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Self-learning systems 
think along with people 

Another step in the data age: computers analyze not only customers’ questions but their 
emotions as well. Businesses that want to survive in the long term have to get to work with 
‘living,’ predictive data. The success of a business will be determined by its view of AI.  

Dossier
Artificial intelligence 
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Things that were once science fiction are now within reach. What’s 
more, many businesses are already using artificial intelligence. 
Does that mean the computer is definitively taking over from peo-
ple? Things haven’t gone that far. But smart, predictive analysis of 
large quantities of data does make it a lot easier for people to make 
the right decisions. Ultimately it always comes down to providing 
a better service.

Data are the raw material of the artificial intelligence story. And 
this in itself poses a major challenge. A lot of data are kept in 
so-called silos, strictly separated from the other departments of 
the company. Combining data from various departments often 
results in a different view of things. And what if we combine and 
compare data from various companies and sectors? This holds the 
key to all sorts of new business models, with artificial intelligence 
playing a leading role.

The business world is still not sufficiently aware of the possibilities 
of artificial intelligence. And there remains a great deal of work to 
be done to remove the partitions between the data silos. Read on 
to find out more about the opportunities this will create.

Happy reading!

–  Bart Van Den Meersche 
Chief Enterprise Market Officer  

Enterprise Business Unit Proximus

Trends

Artificial intelligence  
brings data cross-fertilization

AI cuts costs 
by 40%

By 2020, artificial intelligence and 
machine learning will bring down 
operational management costs 
by 30–40%. Automation enables 
significant cost savings and process 
optimization. For example, algo-
rithms to predict precise capacity 
requirements or prevent system 
errors – even before they occur – 
are on the way. 

75% of spending 
on third-platform 
computing

After the first (the mainframe) 
and the second (client-server) 
 computing platforms, by 2019, 
75% of all IT spending will be on 
third-platform computing. The 
cloud, social, mobile, big data, the 
Internet of Things, robotics and 3D 
printing have become indispensable. 
By 2019, this type of technology is 
expected to account for around 
three-quarters of all IT spending. 

Data exchange 
via APIs

By 2019, application programming 
interfaces (APIs) will be the pri-
mary mechanism for all direct data 
exchanges. As more intelligence 
is more frequently added to sys-
tems, processes and applications, 
the need for data, analytical mod-
els and algorithms from reliable 
sources is growing. REST APIs offer 
choice for digital transformation in 
both public and internal contexts. 

Welcome

-40%
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Origami airplanes 
Industrial engineers at Otherlab, an R&D lab in San Francisco, have developed the world’s 
most advanced industrial airplanes. The airplanes, made of cardboard, are largely biode-
gradable and easy to transport. They are the ideal means of carrying blood, vaccines, etc. to 
areas that are difficult to reach. The airplanes have no engine and therefore have to be laun-
ched using a drone or a C-130, for example. Thanks to a small onboard computer and sensors 
(see picture next to the text), the precise destination of the airplanes can be preprogrammed. 

SPOTTED | Industrial airplanes made of paper

4 April 2017
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intelligence
Head of Enterprise Innovation at 
Proximus Jan Sonck talks about 
how AI is creating new business 
models, 4 managers discuss the 
opportunities of self-delivery 
systems, and expert Philippe 
Van Impe, founder of the Brussels 
Data Science Community, 
talks about the evolution and 
future of data.
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Giles Daoust, Managing 
Director of Daoust 
“ It is very rewarding to be in the 
company of business leaders and 
talk about complex issues such 
as digital transformation and 
servicing.”

“ Via the Digikot platform, the 
docker can start work immediately 
without reporting in person.”  
Filip Matton,  
organization consultant and 
IT Director at Cepa

DOSSIER

IN PRACTICE

CUSTOMER EXPERIENCE
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 Personal   Kenneth Eeckeman has been pas-
sionate about IT from the start. He constantly 
tries to find the right balance between his job, 
his family life – with two daughters – and his 
music.  Career  Kenneth Eeckeman studied 
criminology at university but his passion for IT 
grew at the same time. Because technology 
was still in its infancy then, in his first job 
he was also given IT tasks to do. After this, 
he worked for Siemens as a consultant for 
about 10 years, collaborating on major pro-
jects. After five years as IT Manager at KaHo 
Sint-Lieven university college, he has now 
worked at the WIV for almost three years. 
 Company  The SIP (Scientific Institute for 
Public Health) has been supporting the 
public health policy and policy making of 
the federal government with innovative 
research, analyses, supervision and expert 
advice for 112 years. The organization has 
a workforce of 850 people.

Kenneth Eeckeman       
IT manager at SIP

“ My immediate team 
members know me well 
because I have a very 
open way of working.”

Who would you like to sit next to in an airplane 
and what would you like to ask him or her?
Edward Snowden. I would like to ask him to 
tell us everything he has exposed, because I’m 
sure we only know the tip of the iceberg.

What don’t your colleagues know about you?
My immediate team members know me well because I 
have a very open way of working. Colleagues in other 
services may perhaps not know that I make music. I record 
CDs in my own music studio and I give concerts, too. 

You couldn’t last a day without ...?
Côte d’Or chocolate, I can’t do without that. I don’t drink 
alcohol and I don’t smoke, but chocolate is my weak point.

How would you describe your job? 
For me, my current job is the ideal combination of a substantial 
portion of ‘people management,’ strategic working and 
computerization. These three together create a varied whole 
where I can indulge my creative side in devising business 
solutions. For me it is not just a job, but a real passion.

Which (IT) book would you recommend to everyone?
I find Helena Blavatsky’s books, ‘The Secret Doctrine’ 
for instance, fascinating. It’s fairly complex to read, 
with theosophical insights into the universe.

What do you consider the most important 
invention of the past 20 years?
The combination of 3D, genetics and virtual reality with 
pioneering technology is revolutionary for the world 
of medicine. From that point of view, the cyber age has 
started without us realizing it. For instance, it is now 
possible to implant chips in people or give them robotic 
arms that can significantly improve their quality of life. 

You can choose: your staff can work at home or be with 
you at the office? As a manager, which do you prefer?
Here at the SIP we have a very flexible home-working 
arrangement. Personally, I still think that direct interaction 
with colleagues is very important. Of course, with the 
right tools you can work from a distance without any 
problem, but not everyone can deal with that and a lot 
of people miss the social aspect if they work at home. So 
it all depends on the person, the job and the abilities. 

TALKING HEADS | Seven questions for Kenneth Eeckeman, IT Manager at the Scientific Institute for Public Health (SIP)

6 April  2017



What do you need to know 
about the new roaming rates?
Roam Like at Home, 
RLaH for short, is 
the new European 
Union regulation 
for roaming rates. 
From 15 June 2017, 
we will be able 
to call, send texts 
and browse the 
Internet on mobile 
devices at national 
rates. What impact 
will RLaH have on 
your organization 
and what can you 
do to roam as 
advantageously as 
possible?

First of all, roaming will not 
disappear on 15 June. In technical 
terms, roaming will continue 
to exist, including within the 

European Union: when you are abroad, 
you use the network of the operator in 
the country you are in. The big difference 
is that you and your staff in European 
Union countries can call and browse 
online using mobile devices, at your 
national rate. So all agreed rates and any 
customized discounts included in your 
contract will apply throughout the EU. 

Adjusting the bundle volume 
This does mean that from now on, you 
will use call minutes or data volume 
from your Belgian package while you 
are abroad. So from 15 June it will be 
more advantageous to upgrade the 
national bundles in your organization, 
particularly if your staff often travel to 
other EU countries.

Contact your account manager or go to  
www.proximus.be/roaming for the current 
roaming rates.

More info

Worth remembering 
•  When roaming in the European Union, 

you pay the rates from your national 
package

•  RLaH is only valid for EU countries
•  It may be worthwhile adjusting your 

rates package
•  The over-bundle limit set as standard 

continues to protect you

What about outside Europe?
There are still separate roaming rates 
for non-European Union countries. Are 
you driving to Italy via Switzerland this 
summer? Don’t forget that Switzerland 
is not in the EU and the roaming rates 
are higher there. Attractive roaming 
options are still available to cover 
non-EU countries.

Safe usage limit
Proximus makes sure that you can go 
over your rate bundle by a maximum 
of €50 nationally and a maximum 
of €50 abroad. This protection is set 
as standard for every mobile phone 
number. Users are free to switch off 
this setting.

www.proximus.be/one 7

SOLUTION  |  Calling, sending texts and browsing the Internet on mobile devices at national rates  
thanks to Roam Like at Home



Security means
anticipating

Ruud Endeveld 
began his career at Agora in France,  
in sales. In 2000, he moved to the head 
office in Belgium. Since then, he has been 
the group’s IT manager.

8 April  2017

IN PRACTICE | Agora is wholesaler in flowers and teaches coworkers to deal with the dangers of cybercrime 



Paying for purchases, planning 
transport, receiving orders: 

without hack-resistant operating 
systems, Agora’s business would 

grind to a halt. But hackers are 
becoming increasingly ingenious. 

So, for Agora, the security 
challenge is clear: to always stay 

a step ahead of the bad guys.

Agora is Belgium’s biggest wholesaler 
of flowers, plants and accessories 
for florists and garden centers. From 
the head office in Kontich, the family 

business runs another five sites in Belgium, 19 
in France, three in the Netherlands and one in 
Italy. The group has upwards of 500 staff and 
is the leader in its market segment in Belgium 
and France. “IT is essential for our business,” 
says IT manager Ruud Endeveld. Because fresh 
flowers lose their market value very quickly, for 
the company it’s a question of getting them from 
the grower to the florist as quickly as possible. 
“Buying and identifying products, planning, selling 
via the e-shop and logistics all rely on systems 
that have to be available all the time.” Agora has 
developed most of its applications itself and they 
run in high-availability clusters in the Proximus 
datacenters. “We opt for double redundancy 
here,” Endeveld explains.“Our IT environment is 
duplicated in the datacenter and everything is 
replicated once again in a second datacenter.”

Smart hackers, smarter security
Precisely because IT is so critical for the 
business, Agora pays extra attention to security. 
“Traditional security is no longer enough today,” 
Endeveld argues. “Hackers are becoming smarter 
and smarter and the attacks they launch are 
increasingly sophisticated.” Agora finds an 
appropriate response with security solutions in line 
with their needs for high availability, load balancing 
and SSL termination, among other things. For 
instance, the webshop uses the https protocol, 
which means that all the data traffic is encrypted. 
The centralized SSL termination guarantees 
that this encryption remains efficient and can be 
done in a high-performance, manageable way. 
“What is more, security is organized in various 
layers. A visitor to the e-shop first has to go 
through an external firewall. Then an internal 
firewall provides a second layer of protection. 
The productivity and security of staff are further 
guaranteed by an intelligent web filter and an 
effective antivirus solution, among other things.” 

