














soclal
commitment.



XS4ALL was formed in 1993 by a group of critical,
idealistic hackers. They believed the internet should
be accessible to everyone: a worldwide network that
would enable everyone to exchange information
and ideas freely and without censorship. That
background has given us a strong sense of social
commitment, and we willingly become involved in

the latest developments relating to the internet.

In order to encourage that social commitment
across the whole organisation, the Social Team was
established in the summer of 2006. Nine employees
from various departments were given time to
devise and implement exciting plans. The results
included Hack Lunches, the Opinion Blog and Viva

la Creacion.

Hack Lunches

The first Hack Lunch was organised in October. Hack
Lunches are fortnightly meetings held during the
lunch hour to which someone from outside XS4ALL
is invited to give a presentation on an amusing,
unusual or topical subject. All XS4ALL employees
are welcome, so they can be inspired by what is
happening outside XS4ALL. The speakers included
Chris van ‘t Hof from the Rathenau

Instituut, who spoke about the Digital Generation,
and the lawyer Christiaan Alberdingk Thijm, who
spoke about the battle waged by BREIN against the
download pirates and the role that ISPs should play

in that battle.

The Hack Lunches have now become a well-known
feature of life at XS4ALL, with discussions on range

of new subjects opening up fresh insights. For



colleagues who are not able to attend in person,
the Hack Lunches are filmed and distributed over
the intranet. There are also growing calls for the
videos to be made available outside XS4ALL on the

internet.

Opinion Blog

In November 2006, a blog was launched at
www.xs4all.nl/opinie where XS4ALL employees and
guest writers could state their views on the latest
social and technological developments. The aim of
the blog was to stimulate discussion and thought so
that readers could learn from each other and gain
new ideas. The Opinion Blog was an immediate
success and is read by a large number of people.
The ‘tag cloud’ shows what the most discussed
subjects are: privacy, copyright, freedom of speech,

downloading, the music industry, digital identity and



politics. The Opinion Blog now receives hundreds of
articles posted by XS4ALL employees, as well as MPs,
academics, musicians, futurologists, lawyers and
nerds. Readers post thousands of comments, leading
to debates and in some cases fierce exchanges, but

also new ideas and exciting plans.

iViva la Creacion!

A favourite subject of discussion is copyright: many
people agree that in this digital age of copying and
downloading, copyright is in need of an overhaul.
In September 2007, at the PICNICO7 multimedia
conference, XS4ALL organised a discussion salon
followed by a glittering party entitled jViva la
Creacion!. The theme was ‘creative money’: how can
you earn money from your music, writing, films and

other works if everyone just copies and downloads

everything? A range of artists who are successfully
doing just that appeared during the salon and at
the party. Musicians and writers who have become
world-famous and are able to make a very good
living thanks to downloading by internet users,
despite the fact that they distribute their work free
of charge. The salon and the party were packed out:

iViva la Creacién! was a great success.






the internet at school

Inger (5), daughter of Pyt Liemburg, Customer Contact Manager

“We have the internet at school too. There are
computers where we can play learning games. | like
games where you can learn words best. If the voice
says ‘bag’ you have to point to the first letter of that
word with the mouse. It's easier to learn words with

the word game.

Sometimes | help the children in group 1. They don’t
know how to switch the computer on yet, but | do.
And | know the code. Our teacher has written it on a
piece of paper and | type it in. | can't start the word

game, though. | have to ask teacher to do that.

When | go on the computer at home, | ask my brother
to help me with the difficult things. | say: ‘Jan, can
you type in www.barbie.nl’. If the computer stops
working, like when the mouse doesn’t move, Daddy

makes it work again.

My drawing is of a barbecue we had in our garden.
They were lots of people from where Daddy works.
They were very nice. When it started to rain, we
all stood under a big parasol. And everyone slept

over.”
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hcelnet and
demon nl.



In 2006 and 2007, XS4ALL acquired two ISPs: hcclnet
and Demon NL. The acquisition of hcclnet was
completed at the end of 2005. We gained 55,000
ADSL customers and 20,000 dialup customers. The
technical and organisational transfer of these
customers to XS4ALL took place in 2006. The services
of the hcclnet customers were first transferred to
the XS4ALL network, after which the administrative

processing took place.

The transfer, or migration, of hcclnet customers
was a complex process. XS4ALL appointed a project
leader and set up a special migration team to steer
the operation to a successful conclusion. This team
was the first contact point for recently transferred
customers. XS4ALL informed all hcclnet customers
on a group basis when the technical transfer of their

account would take place and what it would entail

for them. We also had to carry out a great deal of
administrative preparation. The prices of the hcclnet
services remained unchanged for three months after
the migration date, after which they were brought

into line with XS4ALL rates.

