
CASE STUDY

“ Thanks to UNIVERGE BLUE CONNECT, we can 
now do considerably more with the same number 
of people. Integration with our CRM system 
provides our agents with extensive information 
when handling customer requests and makes 
the entire process much smoother. The excellent 
reporting also enables us to further fine-tune our 
processes.”

CHALLENGES
Smooth and sophisticated business communications is essential for 

pharmaceutical wholesaler Orly Pharma. Every day, the organization 

receives a lot of incoming calls with requests for medicine deliveries. 

Communications also plays an essential role when hunting 

internationally for suppliers that can provide the required  

medicines. 

Functionality and stability of Orly’s previous communications 

platform proved insufficient to efficiently handle present day 

volumes and facilitate further growth of the business activities. 

The COVID-19 epidemic with the need for remote working forced

 the organization in 2021 to make the communications infrastructure 

more flexible.

SOLUTION
Orly Pharma investigated together with Business Partner Telematch 

the business needs and the various solutions available in the market. 

Implementation needed to be swift and seamless. NEC's UNIVERGE 

BLUE Cloud solution came out on top. In addition to the superior 

functionality of the solution itself, the solidity and stability of NEC and 

Intermedia, NEC's strategic partner for CLOUD SERVICES, were also 

decisive factors for Orly Pharma.

The practical implementation by Telematch of the UNIVERGE BLUE 

Cloud solution with 30 CONNECT ESSENTIAL and CONNECT PRO 

license went very smoothly and to full satisfaction

RESULTS
The solution provides the organization with fully integrated, high-

quality communications and enables smooth handling of the many 

incoming calls.

When a known customer calls, the number is recognized and, thanks 

to CRM integration, the customer enquiry can immediately be handled 

completely. The agent’s screen immediately shows the customer’s 

history with detailed information about any open orders, previous 

orders, whether there is stock of the requested product or whether it 

is on order with suppliers and what the delivery date will be.

Orly Pharma now gets more done with the same number of people. 

The two telephone operators Orly previously worked with, have been 

transferred into the Contact Center and further trained to be part of 

the rotating teams. Contact Center agents now have time for other 

matters and instead of only dealing with incoming questions they can 

now act proactively as well.

UNIVERGE BLUE CONNECT is also an excellent solution for hybrid 

working; employees are completely flexible in where they work and 

can, for example, also fully participate in the hunt groups from home.

Orly Pharma is also very pleased with the reporting options. It is 

easy to use and provides insight into how long conversations last on 

average, how these differ per agent and what can be done to further 

shorten conversations.

CLOUD PLATFORM WITH CRM INTEGRATION 
SPEEDS UP HANDLING CUSTOMER REQUESTS 

ORLY.

RUUD SCHULPEN, HEAD OF FINANCE
Customer review: ★★★★★

www.univergeblue.com
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ABOUT
Orly Pharma was founded over 25 years ago and stems from the 

need to help patients with medicines that were difficult or impossible 

to obtain in their own country. This can be due to supply issues or 

because a medicine is simply not available because the country is too 

small to justify registration. Orly Pharma solves this by sourcing the 

relevant or a comparable product from abroad.

Orly Pharma has over the years grown into the undisputed specialist 

in this field in the Benelux with branches in the Netherlands and 

Germany. By keeping lines short, Orly Pharma can anticipate 

shortages and upcoming supply problems more quickly. 

www.orlypharma.com