Agora is a wholesaler for 
professional florists and 
garden centers. The company 
specializes in flowers, plants 
and accessories. Agora has 
upwards of 500 staff spread 
over 29 sites in Belgium, 
France, the Netherlands 
and Italy.

9www.proximus.be/one



Focus on core tasks
“But security is more than protection 
against attacks from outside,” Endeveld 
goes on. “The human aspect is just as 
important – and this is often the biggest 
challenge. It’s still vital to point out 
possible dangers to staff and to teach 
them how to deal with them.” At the 
same time, Agora does not see it as a 
core task to develop internal expertise in 
IT security. “First and foremost, we are 
a wholesaler, not an IT company. That’s 
precisely why we have outsourced the 
practical side of the IT infrastructure,  
IT management and IT security.” With its 
small IT team, Agora does not have the 
capacity to follow up and apply every 
development in the field of security. 
“That, too, is a role that Proximus takes 
on,” Endeveld says. “Proximus provides 
advice on solutions that we may only 
have discovered later on – if at all. 
For instance, at the moment we are 
looking at Web Application Firewall 
and Advanced Threat Protection 
solutions to stay one step ahead of the 
hackers all the time. Together we are 
stronger. So as regards data security, 
we are always one step ahead.”

Would you like to appear in One? 
Contact your account manager or go to 
www.proximus.be/one

More info

Business benefits
•  Reliable, always available and a 

secure IT environment
•  Keeping up with developments in  

IT security so as to stay a step ahead 
of cybercriminals

•  Security as a Service, in line with the 
company’s needs

“ Traditional security is no longer 
enough today. Hackers are 
becoming smarter and smarter. 
It’s a case of always staying a 
step ahead in terms of security.”

10 April  2017



Digital transformation  
in practice
Digital transformation is 
undoubtedly one of the 
buzzwords of 2016, on a par 
with IoT, big data or SDN 
(software defined networks). 
Computing, telecommunication 
and media are coming together 
in one digital environment. How 
do you address this?

 “B usinesses today are engaged 
in digital transformation,” 
says Johan De Belie, Business 
Development Manager at 

Proximus. “They are looking at how 
to tackle the new (digital) economy, 
the extension of the touchpoints for 
customer communication and business 
processes. And that in combination 
with the new way of working and the 
evolved communication needs of their 
own employees.” Businesses are faced 
with new ways of collaborating, new 
technologies and the cloud. 

Missing links   
“In the long run, the cloud and IP will 
simplify a great many things, but in the 
short term we have to look at questions 
like: How do you guarantee the quality of 
phone conversations if your broadband is 
also being used for videoconferencing? 
How do you integrate mobile telephony 
without being dependent on mobile data 
and smartphone apps? What do you do 
with applications like operator consoles, 
contact centers, fax servers, legacy video 
platforms, privacy and data regulation?” 
says Johan De Belie. “Yet we already 
have the missing links, the ‘glue’ between 
the components for solutions such as 
fixed and mobile network convergence. 
And fixed and mobile connectivity can 
also be provided to guarantee the best 

user experience for telephony, video and 
other methods of communication. And 
that can be done regardless of whether 
a business is working via the traditional 
on-site architecture, a full cloud or 
a hybrid set-up.”

Battles in the collaboration arena 
In addition, there are two ongoing battles 
in the collaboration arena, driven by the 
buzzword ‘co-creation’. The first battle is 
taking place in boardrooms and meeting 
rooms and concerns how to better 
integrate the physical work stations 
(meeting rooms, including whiteboards, 
flipcharts, etc.) and digital solutions such 
as web and/or video conferencing. Both 
Microsoft (with Hub and MRS) and Cisco 
(with Cisco Spark Board) have come up 
with innovative solutions for this. The 

second battle is between e-mail and 
contextual messaging or collaboration 
applications. Tools like Slack, Jive, Spark, 
Teams and Circuit are mushrooming. 
In parallel CRM-ERP packets offer 
embedded communication tools (e.g. 
Salesforce Chatter). Any initiative that 
relieves the burden on our inbox is to be 
applauded, as long as the alternative 
doesn’t signal the uncontrolled growth of 
various other tools. 

Contact your account manager or go to 
www.proximus.be/collaboration 

More info

1
Type of 

communication 
solution   

2
Roll-out and 

servicing 
model 

3
Migration 
scenario 

Analyze which 
employees 
need which 

communication tool 
in order to do their 

job. 

Work out which 
competencies, 

know-how, 
platforms and 

data have to stay 
in-house.

Make a migration 
scenario that lists 
the deadlines and 

the steps to be 
taken. 

How do you address the issue of digital communication?
The correct answer depends on three parameters

www.proximus.be/one 11
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Camera shield   
helps smart cops
Automatic number plate 
recognition cameras register 
every vehicle that enters 
the Puyenbroeck region 
police zone. The cameras do 
not just have a preventive 
effect. Analyzing the data 
also contributes to police 
investigations. “We advocate 
deploying technical means 
that help us with our work,” 
says acting Superintendent 
Koen Van Poucke.

The Puyenbroeck region police 
zone covers the East Flanders 
municipalities of Lochristi, 
Moerbeke, Wachtebeke and 

Zelzate. In 2014, the police equipped 
an unmarked car with an automatic 
number plate recognition (ANPR) 
camera. This was the start of a wider 
project using this method. “Later that 
year we set up a digital HGV lock in 
Zelzate,” acting superintendent Koen 
Van Poucke explains. With this solution, 
the police successfully keep heavy 
through traffic away from the center 
of the municipality. “ANPR cameras 
have been installed at two locations. 
We use height sensors to record the 
heavy traffic. We can identify offenders 
who drive through the restricted zone 
without a permit afterwards, using 
the number plate recognition.”

Innovation ensures security
The positive experience with ANPR 
prompted the police zone to further 
extend the use of this technology. “We 
advocate deploying technical means 
that help us with our work,” says Koen 
Van Poucke. “In that context, I like to talk 
about smart cops. We use innovation 
to make society safer.” In collaboration 
with Proximus, the police rolled out a 
camera shield in the four municipalities 
in the Puyenbroeck region police zone. 
“A wave of burglaries in a business 
park was the trigger. We soon decided 
not just to protect the business park 
with cameras, but to roll out the ANPR 
principle throughout the police zone.”

Useful information
In practical terms, Proximus installed 
11 poles fitted with a total of 21 
cameras. Except in one location, each 
of the camera poles has a surveillance 

camera and an ANPR camera. “The 
cameras have a preventive effect,” says 
Koen Van Poucke. “Criminals avoid 
places where there are cameras.”  
In addition, the automatic registration 
of number plates assists the police 
with their work. The police zone 
records about 3 million passing 
vehicles per month. “This big data 
contains information that helps us find 
stolen vehicles or missing persons. 
Registering number plates is also useful 
in the fight against roaming groups 
of offenders, or to detect uninsured 
drivers and non-approved vehicles.”

Real time interventions
The Puyenbroeck region police zone 
adopts a very targeted approach to 
searching through the ANPR data. 
They do so by checking whether the 
number plates recorded appear in lists of 
reported vehicles. In almost one case in 
five, this provides information that helps 
the police investigation. “In a number 
of files, the number plate data were 
even crucial in resolving serious crimes,” 
according to the superintendent. That 
is why the police want to make more 
use of the camera shield. “If a camera 
reads a reported number plate, that will 
immediately generate an alert for the 
intervention teams on the ground.” 

Business benefits
•  Data generates alerts for 

interventions teams 
•  Preventive effect: cameras ward off 

criminals
•  Concrete results: consulting ANPR 

data helps with police investigations

Would you like to appear in One? 
Contact your account manager or go to 
www.proximus.be/anpr

More info

12 April  2017

IN PRACTICE | The Puyenbroeck region police zone uses ANPR as a preventive measure and in real time



The Puyenbroeck region police zone 
lies in the area near the Dutch border and 
includes the municipalities of Lochristi, 
Moerbeke, Wachtebeke and Zelzate. The 
103 staff provide policing for 49,000 
inhabitants.

Koen Van Poucke 
studied criminology at the University 
of Ghent. Since 2013, he has been 
superintendent in the Puyenbroeck 
region police zone.

www.proximus.be/one 13



Your smartphone  
as a lifesaver

Timeline for an emergency situation

What do you do if disaster strikes? Suppose there is a flood, a severe snow storm, a gas explosion, 
an attack, a fire or an earthquake? What if you find yourself in an unexpected situation that 
completely upsets your plans in just a few minutes. All you have with you is your smartphone.  
In an emergency, you first try to get to safety, gather information, and finally go home. How can 
your smartphone help?    

Always be prepared
This is not an exhaustive list, but here are a few things 
you can do in advance:

1    Make sure your smartphone is always sufficiently 
charged. Turn off unused functions and charge the 
phone as much as possible (e.g. using your laptop). Take 
a power bank with you if you have one.

2    Check any special functions on your smartphone, 
such as emergency lighting, sat nav, etc., so that you 
know what you can use if necessary.  

3    Configure emergency apps so that the right people 
get the right information. For instance, use an ICE (in 
case of emergency) app or select which of your existing 
contacts is best as your ICE contact, who can be reached 
without your smartphone being unlocked. 

4    Are you going on a journey or a business trip? Check 
where you will be, for how long, what trips you will be 
making, and download the apps that are relevant for this 
region, such as news sources, maps, public transport, 
etc. 

5    Keep tickets and reservations electronically and on 
paper.

6    Discuss with your family, with your fellow 
travelers, colleagues and employer what to do in 
an emergency and perhaps make lists: what if you 
cannot get home for a long time? Does anyone need 
special medication? Who will take care of the children? 
Does the cat have to be let out?

7    Learn how to stay calm using strategies such as 
breathing, relaxation exercises, meditation, etc.

Get yourself to a safe place 

What happened? Where am I? 

