.

The institute for speech transfer at KTH, the
Royal Institute of Technology, has a solidly esta-
blished reputation internationally going back a
long time. They do research both in speech synthe-
sis, that is how people control muscles and produ-
ce speech, and speech recognition.

Ericsson Radio has also over some 15 years wor-
ked with Chalmers institute on information theory,
the place for Sweden’s most advanced research
when it comes to speech coding.

Speech research is very important for mobile te-
lephony. A call must be experienced as being plea-
sant. Mobile telephony, which so far is being used
mostly for brief calls, from cars etc., must now be-
gin to compete with the fixed network.

Personal telephony
But how goes it now with personal telephony?

“I think we can make a good and robust speech
coder for a personal telephony system that trans-
mits with the same speed as today’s GSM coder.
With a quality that is comparable to today’s fixed
network,” says Hans Hermansson at Ericsson’s
technology development department.

“In the future system one should be able to com-
municate with multimedia, that is to say video,
speech, images, music.

“But,” Hans Hermansson adds, “it must be more
important that we be able to speak with each other
with high quality than that we be able to play com-
puter games over the tele network.”

Lars Cedergyvist
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Remaining signals

in speech coding speech signals are
digitalized and reduced with the
mouth cavity and vocal chords acting
as filters. These patterns are then
sent with the remaining signals,
which could not be pattemed. The ex-
ample shows GSM, which has a total
transfer speed of 13kbit/second.

/4

A mobile phone call consists of a series
of operations, many of which take place
in the small telephone, which is a wonder
of advanced technology.

The sound that is spoken into the pock-
et phone's microphone must, generally
speaking, be converted into a digital sig-
nal consisting of ones and zeros, cleared
of information “overflow™ so that there is
little as possible to send, equipped with
protection so that it can also handle mo-

re difficult radio conditions and then mo-
dulated from digital to analog signals in
order to be able to be sent via radio wa-
ves.

The call is then taken from a radio base
station, which in principle drives the pro-
cess in reverse.

The signal is filtered (other frequencies
around are removed), switched in the de-
modulator from analog to digital signal,
detected in an equalizer, corrected in the

This is how a mobile telephone call works

channel coder, which attempts to correct
faults that crop up in the radio transfer
and is speech coded before it is conver-
ted into a normmal telephone signal, so-
called PCM, which goes out over the ordi-
nary tele network.

Should the call go from mobile phone
to mobile phone the entire process is re-
peated once more since the signal must
then go out to a base station which sends
it further to a mobile phone.

Targéﬁ
Minimizing the signal is obviously a
common goal in all communications, and
even in the analog system there is some
form of contraction in that one filters away
the highest treble tones (it may be difficuit to
distinguish an f from an s) and the lowest ba-
se tones (which give a more natural sound
but do not affect perception).

To transfer human speech it is enough to
reckon with a frequency area of 200-3,400
Herz.

As small as possible

When the signal is to be digitalized sam-
ples of 8,000 times per second are taken on
the frequency. In order to determine the
amplitude with acceptabie certainty 8 bits
are demanded for each sample, that is to
say 8 zeros or ones. (gives 256, that is 2 rai-
sed to 8, aitemative measure).

Signals in the fixed network are pulse code
modulated (PCM) in this way and demand a
bit speed of 64 kbit/s. Listeners cannot de-
tect any difference with the analog signals.

= : -
Speech qu

There is no objective way to
asure speech quality with mat-
hematical tables and curves.
Speech and hearing are far too
complicated phenomena that we
know too little about. That’s

why subjective measurements
are called for.

The questions that one wants answered may be:
Is the sound in the new digital GSM system ac-
ceptable? Is GSM better than the American D-
AMPS? Is analog better than digital? Or vice-
versa? What happens when you push speech co-
ding to the limit and halve the frequency band to
take in as many calls as possible?

There is a lot to test, but it is not always that it
demands comprehensive research. During the
process of development work, whea small chan-

determines whether the sound will be better or
worse. But when it comes to bigger changes,
then it calls for independent tests with test sub-

jects.

There are norms for how a proper test should
be carried out. Three types of international stan-

dardized methods exists.

Absolute Category Rating, ACR tests, whe-
subjects evaluate sound quality on a scale

re test
of 1-5, where 1 is bad and 5 is good.

Difference Category Rating, DCR, where
you can first hear the speech test in the original
and after it has gone through a system, for exam-

ple GSM.

It is evaluated from 1-5, where 5 means al-

the original.

Comparison tests where you hear the same
element twice and then determine which is bet-

ter.

An ACR test is done with some 10 to 15 per-
sons (with reasonably good hearing) chosen at
random and then placed individually in a lab
where they sit before a computer-guided test
program. The test subjects must be entirely
“unused,” that is to say that they must not have

participated in a similar test before.

The test takes about half an hour, you sit with
a receiver in your hand and punch in your ver-
dict. Experiences show that the test is conside-
red very difficult. Setting an absolute evaluation
on a scale of 1 to 5 is not easy. That’s why they
usually have a training session before the actual
test so that research people can learn to identify
what is meant by good, less good, etc. But du-
ring the research process it very easily happens
that a person begins to do his own calibration af-

ter a while.

In principle, ERA has stuck to ACR tests, but
is also in the process of developing its own mei-
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Telecommunications
turns on its head

The 1990s are proving to
be years of reckoning
for established industri-
es. An ability to cope
with change is now the
basis of survival for bu-
siness enterprise. No
sector is immune and
even the fast-track
world of telecommunica-
tions is being turned on
its head.

Traditional methods of delivering
information and entertainment are in
the course of being reversed. Infor-
mation obtained through the ether —
such as television will increasingly
come through the ground by cable.
Conversely, most of what we now
receive through the ground such as
telephone calls will come through
the air waves. The implications for
equipment suppliers as well as cus-
tomers are immense.

Telecommunications and data
communications are also converging
to the point where it is difficult to tell
them apart. It is now feasible to have
digital audio, video and data applica-
tions delivered to desk tops via the
telephone network.

Clearly the amount of voice and
data  communications  flowing
through the world’s telephone lines
1s growing at a huge rate. But ow-
ning networks is becoming at the sa-
me time a commodity business.It is
the data that flows through the lines
that is valuable.

As new opportunities emerge and
risks increase for distributors and
suppliers of information, global alli-
ances are being formed.

This year has seen BT and Ameri-
ca’s MCI link up to establish the
world’s first intercontinental telep-
hone company. This aims to provide
multinational corporate clients with
one-stop shopping for voice and data
transmission services around the
globe.

AT&T has also launched its
worldsource venture to exploit the
global market in conjunction with
Singapore Telecom and and Japan's
Kokusai Denshin Denwa Co.

At the same time companies are
seeking to become global distribu-
tors of interactive digital multimedia
services. There is a dash down the
digital highways that are being crea-
ted. The goal is to succeed in con-
necting the telephone network with
the display capabilities of the televi-
sion set and the processing power of
the most powerful computers.

The hottest concept is that of inter-
active digital multimedia. The big
players are preparing for a surge of
growth in new markets created by
the marriage of communications and
entertainment technologies.

Microsoft Corp. in the U.S. has
had discussions with Tele-Commu-
nications Inc. and Time-Warner to
establish Cablesoft to promote stan-
dards as the computer, telecommuni-
cations, publishing, entertainment
and other industries converge on in-
teractive TV and other multimedia
platforms.

A consortium of Apple computer,
AT&T, Motorola, Sony, Matsushita

In the future, the combined telecommunications/TV-command centre might find its way ino our homes.

and Philips is also reported to be loo-
king to create multimedia capabiliti-
es for home-entertainment systems.

Cable market grows

The growing convergence of techno-
logies is likely to find a growing out-
let in cable TV. By the year 2000
Europe is forecast to have some 45
million cable connections represen-
ting around 27 percent of all house-

"The hottest
concept is
that of inter-
active digital
multimedia
services”

holds on the Continent. About 55
percent of the projected connections
are likely to be located in three coun-
tries — Germany, France and the Bri-
tain, with strong growth also likely
in the Nordic countries, Benelux and
Switzerland.

The Netherlands has some five
million cable connections, while

Belgium has the highest cable pene-
tration in Europe , with 88 percent of
households having wired TV recep-
tion.

Sweden’s PTT, Telia, formerly
Televerket, was responsible for star-
ting the country’s cable television
boom and now controls some 60 per-
cent of Sweden’s two million cable
households.

In France, the market is divided
into Plan Cable networks owned by
France Telecom, but leased to priva-
te operators, and networks both ow-
ned and operated privately.

Germany, with some 10 million
subscribers, boasts the highest num-
ber of cable customers in Europe. By
the end of the 1990s, some 17.5 mil-
lion homes in Germany are expected
to be linked to cable TV representing
50 percent of the country’s house-
holds.

Cable in Britain is witnessing re-
cord levels of investment and
growth. The last year has seen in-
vestments , deals and financial com-
mitments to fund over 3 billion
pounds (about 40 billion Swedish
kronor) of cable construction in ad-
dition to the one billion pounds alre-
ady invested and dug into the
ground.

Cable business in Britain has been
stimulated by the country’s liberali-

zation of telecommunications. There
are now more than 130 individual
franchises , of which 70 are expected
to be operating by the end of 1993.

Britain’s liberalization process
started with the privatization of BT
and the establishment of Mercury
Communications. The liberal envi-
ronment also allows cable compani-
es to offer an alternative telephone
service to their customers.

”Digitized
information
can be trans-
mitted at de-
clining cost
anywhere”

Britain is the only country in
Europe that provides its cable opera-
tors with such freedom, and it is the
linking of telephone services to ca-
ble television that is radically trans-
forming the economics of the coun-
try, just as is the case in the United
States. It is also the reason why fran-
chises in Britain have attracted so

much interest from North American
telephone operators.

Cable building has pushed ahead
in the Britain and the U.S. despite re-
cession, and with the support of such
companies as US West, Southwes-
tern Bell, Videotron and Bell Cana-
da.
Forecasts indicate that 12 million
British homes will be accessible to
cable services by the year 2000, re-
presenting a penetration level of 51
percent. Actual subscribers to cable
TV are expected to rise from
700,000 to some six million.