By 3 March 2006, XS4ALL had transferred the first
10 customers. The number was then increased to
between 1,000 and 2,000 a day, and after one month
approximately 23,000 customers had beentransferred
to XS4ALL. Most noticed nothing; their connection
and e-mail continued to operate as normal. But there
was more to do. For example, around 6,000 BBned
and Tiscali customers still had to be switched to the
new ADSL (XS4ALL Only) service. The supply chain
we had to build for that purpose was completed in
June. In August, the final hcc!net customer (number

36,752) began the transfer process. XS4ALL was






immensely grateful not only to its own employees
in the project and migration team for the mountains
of work they had to do, but also to the employees

of hcclnet.

The transfer of hcclnet customers was still in full
swing when, on 1June, KPN reached agreement with
Thus plc on the acquisition of the internet provider

Demon NL. XS4ALL was pleased with this acquisition:
Demon NL and XS4ALL were a good fit. Both
providers regularly scored highly in tests. XS4ALL
recognised the high quality of Demon’s services and
wanted to continue to offer Demon’s customers at

least the same quality and service.

The switchover of Demon customers to XS4ALL
was again a major technical operation. As a
small company, Demon provided many complex

customised solutions, whereas the larger XS4ALL

had a less extensive portfolio. The services of Demon
and XS4ALL needed to be aligned in order to meet
customers’ wishes as fully as possible. A few months’
preparation was therefore required for both Demon
and XS4ALL employees. This resulted in four projects
for the various product groups: Colocation, DSL,
Webhosting and VPN/Leased Lines. A leader was

appointed for each project.

The transfer of DSL and Webhosting customers began
in mid-2007. By the end of 2007, the migration of
the Demon customers was almost complete. Over
a period of six months, around 46,000 customers
had been transferred, representing a total of
approximately 50,000 services. Not everything went
perfectly, but ultimately we were able to look back
on a successful operation. 94% of the transferred
customers described themselves as satisfied or very

satisfied.
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habbo hotel

Theun (7), son of Pyt Liemburg, Customer Contact Manager

“This is my room at Habbo Hotel. | haven’t got
many things in it yet, because you need credits to

buy them and | haven’t got any.

You can go everywhere in Habbo Hotel and play
with your friends who are there too. You can swim,
eat and jump off the diving board. But you need

credits for the diving board.

My avatar is called Jordan Anderson. | made that
name up myself. It's best not to give your avatar
your real name, because dangerous people could
find out where you live. Luckily that’s never hap-

pened.

Avatars in Habbo Hotel sometimes ask my avatar
how old I am in real life. If you don’t know who the

other person is, you shouldn’t tell them. Once, for

a joke, | told a girl that | was 25. But then she said:
‘my Dad works at Habbo Hotel and he’ll throw you

out if you're lying.’

My friend Jente is at Habbo Hotel, too. She taught
me how it works. She’s got credits because she has
been at Habbo Hotel for much longer. | had a date
with her in the café at Habbo Hotel, but she didn't
come. You don't need any credits to have a drink

in the café.”



datacenter(s].



The datacenter (DC2) isthe central node of the XS4ALL
network and houses all the central computers, i.e.
the servers. This is the area that receives the internet
traffic from all the connections. Everything here is
geared to security, reliability and speed. There are
also hundreds of servers belonging to our customers.
Despite its success, the datacenter could not continue
to expand. By 2005, it was clear that the bottleneck
in DC2 was due not to the floor space but to the
electricity and cooling capacity. In 2006, that meant
that XS4ALL had to slow the growth in the number

of servers and temporarily relocate to other sites.

In 2006, the datacenter switched to sustainable
energy: DC2 became 100% green. That applied to
both the electricity supply and the cooling system.
The datacenter was connected to Nuon’s cold water

plant. That pumps water at 6 degrees from the

Nieuwe Meer in Amsterdam to the DC2 cooling
system, after which the water is pumped back to
De Nieuwe Meer at a temperature of 12 degrees.
This temperature difference has no impact on the
temperature of the surface water. Moreover, the
system means that 30% less electricity is required
for cooling. The power supply also became green:
XS4ALL bought green energy certificates, and the
sustainable energy charges were not passed on in

subscription prices.