ObserveGet safe I’m safe Connect

April  201714

TECHNOLOGY | What do you do in case of an emergency



Handy apps  
in case of emergency

Emergency situations and 
social media: 3 tips 

Connect
>  Ask for help:  112, local police app, 

Red Cross, etc.  
>  Communicate and let family, friends 

and colleagues know that you are 
OK: I am OK, Facebook, WhatsApp, 
text, Messenger, e-mail, Twitter, etc.

 

Inform
>  Check the right apps for local 

information on news, weather 
forecasts, traffic, etc.  

I am OK Facebook

E-mail

Proximus TV

De Lijn NMBS

Find My Phone Glympse

PoliceFind My Friends

De redactie VTM Nieuws

Twitter WhatsAppMessenger

MAPS.ME

Organize
>  Use apps for public transport, 

maps, accommodation, 
restaurants, etc.    

>4million 
Use the Facebook Safety Check to tell 

people you are safe. 
After the Paris attacks, more than 4 million 

people said they were OK this way. 

154,656 
followers  

Follow the Twitter accounts 
of official bodies for accurate 

information. Since the attacks 
in Brussels and Zaventem 

on 22 March 2016, 154,656 
twitterers follow the  

@CrisiscenterBE account. 

#pp11
Use the official hashtag, 
except when retweeting 

messages, so as not to 
overload the information 

flow. 
During the storm at 
Pukkelpop in 2011,  

156,157 tweets were  
sent in two days.

Rode Kruis

What can/must I do? Is help needed? 

Can I move? How? Or do I have to spend  
the night here? What can I eat? 

ActOrient OrganizeInform Decide

I’m safe 

15www.proximus.be/one



Digital recruitment office 
in Antwerp harbor

In the port of Antwerp, dockers no longer 
have to go to the recruitment office to take 
on their job for the day. Via the MyCepa 
platform, they can log in from a distance 
and gain access to various HR applications.

Cepa organizes the social policy 
of the freight handlers in the port 
of Antwerp. The organization 
provides personnel management 
for 8,200 dockers and takes care 
of social consultation with 120 port 
operators.

Filip Matton is a former 
F16 pilot who by his own 
account ended up in IT quite 
by chance. He worked for 
various integrators and is 
now Organization Adviser 
and IT Manager at Cepa.

16 April  2017

IN PRACTICE | Cepa manages 4.800 iPads mini with Mobile Iron in the port of Antwerp



Many of the dockers in Antwerp 
harbor are not permanently 
employed by one of the port 
operators. Some of them 

are given a job on a daily basis via the 
recruitment office – known in the harbor 
as the ‘kot’ (the shed). Cepa has digitized 
this recruitment process. “In the past, the 
dockers had to report to the kot in person 
every day,” says Filip Matton, Organization 
Adviser and IT Manager at Cepa. “Via 
the MyCepa platform, that is no longer 
necessary. The dockers announce their 
availability via the Digikot application 
(which runs on the MyCepa platform) and 
can indicate their preference for certain 
jobs there. They then receive a reply from 
the recruiting operator via Digikot.” The 
advantage of the digital approach is that 
the dockers no longer have to go along 
to the recruitment office and the jobs are 
allocated more promptly and efficiently.

Surprisingly simple
Digikot was developed by Cepa itself, 
in collaboration with Proximus-partner 
ACA, and acts as a portal. Via the 
MyCepa platform, the dockers not only 

Business benefits
•  Less travel and time saved  

for the dockers
•  Online access to various 

HR applications
•  Simple, secure management  

of the fleet of devices
•  Efficient roll-out of preconfigured 

tablets

Would you like to appear in One? 
Contact your account manager or go to 
www.proximus.be/one

More info

request work instructions, but they 
can register their holidays, etc. as well. 
Together with the introduction of the 
Digikot application, Cepa made available 
4,800 tablets. “Every docker who works 
via the recruitment office has received an 
iPad mini,” Filip Matton explains. “This is 
a very varied user group, from young to 
old, from unskilled to highly skilled.” That 
is precisely why Cepa made the tablet 
and the application particularly easy to 
use. “We have preconfigured everything. 
The user simply has to log in with his 
username and password and he can start 
work immediately.” Those who so wish 
can follow a short training course with 
Cepa. A good 500 dockers have already 
registered for this. Cepa also provides 
online information and e-learning.

Real partner
To offer the right support, Cepa needed a 
solution for mobile device management 
(MDM). “We went to Proximus for that,” 
says Filip Matton, “and they in turn 
suggested Mobile Iron as the most 
appropriate solution.” Proximus came 
forward as a real partner, who conducted 

the negotiations on the licenses with 
Mobile Iron for Cepa. “After that, 
Proximus provided assistance with the 
whole set-up in terms of security and 
the preconfiguration of the devices,” 
Filip Matton goes on. “We were able 
to supplement our own knowledge 
with the Proximus expertise. So the 
implementation went very quickly.” 

Reinforced network 
The first tablets were rolled out in 
October 2016, at a rate of 120 per day. 
“Connecting with Wi-Fi in the harbor is 
not always easy. When something went 
wrong, Proximus analyzed the situation 
from a distance straight away and came 
up with a solution.” With the combination 
of Mobile Iron and iPad mini, Cepa 
keeps things simple. “One device type, 
securely and transparently managed,” 
Filip Matton says. During a transitional 
phase, the dockers come to the kot with 
their tablets and Cepa staff are there to 
answer any questions. “We anticipate 
that by the summer more and more 
dockers will log in from home via Digikot,” 
Filip Matton concludes.

“ We opted for one 
device type, securely 
and transparently 
managed.”
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Bruce Schneier (New York, 1963) is an American computer 
scientist, cryptographer and privacy 
specialist. He is a fellow at the 
Berkman Center for Internet 
& Society at Harvard Law 
School and is a member of 
the board of the Electronic 
Frontier Foundation. 
He has written several 
books on cryptography 
and IT-security and is 
commonly regarded as one 
of the top thinkers in his field.  

There is a whole industry devoted to tracking people, to find out 
what they buy, what they think, where they are, were they have 
been and even where they will be in the future. Schneier paints a 
picture of a world where there is no more privacy and the harm that 
this causes.

  More people than ever before are willing to give up their privacy, 
mostly out of negligence (“I have nothing to hide”). Schneier 
shows why this is dangerous.

  The book is certainly not anti-technology. Schneier acknowledges 
the huge benefits that the Internet has brought to humanity. 

  The author also provides useful tips on how to behave online and 
what programs to use, to cover your tracks as much as possible. 

Why should you 
read this?
In ‘Data and Goliath’, 
Schneier explains 
how, over the past 
few decades, step by 
step, our privacy has 
disappeared. The rapid 
advancements in cell 
phone technology, GPS, 
the Internet and PCs 
have created a new, 
much-sought-after 
currency: personal data. 
And both companies and 
governments are very 
interested in this. 

Data and Goliath 
The Hidden Battles to Collect Your Data 

and Control Your World

People have to cherish their privacy as a valuable commodity.

About the author About the book

What’s it about?

The subtitle of this book ‘The hidden battles to collect your data and control your world’ says it all: there is 
a war going on. Not a war for turf, but for your data. Cell phone companies, search engines,  social media 
networks and security agencies know more about us than we could ever imagine. The good news: there are 
ways to fight back and reclaim control over your data.
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Thanks to artificial intelligence, computers  
can interact with people. The technology is  

ready for new business models.

The success of a business will be  
determined by its view of AI.

Interview 
Jan Sonck, Head of Enterprise Innovation at Proximus:   

 “The computer analyzes not only  
customers’ questions, but their emotions, as well.” 

Over to the expert      
Philippe Van Impe,  

founder of the Brussels Data Science Community: 
“Businesses that want to survive have to get to work with living data. 

They cannot avoid this next step in the data age.”

90 minutes  
on the ways AI is used at IBM,  

Be-Mobile and the Brussels  
Data Science Community 

20

26

22

Artificial 
intelligence 

Dossier

www.proximus.be/one 19



Jan Sonck studied IT at the Erasmus 
college in Brussels. He joined Proximus 
in 2000 and worked in marketing and 
the development of vertical markets, 
among other things. He has been Head of 
Enterprise Innovation since 2014.

Smart 
systems  
think along 
with us

20 April  2017



Take the analysis of big data as 
a starting point, add artificial 
intelligence and you open the 
door to new business models. 
Ultimately, the use of artificial 
intelligence changes everything: 
from customer service and the 
new way of working to preventive 
maintenance and medicine.

We are living in the data era. 
More and more devices 
are connected to the 
Internet. That produces 

more data which, in turn, are the source 
of new insights and applications. “We 
have historical big data, which we have 
collected in the past”, says Jan Sonck. 
“In addition, we have more and more 
real-time big data. That’s data available 
at the actual moment in time, which we 
process and then feed back the output 
straight away.” The learning experience 
that comes from historical and real-time 
big data opens the way to predictive 
big data. “That makes it possible, for 
instance, to predict the intensity of 
traffic problems fairly accurately, on the 
basis of historical data on traffic jams 
at specific locations, on working days, 
during holiday periods, etc., combined 
with real-time data on the weather 
and accidents, among other things.”

Experience-oriented learning
This brings us to the field of artificial 
intelligence. To put it simply, this is a 
succession of automated decisions 
taken by a computer, on the basis of 
previous experiences that the computer 
has acquired. The first applications 
of this are to be found, in the world of 
the Internet of Things (IoT). In practical 
terms, this involves the use of an 
intelligent reasoning engine: a system 
that feeds back each new experience 
and includes it when the next decision is 
taken. For instance: a street that is liable 
to flooding has a sensor. The system 
knows that a given water level, it has 
to send a message to the fire service. 
Depending on the weather forecast 
– how much more rainfall will there 
be ? – this happens at different times. 
Sonck: “The system learns afterwards, 
too, from the result of the intervention. 
So the next time – depending on 
the circumstances – it can send a 
smaller or bigger team to the site.” 

Smart working
The use of artificial intelligence also 
offers a great many possibilities for the 
new way of working. A tool to book a 
meeting room can decide itself which 
locations offer the best solution for the 
participants. “Analyzing the Wi-Fi use on 
the company network usually provides 
a good source of insight,” says Sonck. 
“With this data it is easy to determine 
where, when and how many people are 
working there. And there’s more: thanks 
to artificial intelligence, the system 

can also accurately predict the level 
of occupation of the offices. Suppose 
a company wants to rearrange the 
ways its buildings are used to improve 
cooperation among colleagues. A system 
like this offers a suitable solution.” 