Cable could create viable local telep-
hone companies particularly if the
industry is given the right to operate
its own switches between franchises.
By the end of the decade cable could
certainly have asserted itself as a sig-
nificant third force to BT and
Mercury in the provision of local te-
lecommunications services.

The problem for cable operators is
one of credibility, especially with re-
gard to business where expectations
of reliability and quality of service
are likely to be more stringent than
those of domestic consumers.

But in Britain, at least, there are
firm indications that cable operators
can establish their credentials as te-
lephony suppliers. Apart from offe-
ring cheaper rental and calls, cable
offers the possibility of enhanced
services such as a beep when another
call is waiting, warnings when un-
wanted callers are on the line, call
transfers and itemized monthly bills.

About 300,000 lines are expected
to have been connected via cable in
Britain by the end of 1993. Forecasts
suggest that by the end of the decade
cable telephony will generate more
than 1.1 billion pounds (close to 14
billion kronor) in revenue a year.

Major operators such as BT are
having to come to terms with a fast-
changing environment. A major
challenge is how to more fully utilize
existing networks.

Digitized information can be
transmitted at declining cost anyw-
here, using fiber-optic cabling, satel-
lites, broadcasting frequencies and
plain old telephone wires, which on
average are in use only 1 percent of
the time.

Linkage to television is being seen
as an answer. There are some 157
million homes with television in
Western Europe, most of which also
have a telephone. Research is under
way into the transmission of video
signals down ordinary copper telep-
hone wires.

Video-on-demand

BT is proposing to launch a video-
on-demand service via telephone li-
nes to compete with cable and satel-
lite television as well as video shops
as early as 1994.

The big question for the various
players is whether they are applying
themselves and their capital to real
market needs. Serious investors in
areas such as cable are steeling
themselves for a long and tough road
to profitability. Others who lack
funds, partners or management ex-
pertise will fall by the wayside.
Exciting opportunities lie ahead for
the far-sighted.
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Support

for future

Customer  somcome e
INTEIVIEWS  moiero e =
reflect

needs

e

service and support.

This was shown in a major survey in which 16
mobile telephone operators were interviewed
on their views about Ericsson and the services

they hope to be

e e M e

important

Holger Ronquist, Soren Ahistedt and Anders E Nilsson studying customer interviews.

able to buy from Ericsson in the coming years.
With the help of suppliers customers have to
develop their network in order to increase reve-
nues.

It is Customer Support at Business Unit
RMOG at ERA that together with Ericsson
Hewlett-Packard Telecommunications AB
took the initiative for the survey.

*“The interviews, which began in April this
year, have been concluded. Now we are crea-
ting a program of measures,” says Soren
Ahlstedt, responsible for Customer Support at
RMOG.

Sixteen operators in Europe, the Middle East
and Asia were part of the survey, undertaken
by Holger Ronquist and Anders E. Nilsson
from the consulting company Teknosell. In or-
der for those interviewed to freely express

their views there were no representati-
ves from Ericsson present at the in-
terviews.
Support is an area that
is becoming ever
more impor-
tant but
which is
still ne-
glected
through-
out the
entire
Ericsson
group.
“We
ought to
look at the
computer indus-
try, where they are
really good at customer
support,” says Soren.

Now that the former Swe-
dish Televerket has lost its
monopoly and more non-te-

lecom companies are co-
ming in as

mobile telephone operators the demand for
customer service is even greater.

PTT and investors

The operators interviewed fell into two catego-
ries: traditional PTT, that is tele administrators;
and investors, that is companies without broad
experience in mobile telephony.

“The difference between traditional tele ad-
ministrations and investors will narrow in line
with deregulation of telecommunications,”
Stren explains.

Altogether some 100 people were intervie-
wed in depth. There were three separate inter-
views per customer, with representatives from
top management, marketing and technology.
Above all, there were two questions that stood
out:

Which services do customers/operators ex-
pect to buy from Ericsson in the coming years?

“Do Ericsson’s present offerings correspond
to operator’s needs?

From the interviews it was concluded that
most customers felt that Ericsson’s systems
were good but when it comes to support and
services there was room for improvement.

Most customers felt that Ericsson was a very
technology-oriented company. When a mobile
phone system is installed and put into opera-
tion the technology is important. As the system
grows the technology no longer is the focus but
rather it is support and services the operator
wants.

Close to Ericsson
One of the areas that customers demanded was
a broader spread of competence.

Here they wanted to have a collective appro-
ach and together with Ericsson draw up plans
for the year. This applied not only to courses
for technicians but also “general basic courses”
for hundreds of administrators.

Another desire that came forth was to have a
“systems engineer” as a link between the ope-
rator and Ericsson.

The customer’s desire for proximity with
Ericsson came out clearly in the interviews.

“By being close to the customer we gather
important information on how he thinks and
acts and this way we can actively contribute to
making his network function optimally,” says
Sdren.

In line with deregulation, tele administra-
tions are more profit oriented.

One result is that personnel is being reduced
and they no longer want to have reserve parts
in storage. Instead, they want to shift this to
suppliers and pay for this service.

“Our goal is to have satisfied customers by
offering services that customers demand and
are ready to pay for,” Séren points out,

Missions

The views that came forth from the survey in-
terviews form the base for a program of measu-
res that were later presented in the fall.,

“We will document the survey results, im-
prove and expand our customer services pro-
gramas well as organize sales conferences. But
that’s not enough,” says Soren.

“We must also undertake *“a mission” inter-
nally of adopting another viewpoint when it
comes to customer support.”

Being close to the customer is important.
Here we already have a good base through the
Customer Support Center (ESO) spread out
through the company.

“The interviews in the survey show that ope-
rators want to have help in developing their
systems. Through closer collaboration we can
help our customers to grow and to increase
their revenues while at the same time we can
earn money,” Stren concludes.

Gunilla Tamm
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MARKETING _

“Human
contact”

will

sell

Ericsson

Freedom, closeness, compa-
nionship and ease. These are
some of the key words in the
new marketing concept for
Ericsson’s mobile telephones.
This applies to the new genera-

tion of pocket phones that will
be launched in a “new world” -
a world that is demonopolized
and where competition increa-
ses between both operators
and manufacturers of mobile

telephones.

Of all of Ericsson’s products the mobile telep-
hone is special, in that it is the only one that is
sold directly to the common consumer. The
market is totally different from that for other
Ericsson products.

“A mobile phone is consumer capital goods,
just like a CD player, video camera or TV.
Prices fall, new models replace others and the
competition among various brands is razor-
sharp.” So says Leif Dahl at Ericsson Mobile
Communications, ECS, Lund, where he is res-
ponsible for marketing communications for
mobile telephones around the world.

A new world

“We are entering a new world regarding mobi-
le phones,” says Leif. “A demonopolized
world, with huge volumes short life cycles,
price pressure and competition between opera-
tors, with reduced call fees as a result.

“In this new world there are also the new va-
lues of the *90s, which place solidarity and re-
lations at the center. It is a new, gentler lifesty-
le that takes over after the tough ‘80s. Harry
HotLine, which has been a symbol for
Ericsson’s mobile phones, was a tough “lone
wolf” and when he spoke on his mobile phone
one never saw with whom he was speaking. In
the new concept it is precisely companionship
that is important. In the advertising shots that
have just come out it is always at least two per-
sons that are talking, discussing or laughing
with each other. The mobile phone itself is not
part of the photographic image but is placed
alongside the advertising text.

HotLine removed
In Sweden HolLine stands for mobile phones
from Ericsson. With the GSM phones we are
coming in on new and bigger markets, such as
Germany and France. A survey was underta-
ken in order to find out what people in Europe
associated with the name HotLine.

“It showed that the French associated the
name with fashion and clothes, while for the
Germans it had something to do with compu-

ter servicing,” says Leif. The name HotLine is
also not accessible outside of the Nordic coun-
tries. At the same time here in Sweden there
was a court dispute over the use of the name
HotLine as a trademark. The result of this dis-
pute is that Ericsson is now obliged to discont-
inue using the name as a logo overall from the
start of next year.

Flexible concept

The new marketing concept will be a help in
keeping Ericsson’s large market share as far as
mobile phones are concerned. This is particu-
larly true for GSM phones. The user will feel
such loyalty to his mobile phone that when he
or she switches to a new model Ericsson will
continue 10 be the preferred choice.

The image material used in the new marke-
ting concept is of the momentary image type
and exists in 20 different variations. The pho-
tos were shot in Asia, Europe and the Nordic
countries. The advertising text centers around
certain lead words, which will convey a fee-
ling of warmth and companionship. The mes-
sage is it is easy to have human contact with
the help of a mobile phone.

Soft tone

The tone of the images is tempered and soft.
Ads, brochures, billboards, packaging and di-
rections for use, all of these are part of the new
concept and follow the same style.

By combining the texts with different ima-
ges it is easy to apply the concept to different
markets and to different mobile phone sys-
tems. This applies not only to cultural diffe-
rences but also if it happens to be a new or se-
asoned mobile phone market,

With the composition of texts and images
we have had today’s mobile phone user in our
vision. It is men and women (there are more
and more of them) between 25-45 years of age,
well-educated, active and interested in what is
new.

Internal marketing

Mobile phones ought to be the product that the
public at large associates with Ericsson. This
makes all the company’s employees marke-
teers, and that’s why it is extremely important
that the thinking behind the new marketing
concept should be well-known.

“In November, we will be starting an infor-
mation campaign. Among other things, there
will be an info package with brochures and vi-
deo that will be sent out to Ericsson’s 200 top
managers,” says Leif. This in order to provide
them with the means to inform their staff more
thoroughly.

In these pages there is one of the new ads
that will usher Ericsson’s mobile telephones
into “the new world.”

Gunilla Tamm

Marketing of mobile telephones is different from that of other Ericsson products,” says
Leif Dahl, Ericsson Mobile Communications in Lund.

Advertisements, brochures and packaging - all follow the same style.



THE AVERAGE DISTANCE BETWEEN MOUTH
AND EAR IS

Take an ordinary ruler, bend it slightly and measure
the distance between your mouth and one of your
ears. That, more or less, is the size of the Ericsson
Handheld GH197.

To be absolutely precise, its dimensions are
147 x 63 x 30 mm. It could be even smaller, but
better optimal than minimal.

