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Mountain View software firm
upgrades collaboration tool

BY KEN SPENCER BROWN
ksbrown@bizjoumnals.com

Mountain View-based ePeople hopes
to put its stamp on the customer-rela-
tionship management market with a sys-
tem that blends it with another hot soft-
ware concept: collaboration.

The 70-person company has launched
version 3.0 of its Service Network appli-
cation, a product designed to help com-
panies close deals, solve problems and
provide other customer support more ef-
ficiently by allowing people inside and
outside of the firm to work together.

Anthony Lye, ePeople’s CEQO, says he’s
putting a twist on customer-relationship
management, but adds that it’s a logical
way to use collaborative software for ar-
eas other than manufacturing, where
the concept is commonly used now.

“If it’s not done correctly, a collabora-
tion system looks like a schoolyard play-
ground,” Mr. Lye says. “Everyone’s sort
of hanging out and no one’s ever getting
anything done.”

Rather than focusing just on methods
of collaboration — such as e-mail, Web
bulletin boards and instant messaging —
Service Network focuses on individual
customer support cases and getting the
right people together. It creates ad-hoc
teams of support workers and stores
their e-mails, Web messages and instant
messages into packages centered on a
particular customer problem or sales

pitch. When employees from the support
teams log onto the system, they see all
the communication among other team
members. They also can see which team
members are online at the moment.

The system makes inviting other ex-
perts into the discussion as easy as send-
ing an e-mail or searching a directory of
specialists for the right person.

The result, Mr. Lye says, is quicker res-
olutions of issues, faster sales and hap-
pier customers. The idea is to enhance,
not replace traditional systems. The
company counts Siebel Systems Inc., Or-
acle Corp. and PeopleSoft as partners.

Some industry observers say they're
impressed with the system.

“Because of the increasing complexity
of enterprise technology deployment,
resolving support issues frequently re-
quires multiple people with differing
specialties, often involving cross-vendor
cooperation,” says Bill Rose, founder
and executive director of the Service
and Support Professional Association, a
customer-service trade group.

Companies using the software include
Adobe Systems Inc., Openwave Systems
Inc. and Oracle Corp.

The privately held ePeople is not yet
profitable, but it has attracted money
from investors that include Redpoint
Ventures, Menlo Ventures, and CNet.
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