The computer watches 
and listens along
The predictive nature of the solution,  
in particular, makes the difference.  
“We have a great many IoT partners 
who are active in fleet management,” 
Sonck explains. “These days they use the 
data for time recording and to calculate 
journey times. We could also collate 
other data, apply intelligence to it and 
give customers feedback. Information 
about wear and tear enables preventive 
maintenance; information about driving 
style can provide input for measures on 
eco-friendly driving, etc.” Computers 
provide not only faster, but often also 
better results. They help doctors make 
the right diagnosis because they can 
recognize a tumor on medical images 
far more quickly than the doctor can. 
Computers help customers faster in 
contact centers, because by analyzing 
natural language they recognize the 
frequently asked questions straight 
away. “The computer analyzes not just 
the question, but also the emotion of the 
customer,” says Sonck. “If the system 
detects an angry customer, that may 
be a sign to bring in an operator. But, 
it is then the computer which – on the 
basis of previous experience – feeds 
the right information to the operator.”

“�With�artificial�intelligence,�the�self-
learning aspect plays a key role.  
The system analyzes data and includes 
the results in the next exercise.”
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There’s not much consensus 
about the definition of artificial 
intelligence. There are a great 
many links to other areas within 

IT – to the Internet of Things (IoT), for 
data collection, but also to the use of 
algorithms for data analysis, and to 
machine learning. When we talk about 
the use of artificial intelligence in the 
business world, we are usually referring 
to self-learning systems that employ 
data analysis and previous decisions to 

make predictions and support decisions. 
In this way artificial intelligence allows 
a business to evolve from the pure 
analysis of historical data to insights in 
real time and to predictive analysis. 

“We prefer the term advanced 
intelligence,” says Cédric Mulier, Cognitive 
Solutions Leader Benelux at IBM. “It 
refers to an application with added value, 
applied by a learning and interacting 
solution that helps people to make 

A question of vision,  
not technology

Self-learning systems that 
make decisions. Computers 
that interact with people. 
Thanks to artificial 
intelligence, businesses are 
improving their services and 
inventing completely new 
models. The technology is 
here, but there are still many 
more opportunities to be 
discovered.
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better decisions.” Whatever the accepted 
definition, most large businesses are 
thinking about the phenomenon. Those 
with large amounts of data know they 
are sitting on a potential goldmine. 
“Many businesses have that data,” says 
Stéphane Jacobs, Director Mobility 
Payment Solutions at Be-Mobile, 
“but they aren’t always able to match 
their goals to the right applications.” 
Be-Mobile is already demonstrating how 
it can be done. Stéphane Jacobs: “We 

combine data on traffic from 300 
different sources, analyze it and 
sell the results to, for example, car 
manufacturers, who use it to intelligently 
navigate drivers through traffic.” 

New models
In the world of artificial intelligence, 
applications are obviously not limited to 
providing traffic information. Stéphane 
Jacobs: “The next step is advice. For 
example, the application can then advise 
you to work from home for a while, 
because of the congestion, or take the 
train so you get to your appointment 
on time.” This is where the self-learning 
aspect of artificial intelligence comes 
into its own. The suggestions are the 
result of the analysis of historical and 
real-time data – and of the results that 
these provided in the past. Cédric Mulier: 
“That’s also what we see with the IBM 
application Watson Health at the UCB. 
The computer processes and analyzes 
medical images and data and in 70% of 
cases can give the right diagnosis – and 
recommend treatment. With each new 
diagnosis the machine learns a little bit 
more, so that it can continue to suggest 
better diagnoses and treatments.”

Applying artificial intelligence in the 
business world means looking for use 
cases. But where are they located? 
Should companies focus their efforts on 
concrete results, such as cost reduction 
or better customer service? Or will 
artificial intelligence deliver completely 
new business models? Cédric Mulier: 
“Both are possible. For example, the 
elevator manufacturer KONE uses an 
IoT solution with sensors that collect 
data in order to monitor how well the 
lifts are working and to predict when 
maintenance is required. At the same 
time the company gets information 
about how many people use the lift, 
at what times, etc.” This is the point 
at which a rationale for new services 

Participants
One Magazine invited 4 managers from the 
Belgian business and public sector to discuss 
artificial�intelligence. 

Cédric Mulier
Cognitive Solutions Leader 
Benelux at IBM  
“ The machine gives advice 
with a certain probability, 
but the human will take the 
final decision.”

Stéphane Jacobs
Director Mobility Payment 
Solutions at Be-Mobile 
“ The case continues to be 
the most important thing. 
It’s about the customer 
experience and the service 
offered.”

Philippe Van Impe
founder of the Brussels Data 
Science Community 
“ More awareness is needed. 
Data and privacy are 
essential but not necessarily 
sexy topics.”

Jean-Marie Stas
Marketing Manager at 
Proximus
“ The tension between 
greenfield and legacy plays 
a role in the application of 
artificial intelligence.”

“ Historical data of 
companies can be 
an obstacle that 
gives new players 
the chance to enter 
the market.” 

–  Cédric Mulier, Cognitive Solutions 
Leader Benelux at IBM
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emerges. “That’s right,” says Philippe 
Van Impe, founder of the Brussels Data 
Science Community, “but that will only 
work if the company already has some 
understanding about what is possible in 
the area. And most businesses are not 
yet in that position. First of all, there is 
a need for more awareness about the 
possibilities of artificial intelligence.”

No choice
Once there is insight, the opportunities 
are there for the taking. Stéphane 
Jacobs: “Traffic information is not 
just interesting for people sitting in 
traffic. Our information is also useful 
for businesses who advertise on the 
billboards along busy main roads. The 
density of the congestion is something 
that helps determine the billboard 
price.” This example shows once again 
that it is not the data that deliver 
the added value, but the analysis of 
them. “We also see a clear difference 
between greenfield and legacy,” says 
Jean-Marie Stas, Marketing Manager at 
Proximus. “Banks, retailers and telecoms 
companies have a lot of data about their 
clients, but they can’t just ignore the 
existing processes and structures.” 

Cédric Mulier: “That history can be an 
obstacle, creating a relative inertia that 
gives new players the chance to enter 
the market. As a result, you get telecom 
companies and car manufacturers that 
start offering banking products, or digital 
businesses that have a strong influence 
on the market shares and margins 
of retailers or hotel businesses. That 
said, a great many historical players do 
introduce the necessary organization 
and culture to innovate with new 
models and new added-value services 

that benefit from the (internally and 
externally) available data and learning 
systems. For that reason, it’s crucial to 
determine the so-called ‘incubators,’ 
data officers or targeted innovators who 
deliver reports to the board of directors.” 
The crucial ingredients for continuing 
to build on their historical advantages 
are their brand name, the know-how 
of their employees and their credibility 
among their contacts. Cédric Mulier: 
“The North Face communicates with 
its customers via an intelligent online 
solution that helps them choose a jacket, 
depending on their preferences and the 
context. That choice is then brought to 
a conclusion with the sales person.”

The right case
In this context the arrival of the General 
Data Protection Regulation (GDPR) also 
plays a role. The new legislation requires 
businesses to take responsibility for 
data management. “The crucial thing 
is that company management is now 
getting involved in this,” says Philippe 
Van Impe. “New insight is needed about 
what is allowed and what is possible, 
both legally and practically. At the same 
time, it remains a challenge. Data and 
privacy are essential but not necessarily 
sexy topics.” And here too, the contrast 
between greenfield and legacy plays a 
role. Philippe Van Impe: “Startups don’t 
have any historical data; they can start 
with a clean slate. For existing companies 
– with a history of data and processes – 
the situation is completely different.”

The technology in itself should not be 
an obstacle and there are solutions 
based on various data types. Cédric 
Mulier: “The biggest challenge lies in the 
development of a correct vision without 
conceptual errors: ‘think big, start small’ 

“ By combining data 
sources – from your 
diary, your location, 
the�traffic�–�artificial�
intelligence will 
soon be providing 
you with a solution 
for seamless travel.”

–  Stéphane Jacobs, Director Mobility 
Payment Solutions at Be-Mobile
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Your opinion matters!
Would you like to respond to this 
round-table discussion? 
Go to www.proximus.be/one 
or tweet @ProximusEnt

Belgium in 4th place in European robot ranking 

and read the digital version of this magazine. 
Go to the App Store or Google Play.

Download the One app  
One magazine

and be pragmatic so you can adapt 
quickly (‘agile’). You have to find the right 
use case, one that can create a certain 
dynamic in order to generate a snowball 
effect.” In practice it comes down to 
releasing the necessary resources for 
it. Philippe Van Impe: “My advice is to 
start simple, with a limited dataset and 
a simple algorithm. That should already 
provide more artificial intelligence than 
most companies currently possess.” 
Once you’ve started, you can gradually 
expand the use of intelligent solutions. 

More service, better experience
“Where does that lead?” wonders 
Jean-Marie Stas. “Will our boss soon 
be a computer? Will the system soon 
be telling us what to do?” In part yes, 
although the computer will not have the 
last word. Cédric Mulier: “The machine 
gives advice with a certain probability, 
but the human will take the final decision. 
The computer can give a diagnosis, but 
the doctor decides.” We will probably 
see a lot of direct added value initially 
in banking, insurance and retail, where 
the computer can give a faster and 
more correct offer for an insurance 
product or can answer a frequently 
asked question. “In the end it’s about the 
customer experience and the service 
offered,” concludes Stéphane Jacobs. 
“By combining data sources – from your 
diary, your location, the traffic – artificial 
intelligence will soon be providing you 
with a solution for seamless travel. 
Then the application will also give you 
real instructions: leave now if you want 
to get to your meeting on time. And 
there will be a self-driving car waiting 
to take you to your destination. As a 
first step towards the self-driving car, 
today’s vehicles can talk to each other 
and to the road infrastructure.”

According to the International Federation of Robotics there will 
be more than 1.4 million industrial robots in use in factories 
worldwide by 2019.
Sixty-five percent of countries with a higher than the average 
number of robots per 10,000 employees are in Europe. So Europe 
is playing a leading role in the area of automation in production.

Number of industrial robots per 10,000 
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Artificial intelligence is the logical 
next step in the data age. From simple 

analysis of data, we are moving toward 
self-learning and predictive systems. 

Businesses that want to survive in the long 
term are already looking into what added 

value artificial intelligence has to offer.