And every cubic centimetre is fully used, so not
one of its 295 grams is superfluous.

At one end, the earphone. Developed by hi-fi
experts and worth its weight in gold in noisy sur-
roundings.

At the other, the microphone. Highly sensitive
to the user’s voice but with unique technology that
cuts out ambient noise.

Ericsson Mobile Communications AB.
S-223 70 Lund, Sweden

147 MM

Between the two are the clear, informative dis-
play and the logically arranged buttons in functio-
nal and numerical groups. Other features include
the big memory, which can store up to 99 names
and numbers, pending on the SIM-card, the flexi-
ble antenna and a standard battery with power for
three hours’ talk-time.

Then, of course, there is Ericssons complete
accessory programme with its portable and vehicle
Handsfree Kits. Why not pop down to your nearest
Ericsson dealer now? But leave the ruler at home.
You won't need it to discover that the distance
between people has become even smaller.
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Fiber optics
sheds new light
over Copenhagen

With the help of fiber optics in
the form of Fiber to the Home,
Danish subscribers will be able
to enjoy a host of new tele and
cable-TV services. Fiber to the
Home is a field trial driven by
the Danish tele administration,
KTAS, Ericsson, NKT, and Erics-
son’s and Bang and Olufsen’s
jointly owned company DIAX.
One of the goals is to re-
search future expanding possi-
bilities for communications
between the home and the out-
side worid, which is attainable
thanks to optical fibers.

“We want to have expenience with optical fi-
bers and a flexible access system in the sub-
scriber network. Could you come up with a
good idea,” said KTAS to Ericsson in 1990.

KTAS had been following broadband deve-
lopments and the new technical possibilities,
thanks to fiber.

RACE success

They had studied the successes in the fiber op-
tic project that Ericsson and NKT drove toget-
her in the European development program RA-
CE. Research and Development in' Advanced
Communication in Europe.

Now KTAS wanted a similar project.

Hence both Ericsson and NKT became in-
volved and went into an agreement with
KTAS at the turn of *91-"92 for a field test.

Ericsson had to work on demand specifica-
tions in collaboration with the customer, which
is unusual.

“Doing an individual “demand-spec™ was, in
principle, new for us. It was exciting and evo-
lutionary,” says Jan Ronnberg from develop-
ment unit ALFA in ETX.

“It meant really knowing the customer and
understanding his needs.

On September 20 this year it was time for in-
augurating the field test in the Danish suburb of
Ballerup, outside of Copenhagen, which is
KTAS" first test site.

“Ericsson’s aim with the test is to demon-
strate our access network system and show that
we have both competence and products within
access and fiber areas,” says Peter Borre.

He is marketing manager for transport net-
waorks at Ericsson in Denmark, LMD. He adds:

“The system is unique in that it combines te-
lephony and cable-TV services as well as being

run with a common operations and maintenan-
ce system. The test is a good example of how
the shaping of access networks should look in
the future and it goes very well with Ericsson’s
strategies and products.

“The products that are included are the flex-
ible access multiplexer DIAmuX as well as op-
tical splices and cross-connects.”

Future possibilities

Fiber connections will give 100 residents in
Ballerup the chance to test a number of new ad-
vanced functions via TV, telephone and com-
puters, for example:
B Direct contact with the workplace via
high-speed and video connections.
B Interactive TV that can both send and re-
ceive signals. Can be used with training.
Sick children can follow school courses via
TV at home.
B Video on order. Films can be ordered
from a library.
B HDTV, the future high-quality TV.
B Home security. The home can be monito-
red from other places. A video camera is lin-

Competent customer - Keld Bonde Jensen is pleased with the new possibilities that are

reachable thanks to fiber optics, and is hopeful about the future.

ked to the home with sound connection to

All of this is obtainable thanks to thin, sim-
ple threads of glass fiber, which are no larger
than a strand of hair.

“Thanks to this fiber we have the communi-

“So far we are very pleased with Ericsson’s
work and are excited about what this test can
mean for the future.”

Fascinating fiber
The principle with optical fiber is to send a
number of different signals through the same
glass fiber without them colliding, which can
happen in copper cables.

The advantage with optical fibers is that they
can also transmit considerably greater quantiti-
es of data with better quality compared with
copper. Moreover, at the same time it can send
signals to various areas in one and the same fi-
ber.

New services can easily be had from a cen-
trally located terminal.

In the field test each cable from Ericsson
consists of four fibers. One for telephony and
one for television. The remaining two are re-
SETVES.

The entire system is run and monitored by an
O&M. operations and mainlenance system
from DIAX Telecommunications.

Tests ahead of future possibilities have be-
gun: in Ballerup the future is already here.

Happy, competent customer

The Danish tele administration, Tele Danmark
AS, which today is owned 51 percent by the
Danish state, consists of five telephone compa-
nies.

KTAS is one of the two largest. Having it as
a satisfied customer is great and stimulating,
but it also demands a lot. It is a competent cus-
tomer that is well versed in technology issues
of the future. KTAS is on the rise and wants to
be well prepared and forward-looking.

“I think KTAS is one of Ericsson’s most
competent customers,” says Torben Olsen, re-
sponsible in the field test for operations and
maintaenance at LMD.

“Ericsson is one of our largest suppliers and
we are very pleased with their work. We have
had close collaboration for some 25 years and
hope that it will remain so,” says Keld Bonde
Jensen.

Together with competitors Siemens and
NKT, Ericsson competes for KTAS business.

KTAS vision of the future
Of the optimal supplier, Keld Bonde Jensen
says:

“The supplier of the future will be cheap and
knows his customer and the different markets.
He will have a wide range of services to offer,
with several broadband services, he can fore-
see tomorrow s needs, possess broad technical

competence and keep his promises and hold to
delivery times.

“You are well on the way to all of that. The
last-named question of time, however, is not an
Ericsson strong point. You have difficulties in
sticking to schedule, this you must improve.”

That's why everyone involved in the field
test is happy that everything, from the starting
promised times, has been kept.

“Our vision of the future is to have all cables
in fiber and to be able to offer our customers a
broad range of services based on broadband,”
says Keld Bonde Jensen, concluding:

“If you can manage that and hold your prices
down, then the future is yours.”

Luxury and “mux”

The new services that subscribers in Ballerup
will be able 1o use are possible thanks in part to
optical fibers and in part to two multiplexers.

The signals in the fibers go through two dif-
ferent multiplexers, so-called muxes. The first,
DIAmuX 500, can be connected to various
kinds of service suppliers. The services are de-
livered to the subscriber via fiber optics as well
as an optical network terminal, DIAmuX 20.
DIAX has designed and supplied “muxes.”

“We have not had any major problems du-
ring the course of the project,” says Olle
Onselius, manager of ALFA.

Of course, a few minor problems came up
during the project. There were some problems,
for example, with current supply and earthing
of the optical network terminals that were pla-
ced out at subscribers.

This was a new problem for Ericsson, which
has now been resolved and which provides ex-
perience for future projects.
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cess, was created in 1990 with s wo v s“cc wants to be that, we can only ho-
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“We wouid love to have Olleas FA.”
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From left, Svend-Dahl Petersen, NKT;
Henrik Schmidt, KTAS; Olle Onselius, AL-
FA; Dan Jensen, KTAS; Peter Borre, LMD,
and Claus L. Hansen, DIAX.

Another, somewhat unusual procedure ca-
me up with a small problem for DIAX.

“When you call in Denmark the charge be-
gins as soon as you dial the number, not, as in
Sweden, when you get an answer,” notes Peter
Borre.

“The Danes are the only ones in the world
who have this, which actually is not so bad.
The network is loaded even if you do not get
an answer,” continues Olle Onselius.

“Our multiplexers couldn’t resolve this pro-
blem at the start.

“Now we know what measures were nee-
ded, so it is no longer a problem,” say Claus
Hansen and Tom Simonsen from DIAX, relie-
ved.

They, like all of DIAX, are heavily custo-
mer oriented and technically competent.

Collaboration over borders
“What was also noteworthy in the project is
that we transcended business area borders. We
at ALFA have not been part of any big line or-
ganization, which facilitated or complicated
our job.

“It was we together with DIAX, LMD and
Ericsson Business Networks, ECA, who had
to handle the entire field test. This was very
educating.

“Jt was also very stimulating working toget-
her with DIAX.”

They and Peter Borre were responsible for
the field test.

From Ericsson, fellow-workers from ETX,
LMD, ECA, and DIAX made an enthusiastic,
competent and complete team.

“This is how we should work.” says Anders
Larsson from ECA. “It is evolutionary and sa-
tisfying for all parties and I hope that there will
be more and more of such projects.”

Joséphine Edwall

Ericsson’s Danish headquarters at Nauticon are ideally situated close to Kastrup airport.

Welcome to Ericsson in Denmark

Just outside of Copenhagen, along
the water, lies Nauticon-Ericsson in
Denmark’s modern and customer
friendly house.

The premises, which consist of four
Y-shaped, five-story glass buil-
dings, occupy 25,000 square me-
ters. Denmark’s Ericsson co-wor-
kers are happy here and the custo-
mers are impressed.

In 1992 Ericsson workers in Denmark were finally
brought under one roof ~ in the newly built offices of
Nauticon, at Sluiseholmen 8. The name that was gi-
ven to the building after a naming contest is most su-
itable, since it lies right within the water’s edge of
Copenhagen harbor.

Ericsson has 750 employees in Denmark, of whom
450 work at Nauticon and 150 with installation and
service work out in other parts of Denmark. In addi-
tion, about 150 people work in Ericsson’s and Bang
& Olufsen’s jointly owned company, DIAX, which
is located in Jylland.

LMD works with all the business areas. The presi-
dent is Kaj Juul-Pedersen. Despite the global reces-
sion things are going well for LMD. The offices re-
flect positivism, happiness, efficiency and enthusi-
asm. Nauticon is designed along Ericsson's security
rules for development activities. They are airy, mo-
dern, light and pleasant buildings, with beautiful par-
quet floors all over.

“We rent the premises at a very advantageous pri-
ce and have not had to pay for the interior decorating.
Moreover, we have very pleasant conference faciliti-
es for everybody in the organization the world over,”
says information manager Heinrich Monsted, plea-
sed as he takes in the beautiful view from his office.

