
ERGO insurance group   
(DKV, Hamburg-Mannheimer, DAS, Le Lion Belge)
Streamlined speech and data communication via
Cisco network improves services in the call centre

EXECUTIVE SUMMARY

Background
The ERGO insurance group is, through its various insurance companies, the biggest
private health insurer and the largest legal expenses insurer in Europe. In Belgium,
ERGO acts through the health insurer DKV, the specialist in life insurance and pension
funds Hamburg-Mannheimer, the legal expenses insurer DAS as well as Le Lion Belge,
an insurer for various risks. In the beginning, each company had its own office with a
separate infrastructure for voice and data communications. Moreover, each
organisation had a switchboard from a different supplier.

Challenge
In 2001, ERGO brought three of its four Belgian insurance companies together in a
building at the Madouplein in Brussels. Rather than moving all the switchboards, the
group wanted one central telephony system and one central access point for the three
companies. Because it also planned to install a new common data infrastructure,
ERGO decided to integrate data and voice into one network.

Solution
In the new offices, Getronics installed a redundant network based on Cisco routers
and switches. The telephone installation included a Call Manager 3.2, Cisco’s IP
switchboard and 500 Cisco telephones of type 7960 and 7940. For the call centre,
ERGO is using Cisco’s IPCC Express software.

Results
ERGO now has one converged infrastructure for transporting data and voice. Not only
does this require less cabling and fewer sockets, but ERGO is also no longer
dependent on a telephony supplier. Now the internal IT department deals with
maintenance and support, together with Cisco partner Getronics. Moreover, the new
call centre software guarantees a better service. 

“THANKS TO THE HOMOGENOUS NETWORK INFRASTRUCTURE, THE WHOLE THING IS WELL ORGANISED

AND SO EASIER FOR OUR IT PEOPLE TO MANAGE. NOW THAT WE OURSELVES HAVE AN INSIGHT INTO

OUR TELEPHONY SYSTEM, EVEYTHING IS DONE MUCH MORE QUICKLY.”

Thierry Charlier, IT manager at DKV

The ERGO insurance group is the biggest

private health insurer and the largest legal

expenses insurer in Europe. It was set up

in 1998 and consists of the companies

DKV, Victoria, DAS and Hamburg-

Mannheimer. In Belgium, ERGO acts

through the renowned health insurer DKV,

the specialist in life insurance and pension

funds Hamburg-Mannheimer, the legal

expenses insurer DAS as well as Le Lion

Belge, an insurer for various risks.

In 2001, it was decided to bring three of

the four Belgian companies together in one

building at the Madouplein in Brussels.

Each of the organisations then had its own

switchboard from a different supplier.

Rather than moving all the switchboards,

the ERGO group wanted a central

telephony system for the new building and

a central access point for the three

companies. Because they also had to install

a new data network, they made the

strategic decision to have telephony over

the computer network.



One standard for data and voice

Thierry Charlier, IT manager at DKV: "The total cost for

constructing separate networks for data and voice would not only

have worked out to be more expensive but we were also aiming to

have as much uniformity as possible in the new infrastructure. So

with the move, Ethernet became the standard for the new

computer network, whereas in the past DKV had worked with

Token Ring. Also, by integrating telephony during the

streamlining of the data traffic, we were able to obtain all the

systems from one supplier. What’s more, such a converged system

opens up additional possibilities for the future.”

ERGO opted for Cisco Systems to be the supplier for the data and

telephony infrastructure, chiefly because of its solid reputation as

a manufacturer of components for converged networks. Thierry

Charlier explains: “Between our decision in favour of IP telephony

and the new building becoming operational there were barely five

months. The date of the move was fixed, so there was not much

time for comparing the suppliers. As a market leader in IP

telephony and a renowned producer of network components,

Cisco was offering us the guarantee of its vast experience with this

technology. The company is also stable enough to ensure support

in the long term.” Getronics became the partner for integration

and maintenance and it completed the installation within the tight

period agreed.

In the new offices, Getronics installed a redundant computer

network based on Cisco routers and switches. The speech traffic

also runs over the network. The telephone installation includes a

Call Manager 3.2, Cisco’s IP telephony software. This serves some

500 Cisco telephones of type 7960 and 7940. There are around

40 sets in the call centre of the insurance group, where Cisco's

IPCC Express software is also used.

Fewer cables and sockets

ERGO now has a converged infrastructure for transporting data

and voice and that brings with it a number of advantages. To

begin with, installing such a converged network requires less

cabling and fewer sockets than two separate systems. The Cisco

telephones have an internal switch that allows the PCs to connect

to the network through the telephone. Moreover, ERGO is

making use of inline power, so that the telephone sets are provided

with electric current through the computer network. “This means

you need less equipment and you avoid the classic cable spaghetti

in the offices,” according to Thierry Charlier.

Managing your own telephony

An even more important advantage of IP telephony is that ERGO

is no longer dependent on an external telephony supplier. Four

people from the internal IT department deal with many of the

support and maintenance tasks and for only two of them that is a

full-time occupation. Besides this, ERGO has a general contract

with Getronics for maintaining the data and voice system, which

is more advantageous than separate contracts with different

suppliers.

