
 

 

 

 

press release 
Barcelona, 16 February 2010 

Orange launches ‘Expert Assistance’ – providing dedicated and specialist assistance 
to new smartphone customers 

• The Orange “Expert Assistance” service includes specialist customer service representatives 
who will provide personalised care and support to help smartphone customers  

• As part of this dedicated support, Expert Assistance will also provide “remote assistance”, 
allowing agents to connect over the network to customer’s devices to solve issues, just like an 
IT help desk  

• Expert Assistance, part of the Orange Care portfolio of after sales care services, 
revolutionises customer care and support to ensure that customer’s needs are met and 
exceeded throughout their lifetime with Orange   

To enable customers to get the best from their mobile experience and revolutionise the way customer 
care and support is delivered to customers, Orange today launched a new service specifically to help 
new smartphone customers. Orange’s ‘Expert Assistance’1 service provides tailored support services 
to make a customer’s smartphone experience as easy and enjoyable as possible. This chargeable, 
dedicated hotline assistance will also include a remote assistance service which allows orange agents 
to remotely connect to a customer’s device and offer real-time, technical set-up and support.  

The expert assistance service will be staffed by specialist customer service representatives who can 
offer telephone guidance and answer queries, such as how to set up web and email access, how to 
synchroniseand back-up a device and how to connect accessories. Orange continues to offer free 
and inclusive support to customers through standard customer service centres and the Orange portal. 
The chargeable expert assistance service is opt-in for new smartphone users who would prefer to pay 
for the convenience and ease of having dedicated support for their smartphone needs.  

The service will be available as an Orange Care package to smart phone customers or provided on a 
per call or per act basis. Specific launch timings and pricing structures will be confirmed as the service 
rolls out in each market. Launching in Q2 2010, the service will be available in France, Switzerland, 
UK, Poland, Slovakia, Spain, Romania, Moldova and Belgium.  

Orange experts will also be able to connect directly to a customer’s device – in the same way that IT 
helpdesks can remotely control a PC to solve performance issues – offering real-time, hands on help 
to customers. Customers are sent an SMS text message, allowing them to download a small applet to 
the device.  Once this is accepted by the customer, the Orange Care technician can connect directly 
to the device. The Remote Assistance service is being launched first in France, Poland, Spain, 
Romania, Moldova and Slovakia with other countries to follow. 

Olaf Swantee, senior executive vice president of Orange’s global mobile business, comments, “With 
the rise of the smart phone, the mobile marketplace has changed.  We now have over 30 touchscreen 
devices in our portfolio. Orange Care aims to provide support in such a way that is easiest for the 
customer.  With Expert Assistance and Remote Assistance, we continue to revolutionise our Orange 

                                                            
1 The Orange Care Expert Assistance service is an umbrella term to describe the expert assistance hotline service, which may 
be branded under a different name based on local market requirements.  



 

 

 

 

Care portfolio of customer care services to ensure that we help our customers enjoy and get the most 
from their new mobile internet experience.”  

Smartphone devices in Western Europe are expected to reach above 40% of all mobile sales in 
20132. The Expert Assistance programme supports this growth and reflects Orange’s commitment to 
deliver innovative services that ensures all of its customers have access to the best possible mobile 
experience.  

 
About Orange 
Orange is the key brand of France Telecom, one of the world’s leading telecommunications operators. With 126 million 
customers, the Orange brand now covers Internet, television and mobile services in the majority of countries where the Group 
operates. At the end of 2008, France Telecom had consolidated sales of 53.5 billion euros (38.1 billion euros for the first nine 
months of 2009) and at 30 September 2009, the Group had a customer base of almost 190 million customers in 32 countries. 
These include 128.8 million mobile customers and 13.4 million broadband Internet (ADSL) customers worldwide. Orange is the 
number three mobile operator and the number two provider of broadband Internet services in Europe and, under the brand 
Orange Business Services, is one of the world leaders in providing telecommunication services to multinational companies.  
The Group's strategy, which is characterized by a strong focus on innovation, convergence and effective cost management, 
aims to establish Orange as an integrated operator and benchmark for new telecommunications services in Europe. Today the 
Group remains focused on its core activities as a network operator, while working to develop its position in new growth 
activities. To meet customer expectations, the Group strives to provide products and services that are simple and user-friendly, 
while maintaining a sustainable and responsible business model that can be adapted to the requirements of a fast-paced and 
changing eco-system. 
France Telecom (NYSE:FTE) is listed on Euronext Paris (compartment A) and on the New York Stock Exchange. 
For more information: www.orange.com, www.francetelecom.com, www.orange-business.com 
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2 Source: Strategy Analytics Handset Forecasts September 2009 