Copenhagen
is Absalon’s
own city

Copenhagen, capital of Scandi-
navia's oldest kingdom, was
founded 825 years ago by Bish-
op Absalon.

He built a bastille in 1167 on
the same spot where Christian-
borg castle stands today. This
now houses the Danish parlia-
ment. In 1416 Copenhagen be-
came Denmark’s royal capital
and in 1478 the city’s universi-
ty was established.

Copenhagen is Scandina-
via's largest city, with a popu-
lation of about 1.5 million inha-
bitants

The heart of the city lies a-
round “Ridhusplatsen” (the
Town Hall Square) and Kong-
ens Nytorv. The well-known
shopping and pedestrian street,
“Stroget,” runs through this
area, in a mixture of Renais-
sance architecture from Kns-
tian IV's time to 1800°s classi-
cism. Here you will find,
among other things, Scandi-
navia's largest department sto-
re, Magasin du Nord. Conti-
nuing north you come to Kas-
tellet. Further on lies Nyhavn.
There, at Langeline in Nyhavn,
sits H.C. Andersen’s famous
Little Mermaid, sculpted by
Edvard Eriksen in 1913.
Another part of Copenhagen
is the much talked about Chris-
tiania, a free city that was foun-
ded in 1971 on the island of
Amager. Vesterbro is also a
known area. There you can
roam about the big amusement
park Tivoli, which celebrates
its 150th jubilee this year.
Copenhagen also offers several
interesting museums, most of
which are worth one or more
visits.

Taxi driver
tangles up
tele
network

“You're going to Ericsson in
Sluiseholmen? It is a wonderful
place, you can be sure. You
work there? Oh yes, you have
been on a customer report at
KTAS? I'll tell you a story:

“I live in a house outside of
Copenhagen. In the summer [
had enough of a huge pine tree
in the garden that weighed
down on the verandah and I de-
cided to cut it down. There was
a big stump left, which I could
not uproot. My neighbor helped
me with his minicrane.

After some battling the
stump came up with an enor-
mous root spread. | saw somet-
hing yellow, like a cable, tan-
gled up in the root. Oh, oh,
KTAS tele cables. Threw it into
the earth and called KTAS.
Since the pine was there when |
bought the house 20 years ago
and KTAS laid their cable 15
years ago, there was no pro-
blem.

They came and worked half a
day cutting and sawing my old
pine’s roots. It all looked very
funny. Finally, they untangled
the cables.

Now the ground is all nice
again and [ don’t have to worry
about all those pine needles
anymore”.
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EC signals on new
rules for telephony

A major breakthrough in libera-
lization or yet another failed

attempt at harmonizing the EC
countries’ services and taxes

for voice telephony.

The views are drawn from the
latest signals from Brussels. It
is perfectly clear from this that
Ericsson and customers in the
EC area are going to confront a
rough and multi-faceted market
all over.

“It is a half step in the direction of liberaliza-
tion. At the same time developments are mo-
ving so quickly in this area that EC laws risk
being outdated,” says Per Olof (Pelle) Aker-
berg, head of Ericsson's EC office in Brussels.

New perspectives open up in the telecom
field every day.

In January this year the internal market was
officially opened, but there are many excep-
tions in tele services. Today they talk about
“multispeed market.” The different countries
work toward the same goal but at different
speeds. Still, in the summer there was an at-
tempt toward a common approach for member
countries.

“A terribly difficult meeting, hard and
drawn-out negotiations right up to the end.”
This is how observers described the June 16
meeting of the EC Council of Ministers. The
EC Commission had laid down a proposal that
led to facilitating developments toward an in-
ternal market for tele services.

Ministers of the 12 member states concemed
with tele matters met with different initial opi-
nions. For example, Britain has long worked
with tele networks in a private capacity, while
countries like Portugal and Greece have a
smaller developed infrastructure under state
monopoly.

Gradual transition

The result was a common resolution with the

stipulation that member states would work for

a gradual transition to cost-related taxes and

development of services at affordable rates.
Changes in the law will be made so that all

services in voice telephony will

An EC glossary
W Council of Ministers: The EC's deci-

sion- and law-making body, is made up
of ministers of member states’ govern-

ments.
w:‘me!!c‘smmﬁc
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the European whose mem-

be competitive in January 1998.
This, however, with the excep-
tion of Spain, Ireland, Greece and
Portugal. These countries will
have a five-year respite. Belgium
and Luxemburg got two years’
extra grace. The resolutions ap-
ply to services and not to the phy-
sical network.

All of this is still only a mani-
festation of desire and political
signals that will result in changed |
laws. The commission will put }
forth completed proposals by
July 1, 1996.

It is often the case that the EC
suceeds in resolving its internal
disagreements. Flexible frame-
works with many exceptions to
the rules. At the same time they
feel they have still budged the is-
sues a bit in the right direction.

“This is, despite the waste of
time, still a big revolution, for a
couple of years ago it would have ||
been impossible to reach even
this level of decision on liberali-
zation,” says Helmutt Schmitt
von Sydov, spokesman for the
EC Commission on tele issues.

One of the arguments that led

reluctant member states to hop
on the bandwagon was that the
longer they waited with liberali-
zation the more they would lag in industrial de-
velopment. Understood, t0o, was the form of
some pressure: no liberalization, no money
from the EC funds for economic development.

Common rules

The EC Council of Ministers has previously
made a decision in principle on ONP (Open
Network Provision) on voice telephony, a plat-
form for a common ruling on requirements for
access to and vse of tele networks.

There have been many critical voices against
the latter decision. Not least from the big com-
panies. The EC is far too unwieldy to be able to
handle these issues, and technical conditions
and market developments have leapt ahead of
the lawmakers, critics say.

One argument is that more and more tele
operators are going across borders to win cus-
tomers and get around taxes. According to the
publication Communications Week Interna-
tional, big companies like Shell, BASF and
American Express benefit from directing their
European traffic via the U.S. The network ope-
rators who under the protection of monopoly
charge too high for overseas calls will lose mo-
ney that could have been reserved for invest-
ment in the network when customers opt out of
the public services and choose other solutions.

“When more and more users opt out of the
national tele systems it would create pressure
for increased liberalization,” says Helmutt
Schmitt von Sydov from the EC Commission.

Invasion
If there is now a clear desire in the EC to libe-
ralize and accomplish the internal market, it is
felt that there is also a need 1o save tele net-
works from an invasion of non-European ope-
rators. In Britain they simplified things a bit,
first privatizing and then liberalizing. Dere-
gulation there has still not meant that there is
free establishing of tele services. Swedish Te-
lia has difficulty in getting a license, while the
American Bell companies have bought up net-
works for cable TV.

In the EC Commission they reason that one
should have common rules for mutual approval

of licenses related to tele services, where ope-
rators in the EC can more easily obtain a gene-
ral license for the inner market. Operators out-
side the community, on the other hand, would
be forced to obtain a license in each individual
country where they want to set up operations.

Ordered retreat

Another aspect of the EC’s cautious move to-
ward a more open market is that despite inter-
nal objections there is common interest in ob-
taining an ordered retreat of monopoly compa-
nies. Market forces are enormous in this area
and it is a matter of using the occasion as long
as their is negotiating room for politicians.

“It is an exciting time for us now, but deve-
lopments are also hard to predict. Technical
developments are moving so fast that politici-
ans have a hard time keeping up.

Customers, the “old tele administrations”
that operate under monopoly are changing in
these times of deregulation. The relations that
were built up with customers earlier will also
look differently in the future. For Ericsson it is
crucial to keep up with developments in the in-
dividual countries.

“Ericsson has managed well under the con-
ditions that existed earlier in the market, we are
now entering a transition period, where we
have to be very watchful,” says Pelle

Apart from the services themselves in the te-
le network a major issue remains concerning
the EC’s common policy for infrastructure.

ECTEL, the European supplier organization
has again presented the industry’s viewpoint
on the issue of an open market for tele equip-
ment. There are at present three EC debates on
infrastructure, and in this context ECTEL ac-
counts for harmonizing and unifying condi-
tions on the market.

The commission has been assigned by the
Council of Ministers to come up by January 1,
1995, with a proposal for policy on infrastruc-
ture, a Green Paper. The debate deals with fi-
nancial and qualitative aspects on how tele net-
works function today and the consequences of
part of the discussions.

According to spokesman Schmitt von Sydov
the discussions do not deal with detailed rules
but rather on devising common rules of the ga-
me.
“Our aim is to define general guidelines, the
necessary frameworks. We must assure that
everyone has access to common services in the
network and that quality is maintained at a high
level. There can be no talk of regulating more
than certain cross-section limits. Afterwards
the responsibility for technical solutions lies
with organs like ETSI".

Public

An important issue for all suppliers is naturally
the possibility of participating in the huge in-
vestments being made in tele networks around
Europe. For many small and medium-sized
suppliers public negotiating on the inner mar-
ket can in practice be very complicated. With
the exception of Spain and Greece there are EC
directives for public negotiating in the tele area
starting this year. In certain cases they also co-
ver orders from the private sector.

Contracts worth less than 600,000 ECU are
exceptional. Tenders must be published in the
Official Journal of the European Communities
and in the data base Tender Electronics Daily.
Procedures in the context of contracts differ a
lot among various countries.

In the present situation, where the EES
agreement between Sweden and the EC has not
come into full force, it is demanded that equip-
ment must be produced in the EC for a supplier
to be able to satisfy rules for negotiations.
When the EES agreement comes into effect,
hopefully by the turn of the year, Swedish sup-
pliers will have the same rights as competitors
in the EC.

“The EES agreement is a huge step forward.
It gives entry into the internal market but mem-
bership in the EC is even more important since
Sweden then can be part of and influence the
the path to, say, common research projects in
information technology,” says Pelle Akerberg.

Text: Jacob Schuize

Iin 1988 the EC took the initiative to cre-
ate a forum for standardization, ETSI,
where tele operators and suppliers have
set up conditions for pan-European com-
munications business.

An example is the GSM system in mobi-
le telephony, which is rapidly gaining
. However, a Swedish traveler on a
to Brussels still faces a problem
he tries to call home on his GSM
. “No operator” comes up on the

sels is called, the state-owned Beigian te-
monopoly lags behind in development.