In June 2006, a crisis arose in DC2. The maintenance
company GSA reported to KPN that it had detected
legionella in the cooling towers. KPN immediately
notified the municipal health service and called
in a crisis team. The municipal health service gave
KPN one day to solve the problem: an emergency

cooling system and generator set were deployed at



street level and all the pipes in the building were
immediately cleaned. This appropriate action meant
that KPN could avoid shutting down the entire
cooling system. That would have brought XS4ALL's
services to a standstill, causing a business disaster

with incalculable consequences.

In2007, XS4ALL worked hardtoimprovethe electricity
supply and cooling system in the datacenter. The
cooling units were replaced one by one by machines
with a much larger cooling capacity. KPN also began
the construction of an energy building specially for
DC2. It was scheduled to be completed in April 2008.
Until then, XS4ALL had to find other solutions to
meet the demand for server space. Two sites were

found in Amsterdam and Diemen.

On the Singel in Amsterdam, XS4ALL had premises



housing its dialup equipment. These were upgraded
to accommodate other servers. XS4ALL also decided
to build a second datacenter in a KPN building in
Diemen. With a view to spreading the risk, the
building was mainly intended to provide redundancy
as a backup for DC2 in the event of a major outage.
The opening of the new datacenter also meant
that XS4ALL could begin supplying the full-rack
colocation service again, enabling customers to set

up a full server rack to suit their requirements.

The datacenter ended 2007 with a major operation:
the relocation of the Demon NL servers. These had
been housed at Telecity Redbus and were moved
to XS4ALL at the end of November. The relocation
took place at night and went well. The arrival of
these servers meant that DC2 was practically full.

XS4ALL was therefore eagerly looking forward to

the completion of the renovated DC2 in 2008.






sonic

Mourijn (8), son of Edwin van Leeuwen, Team Leader, Second-Line Sales:

“I'm mad about computer games. My favourite
websites are Spelen.nl, Spele.nl and Speeleiland.nl.
| play once a week, for half an hour. At first, my Dad
only let us go on to the computer if it was raining.
But recently it's rained so often that now he says:

once a week.

My favourite game is Sonic. You play that with a
blue hedgehog that can change into a ball. And then
there’s Dr. X, you have to watch out for him. Sonic
is exciting, but not scary. In any case, | never dream

about it.
You can play some games with another person, like a
friend. Then one of you has to use the keyboard and

the other one uses the arrow keys.

| sometimes play ordinary games, such as Happy

Families and Uno, but | like computer games better.
You need a keyboard for those and | like typing. |
learnt it from my Dad. He's good at typing, so | know
where all the letters are and how the arrow keys

work.

| have a Game Boy too, but that’s not as much fun
as playing games on the computer. You have to buy
games for the Game Boy, but games on the internet

are free.”



talk from
XS4ALL.



For an ISP such as XS4ALL, telephone calls over the
internet are a natural complement to the service
portfolio. XS4ALL introduced internet calling in
December 2005 under the name of VolP (Voice over
IP). The technology is based on IP, which stands for
Internet Protocol. When the service was launched,
XS4ALL subscribers could apply for a VoIP telephone
number (087-87) and use it to call each other free
of charge. The service was greatly expanded in 2006

and 2007.

Following a trial period of calls to 0800 numbers,
outgoing calls also became possible in April 2006.
In July, XS4ALL introduced the Webphone, which
enabled users to make telephone calls through
a web page. It is very easy to operate: at https:/
webphone.xs4all.nl/ the XS4ALL subscriber logs in

using his telephone number or login name. Calls can

then be made. Any computer can be used, because
no software is required. XS4ALL is one of the few

providers to offer such a solution.

Everyone agreed that internet calling should become
a fully-fledged alternative to calling with a fixed
telephone line. But our ADSL subscribers could not
cancel their fixed-line telephone account, because
most of XS4ALL's ADSL connections were still based
on the fixed telephone line provided by KPN. In 2006,
XS4ALL all introduced a new ADSL portfolio which
no longer used the KPN network (XS4ALL Only).
Subscribers switching to ADSL (XS4ALL Only) were

able to cancel their fixed-line telephone account.

The next step for XS4ALL was to offer internet
calling with a fixed, regional telephone number

(010-1234567). From March 2007, subscribers to ADSL



(XS4ALL Only) could keep their fixed-line telephone
number when switching to Talk from XS4ALL. We
call this number portability. Subscribers could cancel
their account with their cable or telephone provider
and, for €5 per month, use their fixed-line number
for calls through XS4ALL. That meant they could

make big savings on their call costs.

Lower call charges, that is what internet calling is all
about. In September 2007, XS4ALL introduced two
new accounts offering unlimited calls for a fixed
monthly fee: Flat Fee Small and Flat Fee Medium.
With Flat Fee Small, subscribers could make unlimited
calls to fixed-line numbers in the Netherlands,
Belgium and Luxembourg for €12.50 per month.
With Flat Fee Medium, unlimited calls could be made
to almost every fixed-line number in the EU, Canada

and the United States for €19.50 per month.