“Data has become a focal point for many businesses. 
But accessing company data remains a huge 
challenge. The data are often kept in silos. 
Many businesses are now taking their first steps 

regarding data. Devising a good business case is usually not the 
problem, but there is a challenge: to come up with a validated 
case. In practice, this means that you have to convince people and 
find the budget. Only then can you get down to work, provided 
you get access to the data you need.”

“I don’t think ‘big data’ is a very interesting term. With big data, 
there is often still a problem of managing and storing large data 
volumes. These are operational issues, without much added 
value. It is far more fascinating to work on analysis. Combining 
data from various sources creates new insight. Moreover, these 
days we work not only with historical or ‘dead’ data, but with 
‘living’ data such as streaming data, for instance about the 
weather. To be able to handle this, you need powerful analytical 
systems that feed back the results in real time. This brings 
us almost inevitably to the cloud. But you can also carry out 
interesting predictive exercises with small datasets. It certainly 
doesn’t always have to be big data.”

“The financial sector, telecoms and retail are leading the way. 
These are sectors that have a great deal of data owing to the 
nature of their business. They are also the sectors that are 
taking the first steps towards artificial intelligence: systems that 
decide automatically, on the basis of available data and previous 
decisions. Is Belgium ahead of the curve, too? That’s certainly 
true for a number of specific fields. We are good at card-related 
solutions for navigation and traffic. A lot of research is also being 
done on pattern recognition, including for the analysis of medical 
images, where the computer detects tumors and so helps 
prepare the doctor’s diagnosis.”

“Another example is an application that assesses the value of a 
house on the basis of the photographs available via Google.  
The system uses the photos to evaluate the size of the house, 
the number of bedrooms, etc. Combined with other information 
– such as the average selling prices in the area – that leads to an 
estimate of the value of the house. This, too, is a form of artificial 
intelligence. The system comes to a decision fully automatically.”

“The big challenge today is to create more awareness. Business 
leaders do not yet sufficiently realize that a lot of great solutions 
that create clear added value are possible with the existing 
data. Many do not yet understand that they cannot ignore 
artificial intelligence if they want their business to survive in 
the long term. There are plenty of competitors. Startups do not 
carry any baggage. They can very quickly cause far-reaching 
disruption, including with artificial intelligence. Too few people 
realize this as yet.”

“If you 
want to 
survive, 

you can’t 
avoid AI”
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Philippe Van Impe  
is the founder of the Brussels 
Data Science Community. 
The organization aims to 
close the gap between the 
academic and the business 
world. It does that, among 
other things, through meet-
ups, data projects for good 
causes and the annual Data 
Innovation Summit.
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“ We strive to be digital,  
personal and proactive” 

A great customer experience is the perfect way to make a company 
stand out in the market. Proximus has always done everything 
possible to provide the best customer experience through the best 
services. Importantly, customers have a major say in what we do.

Proximus services are based on 
two pillars. “On the one hand, 
we make the most of digital 
services,” says Bart Van Den 

Meersche, Chief Enterprise Market Officer. 
“Customers can manage connectivity, 
cloud and other services themselves 
online. But we also want to provide a 
personal service. Our customers can get 
in touch with Proximus staff who have 
the technical and business knowledge 
to respond to the specific needs of their 
company.” In the past few years, Proximus 
has remodeled its service provision for 
the professional market. “It makes us 
more proactive,” says Fatima Dqaichi, 
Director Customer Centricity Program. 
“We anticipate our customers’ needs.” 

Meeting expectations
Proximus provides total support for 
every project. “We offer an end-to-end 

Bart Van Den Meersche
Chief Enterprise Market Officer

Fatima Dqaichi
Director Customer Centricity Program

Katia Battheu
Director of Enterprise Operations

Pascal Vanswegenoven
Head of Business Support Centers

solution,” Fatima Dqaichi explains. 
“Customers should never have the 
feeling that one team sells them 
something, another installs something 
and yet another provides support. 
That’s an important focal point for 
us.” Proximus’ aim is very clear: to be 
the best service provider at all times. 
“It’s an extremely difficult balancing 
act,” Bart Van Den Meersche says, 
“because customers’ expectations 
change very rapidly.” But for an 
operator, it often takes years to roll 
out new technology in the network.

Personal contact point
Proximus not only constantly 
anticipates, but is also always ready to 
answer customers’ questions. “Every 
professional customer can contact 
their personal account team if they 
have any queries,” says Katia Battheu, 

Director of Enterprise Operations. 
“This team consists of an account 
manager, who answers all their 
questions about solutions, services and 
devices, and one or more customer 
support officers for administrative 
issues or complaints. This combination 
is a huge asset for our customers.” 
Customers can contact the technical 
service desk with technical questions.

For Proximus, it is important to maintain 
the human touch with customers. 
“We invest a great deal in training,” 
Katia Battheu continues, “so that our 
staff can offer help in the right way 
via any channel – from the telephone 
to social media.” Another asset is that 
Proximus ensures continuity. Pascal 
Vanswegenoven, Head of Business 
Support Centers: “Staff who have been 
serving customers for 10 or 15 years 
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are not the exception here. These 
staff members have grown with the 
customer and so they are able to offer 
advice based on broad knowledge and 
follow up projects over the long term.”

A business, digital and 
IT transformation
“We aim to offer the best customer 
experience and the best services at 
every level. We provide a service that 
responds to growing digitization and the 
specific needs that this creates for our 
customers,” says Bart Van Den Meersche. 
“We work toward practical objectives.” 
The process includes the implementation 
of new tools for CRM – quoting, 
ordering, provisioning, contracting, 
billing and incident handling. But of 
course it involves a lot more than that. 
“We are very ambitious,” Bart Van Den 
Meersche says. “In terms of the customer 

experience, we aim to set a new standard 
at Proximus. We do that with convergent, 
digital and agile solutions. So we offer 
not only the right functionality, but also 
the right service at the right price.”

One model
The new Proximus approach means 
that our business customers will shortly 
be able to work with Proximus far more 
simply and gain access to convergent 
solutions that are currently separate 
from one another: fixed telephone 
services, fixed data, mobile solutions and 
IT. “We are really building a new structure 
with new solutions for our customers, 
where everything comes together,” says 
Dieter De Pauw, Customer Experience 
Program Manager. “It’s a transformation 
process in which we are actively involving 
our customers. They tell us their 
challenges, what they expect of us and 

Dieter De Pauw
Customer Experience Program Manager

how we can meet their needs.” Proximus 
takes a very practical approach to this. 
Dieter De Pauw: “We aim to achieve real 
co-creation through physical workshops, 
where customers work with us on our 
new solutions, from design to delivery.”

Voice of The Customer 
Advisory Board
One of the ways Proximus achieves this 
is by organizing workshops. About 10 
such workshops have been held so far, 
with a total of about 40 participants 
from around 20 customers. Another 
10 workshops are scheduled over the 
next few months. In addition, the first 
working meeting of the Voice of the 
Customer Advisory Board (VOCAB) 
took place at the start of 2017. Twelve 
top managers from medium-sized and 
large companies, along with a large 
delegation from Proximus, discussed 

“�We�aim�to�achieve�co-creation,�where�
customers work with us on new 
models, from design to delivery.”

–  Dieter De Pauw, Customer Experience Program Manager
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the transformation of Proximus into an 
organization that puts the customer 
experience first.  
“The Advisory Board aims to give 
customers an opportunity to help 
determine the direction of our 
programs,” says Bart Van Den 
Meersche. “It’s an exercise we plan to 
repeat regularly. We ask customers 
for advice and then consider this 
advice when taking major decisions.”

Productive interaction
“We are active in HR services,” says Giles 
Daoust, CEO of the HR company that 
bears his name, “and these services are 
evolving rapidly under the influence 
of digitization.” Several new ways of 
working processes are underway at the 
company. “That’s not only important 
for our own back office, but also for 
our relationships with customers.” 
Communicating with customers about 
this development is crucial. “We work 
closely with our customers. Among other 
things, we collect their comments about 
our software. These are very practical 
elements that we incorporate into the 
further development of our solutions.” 
The idea is similar to the VOCAB at 

Proximus. Giles Daoust was pleased to 
accept the invitation to join the Proximus 
VOCAB. “The company is in a unique 
position,” he says. “Their customers 
include virtually everyone, both private 
and professional.” Giles Daoust saw 
Proximus’ proposal to join 12 CxOs 
around the table as an extraordinary 
opportunity. “These are business leaders 
and top managers from companies in 
different sectors,” he says, “each with 
their own background and experience. 
It’s very enriching to talk about complex 
subjects such as digital transformation 
and servicing at a gathering like this. 
We heard some widely differing views 
around the table.” The secret lies in the 
discussion and debate. “A medium-sized 
company like Daoust can learn a lot 
from the way Proximus approaches 
this sort of process. At the same time, 
Proximus can pick up a great deal from a 
company like Daoust, such as the way in 
which we stay close to our customers.”

Constructive contribution
“At the first VOCAB meeting, I was 
immediately struck by the fact that 
everyone spoke very openly,” says Ilse 
Wuyts, CIO at Bekaert. “Some of the 

 “ VOCAB is 
based on 
interaction: 
Proximus 
learns from 
us, we 
learn from 
Proximus.”

–  Giles Daoust,  
CEO at Daoust
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criticism was harsh, but it was always honest. The 
VOCAB plays the ball, not the man.” Proximus 
has long been a strategic supplier for Bekaert. 
So the company is happy to make a constructive 
contribution through the workshops and the 
Advisory Board. “We have a strong conviction at 
Proximus that the customer really is involved in 
the story. As a customer, you can communicate 
very openly through the Advisory Board about 
your service provision experiences. At the same 
time, you hear about the perceptions of other 
companies and what concerns they have.”

Bekaert hopes that by taking part in the 
workshops and meetings, they can make 
a practical contribution to improving the 
service. “I mentioned a number of concrete 
difficulties about invoicing at Proximus,” 
says Ilse Wuyts. “The process is not always 
smooth and often takes up a lot of our time. 
Of course, we think it’s great that Proximus 
is interested in our views. Hopefully it will 
produce a solution that will soon benefit 
not only us but all customers.” Expectations 
are high, although the VOCAB participants 
understand that transforming Proximus into a 
customer-oriented organization will take time.