@

phone
display text. In Europe’s capital, as Brus-.

Green Paper on mobile telephony

Already before the tumn of the year the
commission will put forward proposals for
a common EC platform.

What then is there to add, now that
GSM is already a fact?

“We want to lay down definitions in GSM
and highlight things like health problems
and other things linked to electromagnetic
fields. Another question that comes up is
securityrelated problems. Encryption is
so good that it is impossible to tap into
the system, which regrettably is necessa-
ry sometimes in police calls,” says
Schmitt von Sydov.
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Collaboration
helps combat
hindrances in
export trade

Per Olof Akerberg assists Ericsson in contacts with the various EC agencies.

Like all major suppliers and tele
operators Ericsson has represen-
tatives that monitor and communi-
cate with the various EC agencies.
For three years now, Pelle
Akerberg has been in Brusseis.

Ericsson’s EC office is located at 12 Avenue
Tervuren, a stone’s throw from EC headquar-

ters. Per Olof Akerberg’s task is, among other
things, to coordinate and assist in contacts bet-
ween Ericsson and the EC Commission, report
on important events and to promote Ericsson’s
views in various contexts.

The EC Steering Group is, as the name im-
plies, a committee that sees to it that contacts
between Ericsson’s different activities and the
EC function effectively. All according to the
priorities that are determined.

in order to meet the new and
very often difficult to interpret
decisions regarding export
control issues, those responsi-
ble in the business areas have

formed a joint advisory group,
which will primarily devise
common routines for all
Ericsson companies in Sweden.

Export controls, or rather export restrictions,
began with the start of the cold war at the end
of the 40-s. The Western superpowers wanted
to prevent the spread of high technology to the
East.

The trade organization Co-Com was formed
in 1949, Co-Com stands for Cooperating Com-
mittee for multilateral export control and con-
sists of all the NATO countries, except Ice-
land, as well as Japan and Australia.

Sweden has now succeeded in having it easi-
er when it comes to acquisition of high techno-
logy, but the route to this point has been mar-
ked with strict laws and its own export con-
trols.

Responsibility

The new decree, which came into force July 1,
1992, has nevertheless been really difficult to
apply since a problem of interpretation contin-
ues to bother export companies.

Together with the Customs authorities,
Ericsson has tried to resolve certain difficulti-
es, but when it comes to Ericsson’s own manu-
factured products, a great deal of these are ma-
de internally.

These products then are classified according
to the Swedish list of goods, which is linked to
“the decree in the ban on certain exports.”

There are further changes on the way and it
is believed that Sweden will have its own li-
censing authority during 1994. Complemented
with the Customs, which serves as a real super-
visory authority. The change should facilitate
matters for companies, which should then re-
ceive more support from the authorities.

Instructions
The newly formed advisory group now has as
its main task to develop common instructions

and with training (Ericsson-adapted courses)
see to it that all concerned, that is to say re-
sponsible for products, sales people and others,
are made aware of what is involved. The in-
structions will apply at the company level.

In addition, the group will see that informa-
tion and experiences are exchanged among bu-
siness areas, that common routines and forms
are devised and that Ericsson in these matters
can present “a unified front.”

Solutions for different problems will be
sought so that they can be used throughout the
company.

The group will also chart constructive paths
when it comes to accessing current informa-
tion.

Money risks

“Knowing about and conforming to export re-
strictions is not so much a matter of earning
huge sums, but rather it could cost if we make
a mistake,” explains Sigge Lundberg, coordi-
nator of the advisory group.

“Unfortunately the issue of export control
has a tendency to be overlooked when one is
doing business. But he who fails to see in good
time that he has “clear papers,” could be faced
with disastrous delays when it comes to delive-
ry.
This can cost money and even the entire bu-
siness deal.”

For Ericsson it is also vitally important to
see to it that access to high technology compo-
nents is not blocked.

Business area
In every business area there is an organization
for export control matters.

Business units in the business area then has
its own responsible people (which is indicated
in the respective business area publications).

Their task is to be able to find the possibiliti-
es within the framework of the rules that apply.

Finally, a relatively unknown detail: there is
actually current information on the U.S. rules
in NYTT. Under 12, where you punch in 12
TDO.

The information is accessible to everyone
and updating is done once a month at Ericsson

in the U.S.
Lars Cederqgvist

Some of the members of the advisory group. From left, Leif Johnsrud,
Sigge Lundberg, Radio Communications (coordninator); Par-Erik Nordin, Public

as well as Leif Akesson and Monica Nilsson, from Business
Network. Absent from the picture are Lars A. Stalberg, corporate responsible; Leif
Ericsson, Public and Sven Lindberg, Defense Systems.
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Upward for BusinessPhone

The travel agency or mail-order
company that greets its custo-
mer with a busy line often lo-
ses that customer. In today’s
tough competition good telep-
hone service is all the more im-
portant.

In order to satisfy this need
there is the BusinessPhone
Call Center from Ericsson. Here
small and medium-sized compa-
nies are offered the chance to
build up a cost-effective and
flexible system of receiving
calls.

Good telephone
service means
happy customers

“Previously, systems with these possibilities
were much bigger, costly and complicated spe-
cialist plants,” says Cristian Lintrup, product
manager for BusinessPhone Call Center. The
trend shows that more and more small compa-
nies are demanding this type of service. Since
last year we have been involved in an effort to
launch the concept of Call Center, where we
describe how one can use technology and orga-
nize activities with the help of it.

“Our customers are very often no experts in
technology, but they know what services they
need and which communications problems
they must solve. We strive a lot to speak the
customer’s language and put a lot of care into
customer-adapted sales material.”

All companies that do a great deal of their
business over the phone are potential Call
Center customers, above all those with com-
prehensive incoming traffic, for example order
placements or inquiries. A Call Center is not
used for calling up a certain person but rather a
certain product or service. Most companies
that offer customer services by phone can be
more effective with this type of system.

No call is lost

To set up a Call Center you start with a Busi-
nessPhone 150, which has a built-in program
block for automatic call distribution (ACD).
The ACD service itself is the key to the Call
Center concept. More than 40 call receivers
can be connected to the ACD service, among
which incoming calls are distributed in a stea-
dy stream.

The system seeks out the receiver that has
been free longest and connects the call there.
All those who receive calls thus have fair job
distribution and thus avoid the haphazard choi-
ce that one often has with a simpler system. If
- all the call receivers are occupied the call is
placed in line and an integrated voice support
function informs about it as well as how long
the waiting time is.

“The aim of the voice support is that even if
you have to wait you will not be abandoned but
made to stay on the line,” Cristian Lintrup
points out. It is the Alpha and Omega of good
telephone service that a call is always taken ca-
re of. At the same time the queue function
helps to make the system maximally producti-
ve for with a queue “to graze on” the receivers
are always involved with new calls.

If you want a more comprehensive voice
support you can connect an external system to
the switch, Voice 100. It gives significantly
greater possibilities than just leaving a messa-
ge for those who call up. If the phone queue is
filled up the call can be directed to a voice sys-
tem, which allows the possibility of leaving a
message. The same possibility can be used
when the office is not manned, for example at
night time. Moreover the service can be used to
permit those calling up to be switched to a des-
ired service, with a speech machine that gives
running instructions.

- This is the pace with wich we have increased sales of Call Center-systems, says product manager Christian Lintrup.

In the ACD system there is the possibility of
having eight different queues, each with a dif-
ferent telephone number. To increase the ser-
vice you can list the services you offer in diffe-
rent categories — sales, claims, information,
etc. Then to each category is connected a call
receiver. This makes it possible to directly gui-
de the call to a receiver that is specialized in the
service that is required.

“Compare this with calling a company
switchboard where you explain the message to
be then connected to the right person later.You
cannot handle telephone services this way
now,” says Cristian Lintrup. With a Call Cen-
ter it goes directly to someone in a group who
has the knowledge to take care of just that pro-
blem or message.

The system also allows the possibility of
prioritizing different categories of calls. For

example, if a travel agency in the first place
wants to take care of bookings, the system can
prioritize such calls. Those who call to inquire
about departure times may be made to wait a
bit longer than those who want to book a trip.
There is never a water-tight situation in the
ACD system. With unequal distribution be-
tween types of calls or with extreme worktops
they can go in and help each other.

Good

“Cellbes mail order in Bords is a good example
of how you can organize your Call Center for
maximum productivity,” says Cristian Lintrup.
They have divided their Call Center into two-
groups: one that accepts only telephone orders
and the other that in the first instance deals
with mail orders but functions as a backup for
the first group. The system automatically con-
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DHL increases efficiency with a Call Center
You must adapt organization according to infrastructure found in the system. That is
exactly what the courier company DHL did when they closed down their regjonal office
and invested in concentrated central customer service with a BusinessPhone Call
Center as its base. Today DHL has a very effective telephone service and handles up
to a thousand calls per day at a lower cost than before. Moreover, they know — thanks
to running statistics — that service level is very high. The company has succeeded in li-
ving up to its aim of having 95 percent of all calls taken care of in 20 seconds.

nects the call to someone in the other group
when all receivers in the first one are occupied.
This possibility makes for good preparedness
and flexibility with high work loads.

In order to adapt the system after needs it is
important to know as much as possible about
your telephone traffic. The integrated base sys-
tem in BusinessPhone 150 makes it possible to
get out simpler statistics on traffic, but those
who really want to trim the organization invest
in the added service MIS (management infor-
mation system). MIS is a PC-based program
package that is connected to a switch and that
monitors ACD traffic in the smallest detail,
both in real time and in the form of reports.

“Often you do not know so much about your
telephone traffic and your needs before the
system is installed. The statistics can present a
lot of surprises,” says Cristian Lintrup. With
the help of statistics the system can be fine-tu-
ned afterwards. Moreover the statistics show in
black and white how many calls were lost be-
cause they were not answered in time.

Keen sellers

The salespeople that represent Ericsson are a
key resource when it comes to getting the most
possible out of the system. The customer does
not only need help with putting up his Call
Center, he must also have support afterwards
for changing and improving.

*“The aim is that our sales personnel should
be able to help the customer with ongoing
change of the organization itself after installa-
tion. Our task is to offer a total solution adap-
ted to the customer’s needs.”

