
Client profile
Henkel is an international company 
that develops leading innovations, 
brands and technologies in three 
business areas: Adhesive Technologies, 
Beauty Care and Laundry & Home Care.

Henkel employs more than 
50,000 workers worldwide – a 
motivated and very diverse team 
united by a strong corporate culture 
and the shared objective of achieving 
sustainable value for customers, 
people and society.

Summary
As part of its digital transformation strategy, Henkel decided 
to modernize its communications environment. After Skype for 
Business replaced the company’s existing telephone system, the 
next step was to switch to Microsoft Teams. The solution combines 
chat, files, audio/video meetings and calls in a common user 
experience across devices to meet the needs of a global organization 
with multiple business divisions and diverse locations. Thanks to carrier 
and telephony services from NTT DATA, Henkel now benefits from a 
state-of-the-art network architecture with global coverage and 
a flexible pricing structure.

Worldwide coverage, a transparent 
cost structure and customized services 
made the difference for us in taking 
the next step in modernizing our 
communication system with NTT DATA. 
As our long-standing IT partner, NTT 
DATA also knows our infrastructure. 
This greatly simplified the migration.
Dirk Lehmann, Head of Audio/Video Services, Henkel
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Henkel connects its 
employees around the world 
with cloud telephony

Which technologies
•	 Cloud Telephony with Microsoft 

Teams 

•	 Direct Routing as a Service

Which services
•	 Consulting Services

•	 Technology Infrastructure Services

•	 Managed IT Services

Which partners
•	 Microsoft
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Business need
Modern working environments need modern 
communication solutions
Traditional telephone systems quickly reach their limits 
in the digital working world. Employees sit in the office, 
work from home, travel or meet with customers. If the 
desk phone, the smartphone and the Teams client ring 
independentely, employees have to keep an eye on different 
voice channels, which is neither efficient nor productive. 
Seamless communication is essential. 

This was a challenge that Henkel also faced. As part of its 
strategy, the Group promotes digitalization in all areas 
and is a pioneer in adopting new technologies. A few years 
ago, Henkel converted its outdated telephony environment 
to Skype for Business. When the contract expired, they 
looked for a modern communications solution that met the 
needs of a global organization. As part of the realignment, 
the existing infrastructure needed to be consolidated 
and centralized. Previously, a dedicated Session Border 
Controller (SBC) was required at each location. This is used 
in Voice-over-IP networks to control the signaling and media 
streams involved in setting up, executing, and terminating 
phone calls. Another goal was to consolidate the numerous 
telecoms providers into a single provider to simplify the 
management of global communication and to achieve 
cost benefits. Due to the complexity of implementing 
new telephony solutions – from modernizing networks, 
complying with regulations to integrating legacy systems – 
an IT partner was needed who had not only global coverage, 
but also the necessary experience. 

“The traditional desk model is becoming obsolete – 
employees today must be able to work from anywhere. 
Large companies, with locations worldwide, rely on 
maximum flexibility for communication,” says Dirk Lehmann, 
Head of Audio/Video Services at Henkel, describing their 
initial situation.

Solution
NTT DATA cloud telephony with Microsoft Teams 
is the answer to all challenges
To achieve the necessary flexibility, Henkel decided on 
cloud telephony via Microsoft Teams. This allows users of 
Microsoft Teams to establish a Public Switched Telephone 
Network (PSTN) connection so that they can make and 
receive internal and external calls from any device running 
Teams. The necessary cloud infrastructure is provided by the 
service provider. Compared to other structures, this solution 
offers significant advantages, especially for large companies 
with numerous locations: greater flexibility, broad 
geographic coverage, lower rates and customized support. 

As a long-standing IT partner of Henkel, who has part of 
Henkel’s modernization activities, NTT DATA chosen to 
deliver this service. We implemented Microsoft Teams 
telephony for Henkel in more than 30 countries via our 
global backbone network. Telephony at all other locations 
and in countries that can’t be serviced by us from the cloud 
for regulatory reasons is connected using Session Border 
Controllers and Direct Routing.  
Where Henkel used to have to negotiate rates with the 
respective telecoms provider in each country making cost 
optimization was difficult to implement. 

The traditional desk model 
is becoming obsolete – employees 
today must be able to work 
from anywhere. Large companies 
in particular with locations 
worldwide rely on maximum 
flexibility for communication. 
We have achieved this flexibility 
with the help of NTT DATA 
cloud telephony, using 
Microsoft Teams.
Dirk Lehmann, Head of Audio/Video Services, Henkel
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Thanks to the economies of scale offered by our Tier-1 
network, a suitable rate for the respective caller behavior 
can now be selected at optimum terms. Usage data is 
provided via a central dashboard, which can be used 
to assign the calling plans. Individual services to match 
the specific features of the existing infrastructure are an 
additional benefit. At Henkel, we implemented a hybrid 
approach to enable the integration of traditional systems, 
such as any fax solutions still required or emergency 
systems in the factories, into the cloud solution. 

For the operation of key IT infrastructure, Henkel have 
adopted an outsourcing strategy, with the company’s in-
house experts optimizing operations in close coordination 
with external partners. In the case of the telephony solution, 
Henkel now benefits from a 24x7 service, which would be 
very costly to accomplish with internal resources. 

“With the service from NTT DATA, we have access to state-
of-the-art network architecture with global coverage and 
a flexible price structure,” says Dirk Lehmann, Head of 
Audio/Video Services at Henkel. “Worldwide coverage, a 
transparent cost structure and customized services were the 
deciding factors for us in taking next step in modernizing 
our communications system with NTT DATA. As our long-
standing IT partner, NTT DATA also knows our infrastructure. 
This greatly simplified the migration.”  

Outcomes
More flexibility at lower cost
By switching to Microsoft Teams, Henkel has simplified 
its communication across the organization. The company 
is now able to communicate seamlessly with customers, 
partners and colleagues around the world – anywhere and 
at any time. This has led to increased employee satisfaction 
and productivity. By outsourcing operations to NTT DATA, 
the Group also benefits from a rapid return on investment 
and has more time for business-related innovations.

More efficient communication
Employees can make and receive calls with any Teams-
compatible device, regardless of where they are. Functions, 
such as forwarding or recording calls increase efficiency.  

Flexible scaling
Traditional systems are limited in terms of the number of 
external telephone lines or even the number of internal 
terminal devices. Cloud telephony offers virtually limitless 
scalability. In the event of an expansion or relocation, the 
company can adapt quickly and scale flexibly. Thanks to the 
global connectivity solution, Henkel is no longer forced to 
use different solutions and tools from different providers.

Simple management
A standardized platform for global communication is much 
easier to manage. Call options can be controlled, users 
added, or settings changed via the central dashboard, 
greatly reducing complexity.

Lower cost
Instead of maintaining an oversized communication 
infrastructure for potential peak loads the cost of telephony 
via Teams is much lower. This allows them to look at 
leveraging Operator Connect in the future.

Operator Connect also enables economies of scale through 
a consolidated carrier and provides the team with full cost 
visibility at all times via the dashboard.

The first pilot of Operator Connect has already been 
successfully concluded.

Learn more about NTT DATA
services.global.ntt
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