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Sector
 ▪ Energy uti lity

Challenges
 ▪ Manual preparati on of complex 

sales and service correspondence 
 ▪ Use of IT resources to 

prepare templates 

Role of legodo
 ▪ Soft ware producer and distributor
 ▪  Conduct training sessions

Benefi ts
 ▪ Direct link to SAP
 ▪ Easier to use
 ▪ Lower load on internal IT resources 
 ▪  Shorter response ti mes 

to customer queries
 ▪ Cost savings through a reduced 

workload and less maintenance 

The customer
The Hungarian energy uti lity provides a broad 
range of services to over 1.4 million customers. 
These include personnel management, fi nance, 
accounti ng, procurement, logisti cs, legal assi-
stance, informati on management, facility ma-
nagement, communicati ons, marketi ng, inter-
nal audits, and technical services related to the 
network. 

Challenges
In 2009, the uti lity’s call center was combined 
with correspondence services into one unit. The 
roughly 1,000 call center employees were to 
use their data for eff ecti ve customer service and 
prepare proper templates for correspondence. 
The assignment meant deploying all processes 
and data from the existi ng SAP system in the 
right context and at the right ti me to deliver cu-
stomer-relevant correspondence. The aim was 
to expedite responses to queries and augment 
the quality of customer service. 

Soluti on
The legodo platf orm for communicati ons, used 
eff ecti vely by other uti liti es like RWE, was 
launched rapidly at the Hungarian uti lity. 

Fed with SAP data, the platf orm automati cally 
prepares rule-based correspondence, which 
can be personalized and sent via an appropriate 
output channel. Each day, the staff  uses all the 

 informati on relevant to customer queries to ea-
sily and quickly create targeted correspondence, 
and apply defi ned rules to store the material. 

Benefi ts
Prior to this step, employees depended on the IT 
department for technical modifi cati ons of tem-
plates. Now, customer service can act or react 
faster by making the desired changes  directly 
with the legodo Designer soft ware. This easy to 
use soft ware saves ti me, leaving more room for 
att ending to customers. 

The project manager praised the exemplary co-
operati on shown by all members of the team: 
“We achieved our target of fl awless commis-
sioning within fi ve months. The whole team 
 performed superbly.” 

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

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

Integrati ng the legodo communicati ons platf orm with SAP IS-U enabled a leading Hungarian energy 
uti lity to signifi cantly enhance customer service. Deploying this fl exible soluti on helped its customer 
service department to markedly trim costs, ensure legal certainty, and bett er serve its customers. 

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

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 off ering 

them the highest standard of service.”

Project Manager, Energy Uti lity – launching of legodo & SAP IS-U
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