“A Call Center is a business solution, which
makes it all the more important to be able to go
back to the customer and analyze what the sys-
tem has accomplished, and then to be able to
make adjustments.”

One reckons that 50 percent of likely custo-
mers manage with a capacity of up to 40 con-
nected call receivers. Ericsson then can ad-
dress half of a large and growing market with a
single product, BusinessPhone 150. Some ob-
servers believe the European market for Call
Center is growing by 25-30 percent a year.

“We have a very powerful offer for the mar-
ket,” says Cristian Lintrup. The main thrust of
BusinessPhone 150 Call Center is that it is ba-
sically an advanced PBX system, which more-
over has a strong ACD packet.

Karl Malmstrom
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The war is over. Now it is a matter of rebuilding Lebanon. Ericsson is on site and bas just moved into a new office in
Beirut. The previous one was blown to bits.

1 is a stressed Riad Daher who

received us at Ericsson’s offi-

ces in Lebanon's bustling ca-

pital of Beirut. There is so

much to be done here. The
country’s infrastructure is badly da-
maged after 16 years of civil war,
and now Ericsson is in the frontline
when it comes to rebuilding the
country's war-tom telecommunica-
tions network.

The company has already recei-
ved an order to more than double the
capacity of Lebanon’s three AXE
exchanges. Ericsson has also, quite
recently, received an order worth
350 million kronor from the Leba-
nese tele administration and is pre-
paring for a bidding contest for the
fixed network and for the GSM net-
work.

Ericsson well liked
“Ericsson has a good image in
Lebanon and is well-liked in the
country,” says Ericsson’s president
in Lebanon, Riad Daher. Riad was
born in Lebanon but he has worked
for Ericsson in Sweden for a great
part of his life, so he speaks fluent
Swedish.

“Lebanon is nothing new for us.
Ericsson came here already way
back in the fifties.”

In 1952 Ericsson set up the large
central exchange in Beirut.

*“I know that Ericsson has a solid
reputation here. People associate the
company with quality, prompt deli-
very and confidence all around.”

The paths to Ericsson’s multiyear
activities in Lebanon are many. In
the country there is an abundance of

Ericsson

the company’s classic black bakelite
telephones, here complemented with
Arab numerals under the dial plate.
According to Riad there are 100,000
Ericsson sets all told in Lebanon.

Office totally destroyed

Since the war started in 1975 tele
network capacity has still manage to
more than double. Before the war
broke out in ‘75 Ericsson had a 60
percent share of the country’s tele-
phony. Ericsson managed to keep
operations going throughout the en-
tire war.

“The fact is the tele network was
expanded during the war years, but
the bulk of it by our competitors so
today Ericsson’s share is about one-
third. Now we shall expand it
again.”

“l am proud of the fact that
Ericsson was able to deliver three di-
gital international AXE exchanges at
the height of the war in the begin-
ning of the ‘80s. They work perfect-

ly, although they have hardly had

any maintenance for ten years.”

Toward the end of the war, 1989,
Ericsson’s office in Beirut was total-
ly destroyed by grenades fallout.
Also the job climate was difficult all
over and the company was forced to
shut down operations in the spring of
1989. Riad then left for Sweden to
work in Market Operations AAA.
But only for a brief period.

In July 1992, Riad boarded a plane
in Stockholm for Beirut again to start
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in Lebanon tele leads often look like huge crows’ nests. No wonder it is so

difficult trying to make a phone call in the country.

ASE-FIRE!

modernizes Lebanon’s tele network

iRt office in Beirut.

the rebuilding of a new Ericsson of-
fice.

Today, just over a year later,
Ericsson has opened its new office in
the eastern part of the city. Activities
are in full swing. The company’s lo-
go lights up in blue on the facade.
Ericsson is spelled out in both
Arabic and Roman script. Lebanon
is a country where East meets West.

Life is slowly on the way back to
normal for the Lebanese.

Leads like crows’ nests

Still, almost three years after the
war, power supply functions only
eight hours per day in Beirut. It is
even worse outside of the city. It is

m.mumhmummn

about equally bad with the tele net-
work.

“Naturally, things have really go-
ne badly, mainly because of bad ser-
vice and shortage of spare parts.
Ericsson’s exchanges have not suf-
fered so much from the attacks, but
you should see what the subscriber
network looks like.”

Riad Daher means the crows’ nest
of leads that are seen everywhere, an
anarchic jumble of legal and thief-
connected wires.

“I have seen people trying to call
for an hour, without success. And of
course that is very frustrating. But
the Lebanese are accustomed to it,
and they are patient.”

“1 have seen
people trying to
call for an hour,
without success.
But the Lebanese
are used to it
and are patient.”

When Ericsson was at its biggest
in Lebanon in the *60s the company
had 200 employees in the country, of
whom 40 were Swedes. Today's
work force is smaller: five Ericsson
employees and ten subcontracted for
field work. All are Lebanese. In ad-
dition Riad noone has a Swedish
passport.

“It is hard to say how many em-
ployees we will need in the future,
and I do not want to guess.”

Although so much was destroyed
by the civil war guns it is still not a
practical problem to work in Leba-
non. Most things function; it just ta-
kes a while. Mail delivery is a good
example. Now there will be change.
Huge efforts are being put into rebu-
ilding and modernization.

Lebanon’s government has pre-
sented a plan for reconstruction,
Horizon 2000. The governments
wanits to invest 13 billion dollars

over ten years to build roads,
schools, hospitals, new city centers
as well as tele, power and water net-
works. So far the authorities have
managed to scrape together 1.2 billi-
on dollars in loans and guarantees.

Broad competence

“There is no difficulty at all for fo-
reign companies to recruit compe-
tent, native people.”

Lebanon has several good well-
known universities. One is the Ame-
rican University in Beirut. Many pe-
ople easily speak English or French.

There is no shortage of comfort
and luxury. Department stores and
boutiques are filled with consumer
goods and the latest fashions from
Paris.

“The bureaucracy, of course, is
complicated, but it works.”

Hopeful for future
The potential for establishing a well-
functioning society in Lebanon is
huge. Throughout the entire war
Lebanon repaid its debts, even if re-
payments were sometimes very late.

Riad Daher is happy to be back in
Lebanon now. Both for his own and
for Ericsson's sake.

“Lebanon has many problems, but
it is a country that people like. It is li-
ke nothing else, and now that the war
is finally over I believe in a bright fu-
ture.”

Text: Fredrik Persson

with Joséphine Edwall
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The market for AMPS
— more than just the U.S.

The North American mar-
ket today accounts for
60 percent of total tur-
nover at Ericsson Ra-
dio’s business unit
RMOA’s . But in line with
the fact that the Ameri-
can standard for mobile
telephony (AMPS /D-
AMPS) is being accep-
ted by more and more
countries outside North
America, RMOA’s activi-
ties in other parts of the
world are growing.

“This is especially true of Latin
America, Asia and Oceania,” says
Sven Christer Nilsson, manager for
business unit RMOA.

The fact is that AMPS (analog)
and D-AMPS (digital) are the
world’s most widely dispersed mo-
bile telephony standards and that bu-
siness unit RMOA is the largest
supplier in the world for these sys-
tems. Market share is around 35 per-
cent, compared with AT&T and
Motorola which have 30 and 21 per-
cent, respectively, of the world mar-
ket.

“AMPS is very attractive for
countries that are just starting to
build up an infrastructure for mobile

communications. This is because
AMPS has a well-proven technolo-
gy, good functionality and is a sys-
tem that is relatively easy to install,”
says Sven-Christer.

Another advantage is that there
are a lot of suppliers of cheap mobile
telephones for AMPS.

New breakthroughs

Two examples of countries that have
recently chosen to issue licenses for
AMPS are Russia and China. Erics-
son is involved in negotiations, and
at RMOA they feel that the opportu-
nities for new market shares are
good.

Jan Wiireby is responsible for
marketing at RMOA:

“AMPS has also made break-
throughs in many other areas, not
least in Asia. In several countries,
for example Malaysia, we will deli-
ver a nationwide AMPS/D-AMPS
network and in Taiwan we are nego-
tiating a D-AMPS system. We have
sold analog systems to Sri Lanka,
Vietnam, Myanmar (previously Bur-
ma) and Pakistan.”

In Australia the current AMPS
network is growing faster than ever.

*Growth is at 30,000 subscribers a
month, and the same rate is expected
for 1994, says Jan.

In New Zealand, Ericsson is sup-
plier of an D-AMPS system, which
has been in operation since last
December. Latin America is also a

strong base for RMOA's activities.
Mexico has the region’s only nation-
wide system so far, which continues
to expand heavily. Mexico also ex-
pects to initiate a digital system
soon. Venezuela, Argentina, Brazil,
Puerto Rico, El Salvador and Cuba
are other AMPS markets served by
RMOA.

“Colombia and Ecuador are also
expected to grant licenses in the fall
for AMPS. The digital system is also
expected to be adopted by several
countries.”

Demand from U.S.
Although the overwhelming propor-
tion of AMPS is found in North
America (which accounts for some
30 percent of the world total of mo-
bile telephone subscribers), it is of
course important to anchor oneself
locally.

With the restructuring of more
than a year ago (when business units
were formed) RMOA today has an
organization that functions smooth-
ly. The number of employees has
grown, with some 480 in Sweden.

Local anchoring in the States co-
vers sales, marketing and produc-
tion, while sales and production for
markets outside North America are
handled in Sweden.

All system development for
AMPS and D-AMPS is done at
Ericsson Communications, EMC, in
Canada. In Sweden they concentrate

“AMPS has a well pro-
ven technology and is
easy to install, says
Sven Christer Nilsson,
manager at Business
Unit RMOA.

on radio development, that is
radio base stations.

*“The shift to digital techno-
logy calls for an entirely new
way of thinking and has influ-
enced everything, from imple-
menting (network planning),
design and installation to mar-
keting and sales.

Added to the fact that North
America is RMOA’s largest
market is the fact that the U.S.
is the pacesetter when it comes to
new market demands. These de-
mands increase in line with deregu-
lation and the entry of new players in
telecom markets.

“However, we are well-equipped
and will have what is needed to be
able to provide the new solutions
that markets expect of us.”

