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More power to the customer:
legodo and SAP IS-U empower an energy utility
to further boost the quality of its service

Integrating the legodo communications platform with SAP IS-U enabled a leading Hungarian energy
utility to significantly enhance customer service. Deploying this flexible solution helped its customer

service department to markedly trim costs, ensure legal certainty, and better serve its customers.

The customer

The Hungarian energy utility provides a broad
range of services to over 1.4 million customers.
These include personnel management, finance,
accounting, procurement, logistics, legal assi-
stance, information management, facility ma-
nagement, communications, marketing, inter-
nal audits, and technical services related to the

network.

Challenges

In 2009, the utility’s call center was combined
with correspondence services into one unit. The
roughly 1,000 call center employees were to
use their data for effective customer service and
prepare proper templates for correspondence.
The assignment meant deploying all processes
and data from the existing SAP system in the
right context and at the right time to deliver cu-
stomer-relevant correspondence. The aim was
to expedite responses to queries and augment

the quality of customer service.

Solution

The legodo platform for communications, used
effectively by other utilities like RWE, was
launched rapidly at the Hungarian utility.

Fed with SAP data, the platform automatically
prepares rule-based correspondence, which
can be personalized and sent via an appropriate

output channel. Each day, the staff uses all the

information relevant to customer queries to ea-
sily and quickly create targeted correspondence,

and apply defined rules to store the material.

Benefits

Prior to this step, employees depended on the IT
department for technical modifications of tem-
plates. Now, customer service can act or react
faster by making the desired changes directly
with the legodo Designer software. This easy to
use software saves time, leaving more room for

attending to customers.

The project manager praised the exemplary co-
operation shown by all members of the team:
“We achieved our target of flawless commis-
sioning within five months. The whole team

performed superbly.”

Work is now in progress on upgrading the scope
of services to the SAP ERP 6.0 version.

“We felt it was crucial to improve the quality of our correspondence, retain our Cl,

and ensure the content’s legal certainty. Thanks to legodo, we have become extremely

adaptable and can respond faster than ever before to customer queries, while offering

them the highest standard of service.”

Project Manager, Energy Utility — launching of legodo & SAP IS-U
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