“Our entire network is made up of Cisco components, so we have

to maintain just one infrastructure. Thanks to this homogeneity,

the whole is well organised and so easier for our IT people to

manage. Now that we ourselves have an insight into our

telephony system, several things are running more smoothly.

Previously for a common operation, such as moving a telephone

set, we had to call in the telephony supplier. Now we do it

ourselves. Also if there’s something wrong, we can often solve

things ourselves. If we can’t, then we know where the hitch is and

our partner can take immediate action. In the past, we had to wait

for the supplier to work out what was wrong,” compares Thierry

Charlier. 

Better security

The new central infrastructure is, according to Thierry Charlier,

also easier to protect: “All the equipment, both for the telephony

and the data transport, is brought together in one space where one

type of security rules applies, and which is accessible only to a

limited number of people. Previously, for example, the switchboard

was in the cellar. Not only do you have less control there, but

neither is it an optimal environment. If such a cellar were to flood,

telephony would be finished.”

Thanks to the homogeneity and the redundancy of the network

many of the network components are also interchangeable. This

means savings of scale on the one hand – for example only two

servers are needed for backing up the entire system – and a

guarantee of continuous operation on the other. “You don’t have

to bring in house a whole battery of spare components in case a

component stops working for one or other reason. You just set its

redundant counterpart in action. So service is guaranteed until the

original part becomes active again,” explains Thierry Charlier.



Savings in the call centre
The new call centre software also means simplification and

savings. DKV and Hamburg-Mannheimer previously had their

own system for which extensions and modifications were

developed separately. Now they have central hardware and

software on which different scenarios run.

Moreover, Cisco ICD standard includes a voice mail function.

ERGO activates this when the call centre is closed. The spoken

messages come in the form of a sound file that goes straight into

the inbox of the person in charge of the call centre. “From now on

we can also record the messages that the caller gets to hear. With

the traditional switchboard something like that had to happen in a

special studio, which of course meant much less flexibility,” says

Thierry Charlier.

Fast reporting and analysis
Because the telephony runs over the computer network, the

manager of the call centre can also optimise services more easily.

Thierry Charlier: "Thanks to the reporting functions, Cisco IPCC

Express offers an excellent overview of the activities of agents and

incoming calls. So the manager gets an up-to-the-minute picture of

the situation and can steer the telephone traffic as it comes in. In

the past, he first had to input the numerical data that the

traditional switchboard generated into a computer program for

analysis.”

In fact, all the staff of the ERGO group have to log on to the

telephony system each morning. So the receptionist, the call centre

manager and the telephony system as well know who is present.

The switchboard automatically transfers the calls for an absent

staff member to one who is available.

Teleworking
A telephony system based on IP also opens the door to future

integrations and new applications. Currently, ERGO is working

on a project to integrate the clients’ files with the call centre

system. With this new system, staff members who answer a call

will automatically see the caller’s file appearing on their screen.

Moreover, ERGO also wants to implement virtual private network

technology (VPN). This allows a company to create a secure long-

distance network over the network, so that the call centre agents

have access at home to the company network and the telephony

and computer applications needed to do their work. 

Even with this, the possibilities of the new system are still far from

being exhausted. “If our colleagues in the ERGO group abroad

should one day decide to opt for IP telephony, then we could also

keep down our international telephone costs through a VPN

network,” concludes Thierry Charlier.

Corporate Headquarters
Cisco Systems, Inc.
170 West Tasman Drive
San Jose, CA 95134-1706
USA
www.cisco.com
Tel: 408 526-4000

800 553-NETS (6387)
Fax: 408 526-4100

European Headquarters
Cisco Systems Europe
11, Rue Camille Desmoulins
92782 Issy Les Moulineaux
Cedex 9
France
www.cisco.com
Tel: +33 1 58 04 60 00
Fax: +33 1 58 04 61 00

Americas Headquarters
Cisco Systems, Inc.
170 West Tasman Drive
San Jose, CA 95134-1706
USA
www.cisco.com
Tel: 408 526-7660
Fax: 408 527-0883

Asia Pacific Headquarters
Cisco Systems Australia, Pty., Ltd
Level 17, 99 Walker Street
North Sydney
NSW 2059 Australia
www.cisco.com
Tel: +61 2 8448 7100
Fax: +61 2 9957 4350

Argentina • Australia • Austria • Belgium • Brazil • Canada • Chile • China • Colombia • Costa Rica • Croatia • Czech Republic • Denmark • Dubai, UAE
Finland • France • Germany • Greece • Hong Kong • Hungary • India • Indonesia • Ireland • Israel • Italy • Japan • Korea • Luxembourg • Malaysia
Mexico • The Netherlands • New Zealand • Norway • Peru • Philippines • Poland • Portugal • Puerto Rico • Romania • Russia • Saudi Arabia • Singapore
Slovakia • Slovenia • South Africa • Spain • Sweden • Switzerland • Taiwan • Thailand • Turkey • Ukraine • United Kingdom • United States • Venezuela

Copyright © 2001, Cisco Systems, Inc. All rights reserved. 
Cisco Systems and the Cisco Systems Logo are registered trademarks, and Empowering the Internet Generation is a service mark, of Cisco Systems, Inc. and its affiliates in certain other countries.

Cisco Systems has more than 190 offices in the following countries. Addresses, phone numbers, and fax numbers are listed on the 

Cisco.com Website at www.cisco.com/go/offices.