Personal telephony

Such a market demand applies to
PCS (personal communications ser-
vices) — personal telephony. PCS
will offer entirely new types of ser-
vices, both for private both for priva-
te individuals but initially above all
for companies.
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It applies to functions for video re-
lays, image telephony, computers
etc., where radio technology will
play an ever increasing role.

“Radio is a very interesting alter-
native. Laying cable, as we all know,
is quite costly today.”

At RMOA they reckon on having
the PCS system ready for delivery
around 1996-1997.

Closer in time is continued digital
expansion in North America. After
the order in summer, a D-AMPS sys-
tem will be ready to go into opera-
tion in Dallas in February ‘94.

Helena Andersson

Increased profitability and better products.
Those are examples of what you usually
get when a company improves its internal
processes — the workflow which creates

added value.

We will help you reach your goal.

We will give you support in the form of
consulting and training, adapted to suit
your organisation and based on the very
best international methods.

After our efforts, the units work more
smoothly together, releasing a grear deal

of potential.
Isn’t that a lovely thought? Get in touch
with us and make it come true.

ETR/TM

Ericsson Quality Institute

Releases potential. Increases customer satisfaction.

ERICSSON g ERICSSON QUALITY INSTITUTE, HF/LME/Q, PHONE: +46 B 719 9339, PHONE ECN: 850 9 9339, MEMO: LME.LMEEQI, FAX: +46 8 719 0248
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Freeset first to be approved
according to DECT standard

As first telecom supplier,
Ericsson has with its Freeset
system won approval for full-
coverage cordless communica-
tion systems for business
switches according to DECT
(Digital European Cordless
Telecommunications). DECT is
the prescribed standard for
cordiess telecommunications
in Europe.
Ericsson’s Freeset system is now approved in
Germany, where it is sold by both Ericsson and
Siemens. It is expected that several other Euro-
pean countries will be signing similar approval.
Freeset was developed by the Dutch BZ
company Ericsson Business Mobile Networks
(EMN). If the forecasts are on target, the future

looks bright. Ericsson figures that the value of

the European market for cordless business
communications systems will reach 40 billion
kronor in the next seven years.

The DECT-based cordless system of this ty-
pe offers better performance and properties
than the older technology.

“DECT-based systems can handle very high
loads of users and offers very good speech qua-
lity,” says Hans van der Hoek, responsible for
sales for Freeset at EMN.

The DECT standard is also the only conclu-
sively approved standard for digital cordless te-
lecommunications in Europe and is backed by
the entire European telecom industry.

For people on the move

Freeset is foreseen in the first instance for the
office and inductry, where people are very
much on the move but still have a need to be al-
ways within reach of calling or being called.
Typical examples of such milieus are offices,
factories, warehouses, airports, hospitals, con-
ference and exhibition centers.

The little cordless phone in pocket format
can be taken everywhere. You can call or recei-
ve calls wherever you are in the workplace.
Freeset offers the same functions and, above
all, equally good speech quality as a fixed pho-
ne.

The cordless pocket phone Freeset makes
life a whole lot easier.

Just as
easy to use
as a

fixed phone

Hans van der
Hoek is globaly
responsible for

the sale of

Neither is there any nisk of being bugged.
Freeset has inaudible transfer from cell to cell
and encryption of all radio transfer.

Lower costs

Calculations show that a company can reduce
its telephone costs by up to 30 percent through
the use of Freeset. The need for repeat calls is
reduced drastically.

These savings, together with increased pro-
ductivity through more effective communica-
tion, means that an investment in a Freeset sys-
tem can pay for itself within 12-18 months after
purchase.

Freeset can be connected to a large extent to
any business switch whatsoever. This way you
can obtain a business switch system for both
fixed and cordless connections.

The system can serve a handful of users to as
many as 600, which is the highest possible ca-
pacity for today’s cordless business switch sys-
tem.

Thord Andersson

Freeset won the game

Freesel's spirit literally permeated the IT Week 93
in September at the Stockholm Fair in Alvsjo.

Four leading exhibitions participated during the
IT week: Computers/Offices/ Environments, Open
Systems/UNIX, Systems Development and Nordic
Telecom.

Ericsson was part of Nordic Telecom and showed
mobile telephone systems and MD110. One of the
fair's biggest attractions was the cordless Freeset,
which in Sweden is sold by Ericsson Paging
Systems AB (PRS).

Sales of Freeset began in eamest in April this
year. Already at the beginning of last year the first
customer installations were carried out. Several
customers are already extending their Freeset
plants now.

Lennart Nilsson, president of PRS, whom we
met at the stand, is happy with the results to date.

*We are selling more in Sweden than we planned
this year,” he says. “It is now a matter of idea sel-
ling, where we sell availability for customers. Free-
set is one method, pagers are another. The aim is to
achieve mobility.”

Among Freeset customers are Grand Hotel,
Digital, Astra and Alfa Laval.

“I have only positive visions of the future,” says
Lennart Nilsson. It means following up what we do
and seeing to it that we always have satisfied custo-
mers.”

Stockholm falr took Freeset

The fair's own Freeset
scope cosists of 32 radio
base stations. It covers
the considerable fair
grounds perfectly. The
idea behind this is that
exhibitors who want to
do so can use cordless
phones. This way you
avoid costly installation
costs and you get mobi-
lity. Laying cable for a
fair is very time-consu-
ming and calls for a lot
of planning.

The fair's Freeset
system works on the
CT3 standard. The full
system was still not rea-
dy for the IT week. But

some of the fair's own Press manager for the Stockholm
workers made good use fair, Maj-Britt Pella, is one of the
of the cordless phones, happy Freeset users at the Stock-

which are heard perfect- holm fair.
ly regardless of where you are.

If you look around you will see here and there some of the strate-

gically placed base stations.

Svenska Missan in Gothenburg is also investing in cordless com-

munications and has ordered a Freeset system.
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Mobitex
in the

White
House

On July 22 Steve Smith
was on site when cord-
less technology was de-
monstrated for President
Bill Clinton at the White
House. Steve is sales
manager at Ericsson GE
Wireless Computing
Division. Also at the de-
monstration were Vice
President Al Gore, Trade
Secretary Ron Brown
and a number of mem-
bers of Congress.

The demonstration sought to inform
government representatives about
the technology behind cordless com-
munications and its applicativons in

the fields of health care, education,
rescue services and what cordless
communications can mean for to-
morrow’s information services and
choice of workplace.

Ericsson portable Mobidem AT
was shown at a health care stand at
XcelleNet’s demonstration. Xcelle-
Net has developed software that
through Ericsson’s radio modem can
call up patient records cordless.
Among other exhibitors were IBM,
Hewlett Packard and AT&T.

President impressed
President Clinton spoke of the ad-
vantages of cordless technology in
the various areas of use. He felt that
the new methods could play a key
role in the future and lead to increa-
sed opportunities.

After his talk President Clinton
moved among those attending the

Sales manager Steven Smith shows the Mobidem for President Clinton.

demonstration. Steve Smith was the-
re and he took the occsion to show
the president a Mobidem and de-
monstrated cordless e-mail. He also
recounted how police in Des
Moines, lowa, used Mobitex as a
communications means during the

disastrous flooding in the summer.
The president thought it was fantas-
tic.

He himself tried the cordless tech-
nology by sending a message to Vice
President Al Gore with a request “to
stop the rain in Jowa.”

Steve wrote down his impression
of his visit to the White House in a
cordless e-mail message:

“I really feel that our cordless
technology in combination with po-
litics will bring us new business op-
portunities in the future.”

Coordinated purchasing

As Ericsson’s products become
more and more competitive the
demands on Purchasing increa-
se. Ericsson’s share in the fi-

nishing process is sinking eve-
ry year and for mobile telepho-
ne terminals it is now less than

10 percent.

“We must keep up with — or betier yet keep a
step ahead of — today’s technology level,” says
Business Area BR’s purchasing director, Jan
Tufvesson.

The biggest chance of influencing parts of a
project is at the start — before you make a num-
ber of detailed decisions.

“The best negotiating strength for Purchasing
is before you immerse yourself in certain techni-
cal solutions,” says Jan Tufvesson.

The complexity of components increases in
proportion as more functionbs are integrated in
the same component. This means that the de-
mand on suppliers’ competence increases, but it
also means that technicians, purchasers and sup-
pliers must collaborate more. Long-term rela-
tions with suppliers must be built up.

Negotiating strength is also influenced by
how much is ordered by respective suppliers.
The bigger the volume, the better the conditions.
It is therefore also important that in BR and
Ericsson purchasing from suppliers should be
coordinated. Some guiding principles that have
evolved for Purchasing are:

@ Strong central guiding ( for policies, suppli-

er agreements, coordination, rules and ethics).

® Early participation in project work.

@ Cross-functional collaboration.

@ Decentralized organization with local aut-

hority.
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ment Components Technology; Dick Hunter, purchasing manager at EGE, Lynchburg,
U.S.A.; Jan Tufvesson, purchasing director at BR, and Yoshi Kido, purchasing manager
at NRJ, Tokyo.

Large parts of BR’s purchasing have been de-
centralized for some years now and localized in
the various business units and factories. There is
still on the staff in Kista personnel for guiding,
for buying of consultant services, production
equipment, computers, etc., for import and ex-
port shipping.

“We have built up a strong central organiza-
tion but with a lot of freedom for the purchasing
function in the various business units to work
within our common frameworks,” explains Jan.

Purchasing work is driven in three areas:

@ Long-term strategy.

@ Projects.

® Production.

Work with long-term strategy is driven cross-
functionally and in collaboration with other bu-

siness units within Ericsson. This deals with as-
suring competence and technology concerns in
the future. Choice of collaboration partners and
important suppliers are part of this.

Coordinating

In projects, purchasers must help designers to
choose suppliers as well as seeing to it that the
necessary documents are available in time.

In production, Purchasing works with assu-
ring supply of material to factories, a fairly diffi-
cult task in the business climate in which BR is
working, with huge swings in forecasts and con-
stant introduction of new products.

There are local purchasers both in Sweden
and abroad. Altogether, some 25 purchasing
managers and Components Technology mana-

gers at BR meet twice a year to discuss strategi-
es, goals work methods, etc.