Openness
“By involving customers in the process, Proximus 
is forced to approach matters in a tightly 
structured way,” Ilse Wuyts goes on. “That 
produces fast feedback via the Advisory Board.” 
The question, of course, is to what extent the 
intentions of the program correspond to what 
customers experience first-hand. “As a customer, 
you feel as if they are listening to you,” says Ilse 
Wuyts. “That in itself is very important.” The 
objective of the transformation is to create a 
situation where Proximus always starts from 
the customer’s point of view. “Of course, that 
goes a lot further than the Advisory Board. 
Every member of staff at Proximus – across the 
entire supply chain – will have to be part of it. 
It’s a huge challenge.” The first Advisory Board 
meeting produced a great deal of constructive 
and useful input. “I appreciate the openness 
in particular,” says Ilse Wuyts. “Proximus 
made itself vulnerable. I’m impressed that the 
company dares to do that and demonstrates a 
willingness to listen to its customers’ wishes.”

 “ We feel a strong 
conviction at Proximus 
that the customer really 
is involved in the story.”

–  Ilse Wuyts, CIO at Bekaert
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Smart solutions for  
the food industry

“ We make  
food industry 
processes 
smart, 
improving 
both�efficiency�
and quality.”   
Wim Van Gierdegom, 
Managing Director at Quality 
Guard

How does a company choose the right food 
industry partners, when quality and safety are 
paramount? How does it efficiently monitor 
temperature control? Quality Guard created an 
application that revolutionized the operations 
of 50,000 players in the Belgian food industry, 
powered through the Proximus LoRa network. 

For businesses in the food 
industry, health and regulation 
are major concerns. Food 
hygiene and the prevention of 

food contamination is vital. In today’s 
food industry, a company is not only 
responsible for what it produces, 
but also for the raw materials and 
ingredients that were used. Quality 
Guard understood the industry needed 
a solution that would improve control of 
this issue. It created an application that 
helps all parties involved: businesses, 
health inspectors and consumers. 

Automated monitoring
Quality Guard’s solution manages 
all aspects of the food business by 
automatically collecting all legally 
required information and ensuring it is 
checked. The temperature-controlled 
supply chain is the first priority for food 
hygiene supervision, and failure to respect 
it is what causes most bacteria to be 
introduced into the food chain. Complying 
with temperature requirements is not 
simple, since many factors come into 
play. Even a slight variation can introduce 
damaging bacteria. 

Light, humidity or the opening of 
refrigerator doors all have an influence on 
the temperature. They are recorded at all 
times using sensors. Data transmission is 
handled by the Proximus LoRa WAN. This 
low power wide area (LPWA) technology 
supports communication between 
sensors and gateways, unhindered 
by walls, floors or distance. The LoRa 
network can reach sensors in restaurant 
fridges no matter where they are 
located – even underground. Proximus 
deployed and connected sensors to 
the LoRa network throughout the food 
chain to record key data. Quality Guard is 
based on our MyThings platform. The IoT 
solution signals any kind of abnormality 
by an alarm, enabling the business owner 
to take corrective measures before any 
damage is caused.

Smart mousetrap
Pest control is another major concern 
for business in the food industry. How 
do they remember where they placed 
the mousetraps? When do they find 
out a mouse was caught? A mousetrap 
containing a sensor that is directly 
connected to the Quality Guard 
application alerts the business owner, 
offering a major improvement in terms 
of hygiene. So far, Quality Guard has 
deployed over 4,000 sensors in Belgium, 
serving approximately 800 customers.

IN PRACTICE  | Quality Guard guards food safety using LoRa

Have a look at the Quality 
Guard video on the Proximus 
channel of YouTube.
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21st-century Wi-Fi 
for 800-year-old castle  

‘Bilzen Mysteries’ is a sound 
and light show in the Grand 
Commandery Alden Biesen, 
where up to 200 visitors 
take a guided tour with the 
help of a tablet. To make this 
possible, the Wi-Fi network 
in and around the castle was 
given a major upgrade.

  The work had to be completed in just a 
few months. 

Synchronized with the show
  HB-plus, Proximus and The Facility 
Company (Flemish government) 
prepared a design for the extension of 

the network based on the requirements 
of ‘Bilzen Mysteries’. 
  Trenches were dug to lay extra fiber 
cabling. 
  Network equipment was added and/or 
replaced and a great many extra Wi-Fi 
antennae were installed. 
  The coverage was optimal everywhere 
and tablets remained synchronized 
with the sound and light show to within 
a millisecond.   

Mission complete
  Tests for staff and guests went off 
perfectly. 
  Ministers, press, cabinet staff, etc. were 
able to successfully test the new Wi-Fi 
network during the Flemish Council of 
Ministers. Business benefits

•  The Grand Commandery Alden 
Biesen has a high-performance Wi-Fi 
network right down to the smallest 
detail

•  The work was carried out in a very 
short time

•  The excellent synchronization with 
the sound and light show ensures an 
optimal visitor experience

Grand Commandery Alden Biesen
  The heritage site in Bilzen dates back 
to 1220. 

  The castle estate is now an international 
culture and congress center. 

Bilzen Mysteries
  Since October 2016, a multimedia walk 
has been organized in and around the 
castle after dusk: ‘Bilzen Mysteries’.
  With a tablet in their hand, visitors are 
guided round the estate for an hour by 
Lord Biesen, a (virtual) role taken on by 
Jan Decleir. 
  Over the next seven years, the tour will 
take place several times per evening. 

Wi-Fi everywhere  
in just a few months

  To make this show possible, the Wi-Fi 
network in and around the estate 
had to be substantially extended and 
improved. 
  Up to 200 visitors had to be able to 
follow the show at the same time via 
the wireless network.
  The coverage had to be optimal in the 
grounds and in the castle.      

Wi-Fi upgrade in 

2 months
for synchronization of 

200 tablets 
down to the milliseconds 

Would you like to appear in One? 
Contact your account manager or go to 
www.proximus.be/one

More info
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For the 
benefit of 
team 
cohesion
Television, radio and digital – the three 
pillars of a company where there is no 
room for IT or technical errors. This is the 
daily challenge facing Thierry Piette of RTL 
Belgium and his staff. Thierry reveals his 
tricks and tips on management and lets us 
into his department. The atmosphere there 
is calm and serene, just like him.

This is not IT
In the world in which Thierry operates, pure IT 
does not really exist. Technology holds a major 
position, though. His department’s mission is 
twofold: to provide support for business initiatives 
and to interest internal clients in technologies 
that create new products and new ways of 
working. Methodologies such as ITIL and the 
Scrum management method are applied in 
the department to ensure goals are achieved, 
especially in key projects. This was the case 
for one of Thierry’s finest successes in the IT 
department of RTL Belgium: the automation of the 
production and broadcasting of television news.

Thierry Piette is the Technical & IT Director at RTL Belgium. 
A graduate of IAD, the institute of broadcasting arts, he has 
spent almost his career in the group, with some international 
experience at Canal + in Chile. His passions are traveling and 
nature, which he loves to contemplate from the cockpit of his 
glider. Once reconnected with the professional world, Thierry 
runs a department with 52 staff, who know nothing about one 
aspect of him: his private life.
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Accelerating communication
Together with his colleagues Frédéric, 
Olivier, Bruno and Bérengère, and his 
closest coworkers Thimas, Thierry, Damien, 
Giovanni, Benoît, Didier, Martin and Robert, 
Thierry and his department are known and 
recognized for their frequent questioning 
of the organization and its structure. The 
department also has a manager for each 
internal client (the service delivery manager) 
who maintains a special relationship 
and enables faster communication.

Participatory management 
The door that is always open! A listening ear 
and a participatory culture are the ingredients 
of Thierry’s managerial style. And even if he 
is responsible for two levels of management, 
he does not imagine for a second that it 
is good to have a hierarchy. “If my door is 
always open, it’s first and foremost to let 
ideas in.” According to Thierry, the winning 
management style is that which frees up 
time and space to share experiences and 
skills so as to ensure good team cohesion 
and to find the right work–life balance. 

Advantages
Thierry believes that his management style 
has several advantages. The pressure on the 
teams is positive and encourages staff to take 
part spontaneously. He believes it is crucial to 
stay at the cutting edge and draw inspiration 
from new ideas. “We have a better chance 
with 52 of us than alone,” he says, smiling.

Motivation 
Money is not the only motivation; that much 
is clear. Thierry likes to highlight achievement 
and always associates the success of each 
project with the staff concerned. In practical 
terms, he makes sure internal clients are 
aware of the part played by each person. 
And when it comes to team building, 
Thierry gives preference to interactions 
with high added value. With him, there is 
no room for ‘hypocritical team building.’

Please provide POC before entering
For Thierry and his team, several types 
of process lie behind a (new) activity. 
But the most important thing remains 

the demand from the business. “It’s 
essential, in my view. It’s our reason for 
being,” Thierry says. Moreover, the IT 
department at RTL Belgium encourages 
requests for POC (proof of concept) before 
moving to implementation mode.

The new world of work
Thierry’s staff can work in project mode 
thanks to virtual teams. So some aspects of 
the new world of work are more applicable 
than ever, starting with the layout of the 
workspace, which is designed to eradicate 
the concept of isolated skill units. Thierry 
also allows teleworking for some of the lines 
of work he represents. But he draws our 
attention to one thing that cannot possibly 
be achieved at a distance: team cohesion.

Fair play
Thierry’s department does not want suppliers, 
but long-term partners who are able to 
prove their commitment day after day. 
Collaboration is based on the loyalty that 
the department tests regularly, according 
to Thierry (and he does not hide the fact). 
Moreover, it’s a task that Thierry delegates to 
his staff in order to encourage direct contact. 

Outsourcing or not?
Very little for Thierry: “We need clearly 
identified staff who have bought into 
our culture. I reserve outsourcing for 
implementation tasks.” Thierry devotes 
his department’s energy to substantial 
improvements for the business rather 
than implementation. “This is not always 
easy when you realize that people 
are accustomed to ‘doing’ and not to 
explaining how they do it,” Thierry says.

RTL Belgium is the 
Belgian subsidiary of 
RTL Group, Europe’s 
leading audiovisual group 
and leader in French-
language television and 
radio in Belgium. More 
than 2 million people 
watch one of the following 
channels daily: RTL-TVi, 
Club RTL, and Plug RTL. 
Radio stations Bel RTL 
and Radio Contact have 
almost 700,000 listeners. 
The website RTLinfo.be 
has more than 280,000 
visitors every day. Regie 
IP, one of the biggest in 
Belgian market, helps RTL 
with services.

“ We are skilled at team building.  
But not hypocritical team building.”

