“The all-IP solution allows contact
center resources to be utilized more
efficiently.”

Henrika Serén-Johansson, Customer Service
Manager, Veritas
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QUICK FACTS

Company

= Name: Veritas

= Location: Helsinki, Finland

Industry: Insurance

Products and services: Insurance and
investment services

Revenue: €92.5 million

= Employees: 500

= Web site: www.veritas.fi

Challenges and Opportunities

= Traditional enterprise telephony system no
longer addresses business needs

= Customer service complicated to manage,
employees difficult to reach, and update
processes laborious

Objectives

= Centralize customer service and
communications

= Achieve more flexibility in services

= Utilize resources more efficiently

SAP® Solution and Services
SAP® Business Communications Manage-
ment software

Implementation Highlight

Software customized to Veritas's business
needs, enabling the company to improve
service, streamline processes, and carry
out changes flexibly

Why SAP

Central software for the 4 companies com-
prising the Veritas group, connecting them
into a single, centralized system, which
allows resources to be utilized more effi-
ciently and brings substantial cost savings

Benefits

= Incoming contacts routed automatically to
the correct service group or expert

= Improved customer service and employee
availability

= Reduced waiting times and service
congestion

= Integration of calls, e-mail, short message
service (SMS) messages, Web services,
and other communications channels into
a centrally managed whole

= Simplification of customer service
management and improvement of the
availability of services and employees

= Improved ability to respond flexibly and
swiftly to peaks in service demand
through improved monitoring and
reporting capabilities

= Simplification of making changes to the
system

Existing Environment
Legacy private branch exchange telephony
system



INSURER REPLACES TRADITIONAL TELEPHONY SYSTEMS
WITH SAP® BUSINESS COMMUNICATIONS MANAGEMENT

Helsinki, Finland—based Veritas was facing a problem all too
common for today's businesses. The company was using a range
of traditional enterprise telephony systems that no longer addressed
their business needs. With the existing solution, customer service
was complicated to manage, employees were difficult to reach, and
update processes were laborious.

Centralizing Customer Service
and Communications

After evaluating the available solutions,
in the autumn of 2006 Veritas decided
to replace its traditional PBX systems
with SAP® Business Communications
Management software. The operator-
independent software routes incoming
contacts automatically to the correct
service group or expert. This improves

The Veritas group comprises four
companies offering personal expert
services in insurance and investment
issues to both private customers and
companies. Employing about 500
people at over 30 locations throughout
Finland, the Veritas group is one of the
oldest Finnish insurance companies,
with a long and solid tradition in the
insurance business.

Enabling Precision Routing of
Contacts

The fully hosted system covers all of
Veritas's fixed-line and mobile telephony
as well as the company's contact center
functions. The SAP software brings
advanced IP-based communications
tools to the entire Veritas organization.
The software integrates calls, e-mail,
SMS messages, Web services, and
other communications channels into

a centrally managed whole.

“The SAP software combines the four
Veritas group companies, all locations,
and our numerous customer service
lines into a centralized system,” says
Serén-Johansson. “This simplifies

“With SAP Business Communications Management we can provide our

customers with the required information or service as quickly as possible.”

Henrika Serén-Johansson, Customer Service Manager, Veritas

The company's legacy telephony system
included a total of 37 traditional private
branch exchange (PBX) systems. “Our
old operator-dependent system had
become cumbersome and inefficient,”
says Henrika Serén-Johansson, cus-
tomer service manager at Veritas. “We
needed a solution that would allow us
to centralize our customer service and
communications. We wanted to achieve
more flexibility in our service and to
utilize our resources more efficiently.”

Veritas's customer service and
employee availability — while reducing
waiting times and service congestion.
SAP Business Communications Man-
agement connects the four companies
comprising the Veritas group into a
single, centralized system, which allows
resources to be utilized more efficiently
and brings substantial cost savings.

customer service management and
improves the availability of our services
and employees. The software ensures
that incoming contacts are always
routed to the correct recipient.

“In the event of heavy loads on our
customer service, we can route
contacts to available employees at
other locations,” Serén-Johansson
continues. “The monitoring and report-
ing functionality of the system allow

us to respond flexibly and swiftly to
peaks in service demand. Furthermore,
changes are easy to accomplish, no
longer requiring time-consuming tele-
phone installations.”



Meeting Customer Needs
Effectively, Efficiently, and at
Low Cost

Veritas chose SAP Business Commu-
nications Management in no small part
because of its advanced technical func-
tionality, which allows the customer
service and communications of Veritas
group companies to be managed
centrally. The software was further
customized to Veritas's business needs,
enabling the company to improve
service, streamline processes, and
carry out changes flexibly.

“With SAP Business Communications
Management we can provide our cus-
tomers with the required information or
service as quickly as possible,” says
Serén-dohansson. “The software also
eases the workload on our switchboard
while significantly reducing the number
of unnecessary internal calls. We know
the availability status of all our employ-
ees in real time, which is a great
time-saver.

“SAP Business Communications
Management is the ideal match to our
needs,” Serén-Johansson concludes.
“The software brings considerable cost
savings and sets our customer service
apart from competitors in a way that
would have been impossible with tradi-
tional phone technology.”



www.sap.com/contactsap

50 086 794 (07/11)

©2007 by SAP AG. All rights reserved. SAP, R/3, mySAP. mySAP.com,
xApps, xApp, SAP NetWeaver, Duet, Business ByDesign, ByDesign,
PartnerEdge, and other SAP products and services mentioned
herein as well as their respective logos are trademarks or registered
trademarks of SAP AG in Germany and in several other countries

all over the world. All other product and service names mentioned
are the trademarks of their respective companies. Data contained in
this document serves informational purposes only. National product
specifications may vary.

These materials are subject to change without notice. These materials
are provided by SAP AG and its affiliated companies (“SAP Group”)
for informational purposes only, without representation or warranty of
any kind, and SAP Group shall not be liable for errors or omissions with
respect to the materials. The only warranties for SAP Group products
and services are those that are set forth in the express warranty
statements accompanying such products and services, if any. Nothing
herein should be construed as constituting an additional warranty.

THE BEST-RUN BUSINESSES RUN SAP"