“It is a source of strength to know that collea-
gues in other purchasing units are striving in the
same direction and they have similar messages
for our suppliers,” says Jan.

In order to manage coordination of the
Purchasing function there are various groups
with representatives from interested purchasing
units. Thses groups are now in full swing in pre-
paring this year's negotiations for 1994 produc-
tion.

“With a common purchasing system, com-
mon data bases and software for negotiating
work, we have a good base to stand on,” says
Jan.

To reduce total costs they are working on try-
ing to reduce the number of suppliers. Today,
BR in Sweden has 1,700 suppliers. Of these
about 700 are suppliers to factories.

“This work demands close collaboration bet-
ween Technology, Production and Purchasing,
and such collabortaion has been going on for
years and is now starting to bear fruit.”

ERA and ECS in Sweden have during the first
half of this year ordered for about five billion
kronor. Material for factories account for about
2.3 billion and material and services for custo-
mer orders and development projects for about
2.7 billion.

“Itis a big challenge to live up to the expecta-
tions that we have of ourselves in Purchasing.
Harmony is ideal and there is a lot of evidence
among suppliers that we are a professional orga-
nization. We are working hard to constantly im-

prove.”
Helena Andersson
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Cummings and Theresa Rotter.
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A switch that works

at the university level

CSU in Long Beach —
a very happy customer

“When we had to buy a
new switch in 1985
Ericsson had the best
price and a product that
best met our demands,”
recalls Mary Ann Dase,
responsible for telecom-
munications at Califor-
nia State University in
Long Beach.

Today, eight years and three upgra-
dings later, they are still very happy
with their MD110 which has the la-
test version of software and among
many other finesses also has Voice
Mail and a Freeset addition.

The university is like a city in mi-
niature, whose campus covers an
area of more than one square kilo-
meter, There are 28,000 students and
3,000 employees spread out over 65
buildings.

They have their own post office,
their own computer network and te-
lecommunications system - yes,
even their own police force of 25
persons.

“Ericsson has really come through
with its experts to solve our commu-
nications problems,” says Mary Ann
Dase.

She says that many at the universi-
ty did not use all the services in their
telephone switch before but that
most people saw their phone as so-
mething where you picked up the re-
ceiver, got a tone and made an ordi-
nary call.

“But when we installed Voice
Mail with digital sound, many were
in love with the system and it opened
their eyes to new possibilities.”

Mary Ann Dase continues to fol-
low courses in how best to utilize the
MD’s capacity in various ways.

The latest upgrading to BC 6.0 ga-
ve a real boost and, she feels, made
the MD more reliable and improved
connection and sound quality in a
notable way.

Moreover they were able to con-
firm that tele costs have been very
stable during the course of the year —
over a period of eight years they ha-
ve had only one rate increase. And

all computer traffic runs very effecti-
vely.

“In the student dorms we had a
Centrex/GTE = subsystem, about
which we had a lot of complaints
about buzzing on the line. We chan-
ged this for Ericsson equipment and
the problem disappeared.”

The police also had GTE equip-
ment that did not always function

Janet Jones, who works with marketing communicatioas st Exicseon in
Cypress, helped with the visit to the university in Long Beach. Behind
the fountain is the administration building where the bulk of the MD is
placed.

perfectly and that therefore was re-
cently changed.

For the student dorms they setupa
group switch with five LIMs, and
Mary Ann feels that Ericsson did a
very fine job.

“Everything worked smoothly.
They worked on weekends so as to
disturb users as little as possible —
and it went just as well with the in-
stallation.

“All the promised schedule times
were held to during an eight-month
period, a good mark for the installa-
tion people,” she says.

First Freeset

The Freeset addition they bought
was Ericsson’s first in the U.S. It did
not take too long before the advanta-
ges of Freeset raised a few eye-
brows, so much so that they have
now ordered an extension.

“Through discussions with other
universities that bought other swit-
ches I know that none of them has a
more modern one than ours,” says
Mary Ann, who recently had a chan-
ce to tell colleagues about Freeset.

She is a member of ACUTA, the
Association of College and Univer-
sity Telecommunication Administ-
rators, which organizes an annual
congress and exhibition. They wan-
ted her to give a talk on her universi-
ty’s latest added products.

“It was a lot of fun, and during the
congress | also learned a lot about
speech and data processing,” says a
happy smiling Mary Ann Dase, who
also contributes with user opinions
to Enicsson’s TQM work.

“Twice a year we gather in a user
group and discuss positive aspects,
problems and other issues that need
to be studied for the future,” she
concludes.

Alf Ost

Freeset
cited as
“product

of the year”

“For an interesting
technical product with
cordless telephony as
a means for achieving
greater freedom and
accessibility in combi-
nation with simplified
installation.”

So read the reason for citing
Freeset as product of the year.
This came in a contest staged by a
user organization for offices and
computers, Kontorsforum.

For the first time the telecom
branch also participated in the
contest, which also covered office
interiors and office materials.

“1 was very surprised,” says
Lennart Nilsson, “but also quite
happy that precisely a user organi-
zation honored us. We always fo-
cus on what the product can do for
customers. A happy customer is
the best advertising.”

Flowers and a diploma were
handed out to Lennart Nilsson
by the chairman of Kontors-
forum, Leif Orum.

Erica joins
the Royal Air
Force, RAF

The new sensor system
Erica, mostly used in fire
alarm applications, is
now gradually introduced
in the market.

A first order of high strategic signifi-
cance has been signed by the RAF.
RAF will use Erica to protect two big
hangars at Athens, Wales. The order
was won by Ericsson Ltd, the british
MLC.

Installations will start immediate-
ly and the system will be in operation
by year end.

The agreement with Royal Air
Force was settled first after very hard
testing of the Erica system.

The trials were carried out at full
scale in a building belonging to the
Ministry of Defence at Bicester near
Oxford. The deal could not be settled
before approval by the ministry.

“The Erica trials at the Ministry
of Defence are the most comprehen-
sive after the tunnel tests in
Switzerland, carried out in collabo-
ration with the company Cerberus
more than ayear ago”, says Bengt
Carlstrém, product manager for
Erica at Ericsson Business Net-
works.

The trials showed that Erica can
meet very high requirements.
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Baton passes to
Ericsson in relay

This year’'s version of the
Lidingo relay was staged in bril-
liant fall colors and dazzling
sun. For the sixth year in a row
- and with a full 25 starting te-
ams - Ericsson Radio Systems
AB from Mjardevi (Linkoping)
took part in the huge folk festi-
vities in Lidingo.

What began in 1988 as a small group of friends
joining in the Liding® relay has grown into an
annual tradition that engages all of Ericsson
Radio Systems in Mjirdevi.

This year the number of teams from
Mjérdevi was a record. No other company mat-
ched the number of teams that took part this “\CONA /
year. Men and women, young and old, a lot or
little trained — all types were represented. With ; 1
about a hundred starting in the 25 teams, one- .'.l, O
third of the total work force in Mjdrdevi parti- -

Well-earned

In all there’ were 937 registered teams for this
year's Liding6 relay. The race was staged to-
gether with the junior contests a day before the
big Lidingd Run, Sweden’s biggest road race.

“We also had a few runners there and for
them Saturday’s relay was a good warmup,”
says Sture Berg, the driving force behind the
local sports organization and organizer of
Mijérdevi’'s relay trips.

Some of the participants took their families
along with them and as soon as all the teams
had passed the finishing line the two rented bu-
ses headed for Djurgirden and the Godthem
restaurant. There the day was rounded off with
a hearty and well-earned meal for the entire re-
lay team, including their many supporters.

At Ericsson Radio Systems AB in Mjirdevi
they work with software development for mo-
bile telephony. At the moment they are partici-
pating in two of the three large projects with
digital standards for the Japanese (PDC) and
European (GSM) markets. In addition sections
of Mjirdevi work on development projects in
collaboration with Ellemtel.

Since the start seven years ago they have
grown from a mere handful to about 350 em-
ployees. There are a lot of female technicians
and more than one-third of the employees are
women.

Contacts with the Institute of Technology in
Link&ping are solid and development work is
also done with other software companies,
among them the Ericsson-owned EPA Data in

team in their yellow T-shirts and caps
Karlskrona and Hissleholm. of this year's Lidingd relay. warm up for the race in the san.

LINE

LARS-GORAN HEDIN

A day we l
never forget

fter more than twelve month’s of
tension, the weight was lified for us
Corporate Relations . It will be a
long time before we ever forget Wednesday
afternoon, September 22. Phones were
ringing everywhere. A news flash had sent
out the message that the three captive Erics-
son employees in Abu Ghraib prison in
Bagdad were being released. And just a
couple of hours later it was clear that Chris-
ter, Leif and Stefan were out of prison.
The mass media was all over. Those in
the proximity of our department that after-
noon had no reason to doubt events. Every-
one wanted to know if it was true that the
guys had been released, then they wanted to
interview the families, Ericsson people, etc.
In this situation it is fortunate that the in-
formation manager has three mobile pho-
nes in his car, in case he is not reachable in
his office. And that Ericsson’s own switch-
board at head office (HF) is well equipped
with incoming lines and clever operators.

t took a few hectic days, before calm re-
turned. For it is also true what they say
news: It has a very short lifespan.

It was thought that the three ex-captives
would enjoy a little vacation with their fa-
mily. But so strong was their desire for a
normal life again, that within a couple of
days they were already discussing their co-
ming job assignments and went to ERA to
talk about work.

The Ericsson crisis group could breathe
easily. More than a year of intensive efforts
was over. Here too, creative abilities were
tested to their limits. No stone was left un-
turned in the bid to rescue our colleagues .

ow, when we can have a little per-

spective on the whole affair, [ can’t

help but making the obvious reflec-
tion: what a fantastic asset the crisis group
must be for all of us here at Ericsson.

I am not thinking about the enormous PR
value that lies in Ericsson’s manner of
handling the crisis situation — every Swede
knows that Ericsson stands up for employ-
ees that get into difficulties. But I am thin-
king of what it means for all of us as indivi-
dual employees. Although only a few of the
70,000 of us work in risky desert territory,
thm:nmyofuwhoumpmumy

again. The streets of Moscow were on the
brink of civil war and in the city there were

Indeed, we live in a world where for-
ward-looking companies cannot manage
without a crisis group.