Would you like to appear in One? 
Contact your account manager or go to 
www.proximus.be/one

More info
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The office in your pocket
By 2021, 90% 
of mobile data 
will go through 
smartphones. 
Average usage 
will rise to 18 GB 
per month, 10 
times as much 
as today. These 
are impressive 
figures from 
Ericsson’s Mobility 
Report. Is your 
organization 
ready?

Now that we are constantly 
mobile and online, the expres-
sion ‘time is money’ applies 
more than ever. Companies 

that do not respond promptly to 
requests from their clients inevitably 
see their turnover plummet. So mobile 
access to company data is necessary 
in order to retain your customers.

Mobile working
Of course, it’s not just about your 
customers: your staff, too, want the 
benefits this brings. The days of being 
at the office from 9.00 am to 5.00 pm 
are over. Employees expect to have the 
flexibility to choose when and where 
they work. In that respect, mobile 
working is a win-win solution: fewer 
congestion problems and a better work-
life balance for your staff, as well as 
higher productivity and availability for 
your organization and your customers.

Talent on board
Do you find it difficult to attract and 
retain talented staff? The right tools 
are becoming increasingly impor-
tant for ‘digital natives.’ The younger 

generation want to be able to use 
mobile devices and data at work in the 
same way as they do in their private 
lives. For them, ‘always on’ is not a 
fashion statement, it’s a way of life. 

The office close at hand
Mobile working also means coope-
rating and making arrangements the 
same way. So applications that simplify 
cooperation have to be easy to use on 
mobile devices. Contacts and diaries, 
for instance, as well as sharing infor-
mation and holding online meetings.

Always and everywhere
Is your organization ready to give your 
staff access to their business applications 
all the time, wherever they are and via 
any device? In operational terms, you 
can manage your mobile fleet or have it 
managed centrally – whether it is leased 
or not, for rolling out and (pre)configu-
ring devices and for security, application 
management, stocks management, etc.

Fast and reliable 
A top-quality network with a broad reach 
and high speeds is essential to increase 

Contact your account manager or go to  
www.proximus.be

More info 

productivity among your staff. Both 3G 
or 4G and Wi-Fi (hotspots) can be used 
cleverly here. When traveling abroad in 
particular, it can be useful to include a 
roaming option in your subscription so 
that you can continue to use the Internet 
easily. In any case, as of 15 June this 
year, phone calls, texts and mobile data 
within the European Union will be char-
ged at national rates. In addition, some 
user groups can benefit hugely from a 
subscription with shared data use, for 
instance, so that the data volume can be 
divided among an unlimited number of 
staff members. What’s more, Proximus 
keeps every user informed of their usage 
by text, and you can ask to receive a daily 
e-mail report giving you an overview 
of your costs and those of your staff.
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Lessons learned
• Consider all IT elements as 

real assets that can be used by 
others

• Start small, start fast and 
design for failure to have a first 
concrete working example

• Involve the business to decide on 
the first project

• Have a clear enterprise 
architecture strategy

• Go for an open, modular 
approach.

Go to www.enco.io for more information.

More info 

Moving to  
the API economy: 
how do we do that?

In the dossier of this edition of the 
One magazine, we talk about real-
time data and artificial intelligence. 
Although the discussions about 
big data are still raging in many 
companies, it is becoming clear 
that the IT systems of different 
companies will be interconnected 
to exchange data in real time. All 
data, and not only big data, become 
inter-company as well as intra-
company streaming data. 

Start with your vision and then a 
strategy to realize it. In our vision, 
every single piece of data, every 
application, every sub-application 

and every piece of infrastructure 
becomes an asset that can potentially 
be used by other organizations (within 
regulatory and fair use boundaries, of 
course). This means that you need to 
be able to interconnect all and any of 
your assets, both the historical and the 
future ones. This can be implemented by 
an API management platform (APIM).
The APIM story within Proximus began 
with an innovatory project, known as 
Enabling Company (EnCo). This project 
was realized in a very short timeframe 
and employed an agile way of working.

Build a platform
The ambitions of the EnCo project are 
to enable both internal and external 
customers in their digital transformation. 
This is done by offering tools to create 
services by combining digital assets 
from Proximus, those of the customers 
and assets from third parties. The 
EnCo project also needed to include 
a marketplace in which to buy and 
sell these assets and products. The 
project had its first success in making 
location information available, giving 
access to our bulk sms platform and 
our IoT management platform.

In parallel, IT was reviewing the 
enterprise architecture. They 
decided to use the API management 
platform and functional clustering 
(business capabilities) as new 
middleware architecture. 

Long term
Reinventing your IT architecture 
and corporate middleware has a big 
impact, as it touches all applications. 
You need the time to make it converge 
with your application maintenance 
and application strategy. Additionally, 
you need a trigger to make resources 
available to really start implementing 
this long-term project. 

Start small
It started with the business asking to 
implement a greenfield IT project for 
our customers, so as to easily gain 
access to our data. This allowed us 
to start in an agile way: start small, 
with the permission to ‘fail fast.’ 
An initial instance was set up with 
modules for API management, IT 
security, life cycle management and 
marketplace and was realized with 
little investment. After a small study, 
we decided that the WSO2 platform 
originally set up for EnCo would 
become our corporate APIM platform. 

The APIM platform started small and 
is now rapidly growing to become 
the heart of our IT. All new internal 
and outside-facing applications will 
be based on it. Over time, we will be 
able to open up many of our assets. 
Everybody will be able to become a 
full player in the digital economy by 
making use of our functionalities, data, 
applications and business model.
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Samsung A5 (2017)

RugGear RG730

Processor: Quadcore 1.3 GHz
Operating system: Android 5.0
Memory: 2 GB RAM, 16 GB memory
Screen type: 5” touchscreen
Screen resolution: 1280 x 720
Dimensions: 156 x 82 x 14mm
Weight: 245g

Connection: 4G LTE, Wi-Fi 802.11b/g/n
Bluetooth: 4.0
Camera: 13 MP rear camera en 5 MP front 
camera
Extra: IP68, Micro-SD slot (up to 64 GB), Dual 
sim card, GPS, FM radio 

Processor: Octa-core 1.6 GHz
Operating system: Android 6.1
Memory: 3 GB RAM, 32 GB storage
Screen type: 5.2” Super AMOLED (always-on)
Screen resolution: 1080 x 1920
Dimensions: 146 x 71 x 8mm
Weight: 157g

Connection: LTE Cat. 6, WiFi 802.11ac, NFC
Bluetooth: 4.2
Camera: 16 MP with autofocus and LED flash  
(16 MP front-cam)
Extra: fingerprint sensor, GPS, Gorilla Glass 4,  
USB Type-C connector

Always-on screen: handy and battery saving
The latest Samsung A5 (2017 version) is a great choice for those who demand a lot of a 
new smartphone but don’t want to invest in a flagship model. The device has a fingerprint 
sensor, among other things. The smooth metal casing combined with the sturdy Gorilla 
Glass 4 creates a robust look. Inside, it has both a fast processor and adequate memory, as 
well as 32 GB expandable storage space. 
Among the extras in the 2017 version compared with last year are more memory, total 
IP68 dust and water resistance, improved cameras front and back (both are now no 
less than 16 megapixel!) and somewhat higher battery capacity. Another new feature 
is the always-on screen, which permanently displays the time and the most essential 
information about your device, so you have to activate it less frequently. This benefits the 
battery life, too, and it’s handy to have access to the clock and information about missed 
calls and new messages immediately, without having to press a button.

You needn’t hesitate to use this smartphone outside, on the road or on rough worksites. It can withstand 
shocks and remains easy to operate, even wearing gloves.

In�terms�of�specifications,�the�recently�updated�Samsung�A5�is�very�close�to�Samsung’s
flagship,�the�Galaxy�S7�–�at�a�substantially�lower�price.

Perfect device to use on construction sites
The RG730 is a sturdy, reliable smartphone designed to brave the wind and weather. It is 
guaranteed IP68 splash- and dust-resistant. So using it in a dusty workplace or outside 
on a construction site is no problem, but it’s handy for bike rides and skiing, too.
This Android telephone has GPS, a camera and a sturdy 3020 mAh battery, so you can 
get through the working day (and more) without having to charge it. What’s more, it is 
competitively priced and supports 4G.
The RG730 is the perfect device for Push-To-Talk. Using your smartphone  
you can easily hold different conversations with your coworkers at the same time.  
More info at www.proximus.be/pushtotalk.

Visit www.proximus.be/devices or go along to a Proximus Center to choose your new mobile device.
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Phoning 
faster 
with 4G
You’ve been browsing via 4G for 
a long time, but making calls was 
different. Your smartphone used 
to switch back to 3G or even 2G, 
so it took a while before your call 
actually started. Thanks to the 
new VoLTE technology, you can 
now make calls via 4G. So your 
phone rings after just 2.6 seconds 
rather than seven, on average, 
when calling from and to VoLTE-
compatible devices.

VoLTE stands for Voice over 
LTE, and we usually call LTE 
4G. So it means making calls 
over the 4G network. You 

don’t use data, but rather ordinary call 
minutes. Just like mobile browsing, 
making calls via 4G is a lot faster than via 
3G or 2G. What’s more, you can phone 
and browse at the same time at 4G 
speeds. You don’t pay any extra for it.

Check your device
To use VoLTE, you need a Proximus 
mobile phone subscription and a compa-
tible device with the latest software. At 
the moment, you can make calls via 4G 
on the Samsung Galaxy S7, S7 Edge, S6, 
S6 Edge, J5, A5 or A3. Other devices will 
follow soon. To check whether your device 
is suitable for VoLTE, enter *#1234# and 
press your call button. If the CSC code 
is the combination xxxxxxPROxxxxx or 
xxxxxxVFGxxxxx, with x being other let-
ters and figures, your device is compatible. 
To check whether you have the latest 
software on your device, go to Settings 
> Device Info > Download Updates to 
download the most recent software.

The correct settings
VoLTE is activated as standard on 
your device. If you use a VPN app, 

sometimes you need to temporarily 
switch off the VoLTE technology. 
Go to Settings > Mobile Networks 
and switch off the ‘VoLTE call’ but-
ton. Afterwards you can easily switch 
VoLTE back on again the same way.

Pioneering work with the roll-out  
of 4.5G
The launch of VoLTE is still fresh in 
our minds, but that is definitely not the 
end. Proximus is the first operator in 
Belgium to roll out 4.5G in Antwerp, 
Charleroi and Ghent. So it will soon 
be possible to achieve speeds of up to 
450 Mbps thanks to advanced radio 
transmission techniques and using 
different frequency bands. Meanwhile, 
5G technology is also being tested, 
reaching speeds of up to 70 Gbps. 
The perfect answer to the growing 
Business benefits mobile data traffic.