This series of developments in the Talk from XS4ALL
service was completed in 2007 with the new number
blocking service. Subscribers can specify which
incoming and outgoing telephone calls they wish to
block. That can be done through a website or directly
from the handset by entering *351*#. A particular
feature is that withheld numbers, as frequently used
for example by telephone survey companies, can also
be blocked by keying in the code immediately after
the call.

XS4ALL has been waging a battle against spam on
the internet for many years. The key principles are
that customers should not be inconvenienced by
unwanted messages and they should be able to
specify themselves what is and is not wanted. The
same principles apply to telephone calls made over

the internet. Number blocking provides a simple way

to reduce unwanted telephone calls. The Number
blocking service is available free of charge to all

subscribers with Talk from XS4ALL.






barbie

Rosanna (5), daughter of Edwin van Leeuwen, Team Leader, Second-Line Sales:

“The girl in the drawing is me. I'm playing a game
on the computer. In the drawing I've been sitting in
the sun a bit too long. I'm not really so brown in real

life.

I'm allowed to go on the computer for half an
hour a week. My brother goes first, and then me.
His favourite game is Sonic, and that's my favourite
game too. In Sonic there’s a girl with a hammer and
she’s supposed to hit Dr. X. It's really difficult to kill
the crab, because it has bombs coming out of its
claws, so my brother usually does that for me. He's
really good at it. I'm good on the computer. | can
already switch it off myself, but Mummy sometimes

has to help me a bit when | switch it on.

Another game | like playing is the Barbie game. You

can put clothes and makeup on her. You put the

makeup on with a brush, which moves when you
move the mouse on the computer. | can do that all on
my own. | have four real Barbies, but they’ve lost all

their clothes. And you can’t put makeup on them.”

" 0SANMg



our
employees.



The Dialoog Dagen (‘Dialogue Days’) started in April
2006. The XS4ALL management set out the strategic
choices on paper and wanted to spar on the issues
with the personnel. Marion Koopman invited every
employee, because “people are the beating heart
of XS4ALL, and without that heart every strategy is
nothing but a piece of paper.” A Dialogue Day is a
one-day session in which 10 to 15 colleagues discuss
the issues with each other. These sessions produce
a clear picture of how XS4ALL employees view the
company and how we can change and possibly

improve things.

A number of employees organised the ‘art and
culture weeks’ in November 2006. XS4ALL employees
who pursue artistic and/or cultural interests in their
spare time were given an opportunity to demonstrate

them to their colleagues in the form of workshops

and performances. It was an enormous success. For
two weeks, everyone could take part in all kinds of
workshops, such as DJing, singing, Bob Ross painting,
pop quizzes, wine tasting and an introduction
to Buddhism. The workshops were presented or
organised by the employees themselves. There
were also exhibitions of paintings and photos by
employees. The weeks ended with an evening stage
event at Studio 80 in Amsterdam. The programme
consisted of various bands, a dance show and a

theatre performance.

XS4ALL sets great store by employee satisfaction.
We are a very technically oriented company, but
ultimately it is the people who have to operate it
and who make XS4ALL what it is. XS4ALL regularly
conducts satisfaction surveys among its employees

in order to identify areas for improvement. In 2007,



the overall satisfaction of XS4ALL employees was
surveyed by the research agency Effectory B.V. The
score was 7.3, which is a very good figure compared
to the National Satisfaction Index score of seven (on
a scale from one to ten), but XS4ALL is not resting
on its laurels and is continuing to look for areas for

improvement.

XS4ALL employees spend a lot of hours at their
workstation, on the computer. XS4ALL believes it is
important that they should feel at home there. Many
companies commission expert to collect and display
works of art, but XS4ALL believes in a more individual
and personal approach. When fitting out offices
and open-plan areas, the aim is therefore to ‘make
your workstation into a homestation’, a philosophy
which has been reflected in various projects since

2001. In 2007, XS4ALL held a competition for



the most personalised workstation. With modest
budgets, many employees enthusiastically set about
transforming their workstation and presenting their
new ‘homestation’ to the members of the jury from

VT Wonen and Gispen.

