— The 24-hour authority

Vitea Frisklinjen
(Vitea wellness line) — the service
for healthier workplaces

Vitea, the health and nursing care
company, is the first in the world to offer
the “Frisklinjen service”, which by means
of a telephone call manages all
administration and care connected with
reporting staff illness.
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Vitea’s Frisklinjen service has been developed through
collaboration with SOS-Alarm, YouCall, Ericsson and
TeliaSonera, Ericsson has supplied a custom-made
solution that integrates IP-based communication with
Solidus eCare™, an advanced contact center. The solution
manages the reporting of illness and is linked to the
Frisklinjen case record system via the Solidus eCare™
platform with total confidentiality.

Medical experts working in the contact center use IP
phones or IP clients so that they can be physically localized
anywhere. The service is delivered from two contact
centers, located in Pited and Stockholm. Both contact
centers are fully integrated over IP and communication
takes place via TeliaSonera’s IP WAN, which guarantees
high speed and quality.



The 24-hour a day service allows employees to report in
sick, obtain professional advice and book time for
nursing, all to speed their recovery. A follow-up service is
then carried out. Where the person who is reported sick is
reminded about the need for a medical certificate and in
addition, their manager, pay office and social insurance
offices are kept informed.

With the help of Frisklinjen, Biovitrum, one of the largest
bio-technology companies in Sweden with 580
employees, has managed to reduce its absenteeism due
to sickness to two percent.

“It does not get much better than this. Frisklinjen provides
our employees with fast and efficient help in returning to
work, says Biovitrum’s HR Manager Christer Ahiner.

The service is provided using Vitea’s web-based business
and client system with built-in routines for the
management of case notes, reports, transactions and
connections to YouCall contact centers. For the system to
quickly deliver large quantities of data, TeliaSonera has
built an infrastructure that combines conventional
technology with Ericsson’s IP-based MD110 BC12
exchange, equipped with the contact center Solidus
eCare™, |P telephones and IP clients.

Demands on quality, availability and security were high.
YouCall looked at three systems before making its
decision. Joakim Thorn, Head of Marketing at YouCall
says that Ericsson’s technology supports Vitea’s process
one hundred percent and gives great financial gains.

“We have automated close to 30 percent of the call
volume and have brought down the cost per call. The
technology allows for callback handling, IP, in other words
telephony via the computer network and self-service at
the press of a button.

The installation rocketed forward and Frisklinjen started on
1 September 2004”.

“The preliminary work is most important for everything to
function and as we had a clear requirement specification
and a clear project and integration plan, everything
worked 100 percent. One month after the start, there is
hardly anything left to do and the operation has gone
really well”, says Joakim Thorn.

Peter Risberg, CEO at Vitea, says that Vitea’s choice of
partner and technology meant that the company did not
need to build a new infrastructure, but could instead
focus on its own operations.

“With regard to people who need help in connection with
illness, it is extremely important that our partners are able
to handle security, confidentiality and integrity and
understand how to provide this from a pure process
standpoint", he says.

Frisklinjen brings together the two designated future
industries in the world economy - the health and
pharmaceutical industry and the telecommunications and
IT industry.

“In the future, employers will have process support that
supports their personnel in the same way that technical
investments are managed at present. | believe that this
type of system will be evident in all major companies
within the space of a few years”, says Peter Risberg.
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“We chose Ericsson
because their technology
supports Vitea’s business
processes and confidentiality
requirements 100 percent”,
says YouCall’'s Joakim Thorn

Facts

Customer
Vitea and YouCall, Sweden

Customer requirements

Advanced call handling, deep integration with the
business system, Callback system and the possibility of
IP telephony.

Ericsson solution
Ericsson MD110 BC12
Solidus eCare™

IP telephones

IP clients

Customer usage
e Quality-assured process — right information at the
right time

e Shorter door-to-door times in all elements — giving higher
quality experience for the caller

e Lower production costs with automatic services
e Faster handling
e Scalable and flexible IP solution
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