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Customer
 ▪ Transportati on & logisti cs corporati on

Status quo
 ▪ Large volume of enquiries 

in writi ng and by phone
 ▪ Major eff ort to process each manually
 ▪ Signifi cant pressure to 

deliver quality service

Role of legodo
 ▪ Produce and supply soft ware 
 ▪ Conduct training sessions

Nutzen
 ▪ Higher quality of service because 

of individualized responses to 
customers and integrati on of 
diff erent output channels 

 ▪ Maintenance of documents by 
the responsible department 
relieves internal IT unit 

 ▪ Automated processes lower 
response ti mes for enquiries 
and cut costs per case handled 
und senken Kosten pro Fall

Sector profi le
Privati zati on and liberalizati on of the traditi o-
nal railway industry has drasti cally sti ff ened the 
competi ti on, allowing customers to pressurize 
competi tors and pick and choose from among 
them.

Challenge
This is one of the reasons why Germany’s 
leading public transportati on corporati on is 
using legodo soft ware to bett er the quality of its 
customer communicati ons. 

It carries over fi ve million passengers daily, who 
do not hesitate to make demands. Customer 
service staff  thus end up producing up to 12,000 
pieces of service correspondence daily to help 
resolve individual requests, expectati ons, 
suggesti ons, complaints, and problems. Manual 
processing of each query or correspondence 
would be totally out of the questi on.

This corporati on has thus set up a team of 600 
agents who use the legodo soft ware, which 
features: 

1. Centralized editi ng to compose and manage 

texts in conformance with the CI.

2. Alternati ve suggesti ons of texts used 

by agents, based on classifi cati on.

3. Custom printi ng via a centralized system.

Highlights & added value
The legodo soft ware allows centralized 
management of templates, texts, and images 
and enables customer service to automati cally 
combine these to produce personalized 
correspondence.

When responding to a query, an agent uses 
legodo to access all the data on that customer 
stored in the company’s CRM system. 

This approach off ers numerous advantages:

1. Standardized processes lower response 

ti mes and costs per query.

2. Maintenance of documents and templates by 

the responsible department relieves the IT 

unit from having to create complex templates.

3. Documents are composed effi  ciently with 

all the proper predefi ned elements and 

informati on stored in the CRM system.

4. Responses to customers are more 

personalized and diff erent output 

channels are integrated.

5. Customer communicati ons are managed 

both quanti tati vely and qualitati vely.

Over 600 employees of this leading service 
provider use the legodo soft ware to produce 
more than 2.5 million pieces of customer 
correspondence annually. 

Logisti cs and Transportati on Firms 
Go for Quality Service
Liberalizati on and deregulati on of the EU market has opened the fl ood gates for companies seeking to 
compete against the German railway industry. Newly established and foreign fi rms are increasingly on 
the att ack against former state-owned railway enterprises directly on their home turf – while passen-
gers are demanding bett er equipment, furnishings, comfort, informati on, and service. 
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Fax: +49 (0) 721 66 592-1
info@legodo.com