Naturally, it is also very important for employees to
feel good. A healthy lifestyle is part of that. Since
2006, Fit & Gezondweken (‘Health & Fitness weeks')
have been held each year with a very wide range of
sport workshops and competitions, organised for and
by employees. From relaxing yoga to intensive boxing
workshops, and from salsa to cardio-drumming.
Healthy eating is also key during these weeks, with
healthy lunches in the company restaurant, fruit
baskets by the coffee machines and relaxing chair
massages. XS4ALL now provides these massages

permanently for its employees and the fruit baskets

are now filled weekly.






not addicted

Samantha (6), daughter of Ronald Renes, Head of System Development:

“The internet is fun and useful: you can work, learn

and play on it. My favourite game is Mario.

My sister and | both have our own computers in our
rooms. I've got a picture of Winx on mine. They're

fairies that can fly and kill witches.

| haven't got the internet on my computer. Daddy
puts the games on our computer. He's got a whole

chip full of games.

If 1 get bored, | play games. And if | can’t play on my
computer, I've always got my Nintendo, which is also
a kind of computer. Otherwise we watch television or
play outside. Or we play with the Wii, PlayStation or

Xbox. We've got those too. But I'm not addicted.”



the next
ten years.



Jointly with the publishers Nijgh & Van Ditmar,
XS4ALL has produced a series of books entitled
‘The Next Ten Years'. The series addresses social
developments arising from and on the internet
and will ultimately comprise six parts, each with its
own theme. The aim of the series is to shed light
on underexposed subjects, issues that have so far
received too little attention. In 2006 and 2007, two
new parts of The Next Ten Years were published: ‘Een
wereld te winnen' (‘A World to be Won’) and ‘Korte
verhalen voor de nabije toekomst' (‘Short Stories for

the Near Future’).

Part 2: A World to be Won

Virtual worlds are becoming increasingly real in
many ways and are therefore looking more and more
like the analogue world. Players trade services and

produce goods on the internet. Game developers

and top gamers are not the only ones earning a good
living; so too are people who sell virtual clothing, for
example. Former state secretary and minister Willem
Vermeend even predicts that in the near future the
taxman will decide to tax the virtual capital that

players amass online.

In short, mature economies have developed in the
world of gaming. Gaming is big business. The book
addresses questions such as: what will it mean for
the ordinary world if games become increasingly
realistic? Will the economy there influence our
political order here? Will the taxman go after black
money earned by project developers? Will our virtual
personalities soon have portrait and property rights?
Will we be able to leave our money to our virtual

children?



Part 3: Short Stories for the Near Future

Now that the internet has become established and all
kinds of communication technologies are gradually
being interconnected, the question arises of what
influence it is having on our culture. What is the
result of eternal accessibility, the torrent of images
and the constant fight to win people’s attention?
What will it mean if products on supermarket shelves
can talk to our mobile phones behind our back? Will
it change our world view and the way we deal with

one another?

In this part, young Dutch writers consider new,
still undiscovered but nonetheless conceivable
communication technologies. The authors have all
grown up with new media. They are writers who
only know radio on the internet and find it easier

to blog than send postcards, for whom MSN is as



natural as riding a bike. How do they think our life

will look in the near future?

Commenting on part 3, De Groene Amsterdammer
magazine wrote: ‘All the technology ever designed
for personal convenience will begin to lead its
own life, with all the attendant risks. [..] The most
successful stories, by Robbert Welagen, Niels 't Hooft
and Jonathan van het Reve, appeal to this anxiety,
by taking a completely familiar situation and letting
it get out of control due to the introduction of a
new gadget. A stranger and more gruesome picture
is that painted by Karin Giphart of a near future in
which the subconscious has the final word due to
a built-in computer. Karin Spaink injects sparkling
new life into the ancient Orwellian nightmare (‘Big
Brother is watching you’) at micro level. One thing is

clear: anyone who still wants to keep any secrets had

better do so quickly.’






learning

Kiera (8), daughter of Ronald Renes, Head of System Development:

“The internet is great if | want to play Mario on the
Nintendo with my sister. We connect her Nintendo to
mine — over the internet not by cable — and then we
can play against each other. My sister is always Mario

and I'm Luigi.

Mummy and Daddy both know a lot about computers
and the internet. That's useful for example if we
have a virus. But actually we never get any, although

Grandpa and Grandma do.

We have the internet at school, too. We can learn
things with the games we play there. A voice tells
you whether you did something right or wrong. The
voice is like a kind of teacher. | like learning on the
computer more than with a teacher, because teachers

are sometimes strict, but the computer never is.”



colophon.
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sales & profat.

B sales in millions of euros

B Ordinary net income before tax in millions of euros






employees.

B Number of employees

[ Number of FTEs



2005 2006 2007



business
services.



2005 2006 2007



private
services.



264.943 586.859 357.536

2005 2006 2007