Business benefits
•  Faster connection
•  Crystal-clear sound quality
•  No extra costs
•  Simultaneous browsing and calling

Contact your account manager or go to 
 www.proximus.be/volte

More info
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The first connected taxicabs are here. 
These taxicabs have an extremely 
fast connection and 4G tablets that 
act as hotspots and offer passengers 
new, innovative functions. 
As soon as the passenger has created 
a profile, he or she can consult tailor-
made media content in real-time, 
thanks to streaming technology, 
such as live news, digital press, 
infotainment and search engines. 
Access is fully secured thanks to 4G 
technology and the SaaS principle. 
This innovation is the result of a 
collaboration between Proximus and 
the French startup Lemonride. The 
first hub with connected taxicabs 
is benefiting from the unparalleled 
coverage of the Proximus network. 

offer passengers digital 
entertainment

Fiber 
for Belgium

ConnectMy.Car: 
efficient fleet 
management and  
Wi-Fi in the car 

Proximus has started rolling out fiber to connect 
a large number of businesses and households. 
Proximus is the first Belgian operator to bring 
fiber into existing homes. Fiber is the broadband 
network of the future, for both private and 
professional customers. With the Fiber for 
Belgium investment plan, Proximus aims to 
continue to provide a cutting-edge service. The 
long-term aim is to reach more than 85% of 
businesses and more than 50% of households.

With ConnectMy.Car, 
an open platform of 
Proximus and Touring, 
the limits of connected 
mobility have been 
stretched. The system 
works on the basis of a 
simple plug-in device. 
This device collects 
useful data such as 

location, information about the vehicle and driver behavior, all in real 
time. If the driver gives his or her consent, these data can be shared via 
an open but secure platform with various service providers. 
The benefits for fleet managers are there for the taking: the data 
collected are very useful for managing the fleet. In addition, they 
can be used to improve driver behavior, encourage environmentally 
friendly driving styles, monitor car use and journeys, detect and prevent 
technical problems, pay for parking automatically, and so much more. A 
4G connection is used to create a permanent Wi-Fi hotspot in the car.  

> Go to connectmy.car

Connected taxicabs 
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Belgian 
first for 
Proximus

Strong 

2016
financial results 
for Proximus 

Proximus is continually investing in the 
reach and quality of its mobile networks. 
That’s why today Proximus is the first 
Belgian operator to start rolling out 
4.5G in Antwerp, Charleroi and Ghent. 

Why 4.5G? Because the average data traffic by 
2020 is expected to increase eight-fold as a result 
of the increase in mobile data and more intensive 
use of video. In advance of the arrival of 5G, the 
4.5G network has to fulfill this immediate need. 
In practice, customers will be able to enjoy speeds 
of up to 450 Mbps (the first step to 1 Gbps). These 
speeds can be achieved thanks to advanced 
radio-transmission techniques and by combining 
different frequency bands. Broadband-consuming 
applications, such as 2K/4K-video, 360°-video, 
virtual reality, augmented reality and others will 
benefit greatly from this evolution. Result: the 
customer’s digital experience will be much better. 
Proximus will continue to invest in its existing 
mobile networks with the construction of additional 
mobile sites, with capacity expansions to support 
the growth of mobile data, and with the further 
implementation of 5G and 4G+ technologies for 
mobile high-speed Internet. In that way Proximus 
can guarantee the best-performing mobile network 
in the areas of reach and download speed. 

For the full year of 2016, Proximus reported €4.410 million 
underlying turnover, 0.7% more than last year. Business costs 
fell by 3.4%, partly as a result of a 3.5% fall in personnel costs. 
The underlying EBITDA increased by 4.7% to €1.647 million. 
The financial figures of BICS, active in speech telephony, 
reflect a continuing shift from speech to data and the high 
volatility of the speech market. In 2016 BICS reported a direct 
margin of €274 million, 1.3% less than in 2015. The EBITDA 
was also 7.2% lower than last year, at €149 million.
The whole Proximus Group reported excellent results for 2016, 
with strong growth in the underlying group EBITDA and a reliable 
cash flow. At the end of 2016, the underlying expenditure of the 
Proximus Group totaled €1.832 million, 2.7% or €52 million less 
than in 2015. Proximus is therefore well on its way to realizing 
its savings plan (net decrease of €150 million by 2019). During 
2016 the Proximus Group invested €949 million in improving 
the customer experience, in the area of 4G reach and in the roll 
out of fiber optics, among other things. In 2017 Proximus will 
continue to pursue this strategy, targeting sustainable growth. 

> See the 2016 annual accounts at 
www.proximus.com/annualreport

The Proximus Group had 
a healthy 2016. Despite 
serious competition, Proximus 
expanded its client base and 
market share. The market 
shares at the end of 2016 
were as follows: fixed Internet 
46.3%, digital television 
35.9% and mobile 40.7%.
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 Personal   Stefan Van Gansbeke’s enthusi-
asm is infectious. He enjoys visiting exhibitions 
with his partner and 15-year-old daughter 
and going mountain-biking with his friends. 
He also likes ‘playing around’ with software!  
 Career  In 1986 Stefan graduated with a mas-
ter’s degree in computer science (VUB). Then 
he went to work as a software developer at 
Scorpio Network Services (a startup before 
the term even existed). In 1995 he became 
project manager at Kind & Gezin and moved 
on to LeasePlan Belgium two years later. In 
1999 he became familiar with the international 
financial sector as a consultant at Capco. He has 
worked for CM since 2004.   Company  CM is 
committed to accessible and high-quality health 
care and promotes the cooperation required 
to deliver this. A total of about 6,500 people 
are employed at CM. They are spread over the 
national administration, the various regional 
health insurance companies and the local CM 
branches. The national administration coordinates 
health care and supports colleagues across the 
whole country with IT, HR, finance and security. 

Stefan Van Gansbeke,       
Corporate Information  
Security Officer at CM

“ If I was a student now, 
I’d study robotics.” 

What is your greatest professional achievement?
The most recent is the development of the security risk strategy, 
including the expansion of the security team within CM. We also 
present this risk strategy abroad from time to time. The team 
consists of people who are passionate about security, but also 
employees from every part of the business, partners and even 
a security startup. Together we ensure that everyone within the 
organization learns how to deal with privacy, cyber and safety risks. 
We do still have a long way to go, but we’ll definitely get there with 
this team.

Who would you like to sit next to on an airplane and what would 
you like to ask him or her?
Elon Musk, CEO of SpaceX and Tesla. To me, Musk is Steve Jobs 
squared: a visionary who is able to find solutions for problems on 
a world scale and put them into effect with an eye for the smallest 
detail. Sustainable energy, his battery Gigafactory, migration to Mars 
and other planets, evolution of humans into cyborgs – these are all 
interesting things I’d like to exchange views on with him.

You can’t go a day without …?
I can’t survive without optimism. It gives me the energy to do things, 
to help colleagues and to learn and discover more.

What would you do if you weren’t doing this job?
I’ve always had a soft spot for designing software and making 
‘things.’ If I was a student now, I’d study robotics.

What is your favorite app right now? 
I use Google Maps every workday morning to find a congestion-free 
route to work. Very handy. My favorite note app is iThoughts for 
making mindmaps on my iPad. And Slack makes communicating 
professionally so easy. Regrettably we don’t yet use it within CM.

Which book would you recommend to everyone?
‘Gödel, Escher, Bach: an Eternal Golden Braid’ by Douglas Hofstadter 
(1979). The writer goes on a quest to discover the possibilities of 
artificial intelligence. By interweaving the mathematical hypotheses 
of Kurt Gödel with the pictures of M.C. Escher and the fugues of 
Bach, he exposes unexpected connections. Every chapter also begins 
with a funny dialogue between Achilles and the tortoise to explain 
paradoxes. You do need to take time to read this highly accomplished 
book; it’s not a book-before-bedtime kind of read.

What would you like to invent to make daily life easier?
If I could, I would prefer to invent something to cure cancer.
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O
ur first granddaughter was born at the end of July. 
In September we all went off on holiday to Spain. 
She wasn’t yet six weeks old when she took her first 
flight. By the time they were 18, my children had 
already traveled more than I had when I had that 

age. Car, bus, tram, train, boat and plane. Now you fly when you’re 
a newborn baby. Who knows, she may even travel in space!

In Spain, we hired a villa and, of course, the baby was the center 
of attention. Whether she was sleeping, moving about, being fed 
or washed, she was surrounded by four adults. Real paparazzi, 
we were. My wife with a Sony video camera, a device with a 
foldaway color LCD screen and miniDV cassettes. I had a Nikon 
Coolpix camera in my hand, a device with a built-in zoom lens 
and a small flash memory card. And my daughter stood next to 
me with her smartphone. Her photos are stored in the cloud. 

It occurred to me that these pictures are no longer printed. 
So where are they stored? And how do we find them when 
we want them? What if the disk on my laptop crashes? Then I 

lose everything! What if the cloud provider stops offering the 
service? Or my daughter changes smartphone provider? Will 
we make an album or not? And what about the videos? Will we 
still be able to play these cassettes in 30 years’ time?

Then I thought about the albums of my children and of myself. 
We don’t look at them anymore. And the original negatives 
are in a box somewhere in the attic. If I wanted a new print of 
a photo, it would take me at least a day to find it. And we can’t 
watch the VHS cassettes from the past anymore, because we 
no longer even have a VHS player.

In fact, the pictures themselves are no longer so important. 
They fade in your memory and in the album. A place in your 
heart, that’s what counts. That I can hold her in my heart and 
vice versa. But then, we knew that already – that we can say it 
to one another, and that it stays that way. Then I took another 
photo. She’ll get that soft toy later on. And the photo, well, with 
a bit of luck she’ll see it again at her wedding.

Emotion 
before technology

“That’s not what your father meant when he said I had a heart of gold.”
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“Someone who’s 
ready. Today.”

 “Someone who gets 
my business ready. 

For tomorrow.”

What constitutes good service for you?

Discover Proximus’ personal service on

At Proximus, there’s always a contact person ready to help, who knows you 
and your business personally. Someone who can answer your IT and telecom 
questions quickly and think about your business with you. So that together,  
we fi nd the right solutions to help your business grow further.

Proximus.be/newperspective
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