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Onderlinge ‘s-Gravenhage is a pension and life insurance company that has put the customer first for 
more than 120 years, not only during all contact moments, but also with offering guaranteed capital 
and profit sharing. 

In order to continuously improve the quality and insight of all customer information, this insurer has 
been using Human Inference software for around 20 years. The result is fewer errors in the registered 
data and lower management costs.

ONDERLINGE ‘S GRAVENHAGE 
IMPROVES QUALITY  
AND INSIGHT CUSTOMER 
INFORMATION

THE CHALLENGE 

Market changes and new regulations  
Like other financial service providers, it is important for Onderlinge ‘s-Gravenhage to respond to market changes and new 
regulations as quickly as possible. Consequently, the financial crisis prompted the company to shift its focus increasingly 
to offering old-age insurance and pension policies. All products are recommended and sold through around two thousand 
insurance agents. Due to the low interest rate and stricter regulations of recent years, Onderlinge ‘s-Gravenhage 
continuously works to improve the quality of its services and to lower operational costs. This is achieved through 
decentralization and providing better access to all available customer information, among other things.
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GOALS

Improve information quality and reduce chance of errors  
Several decades ago, Onderlinge ‘s-Gravenhage began 
improving the information quality and reducing the chance 
of errors using software and algorithms it had developed 
itself. “For our company, identifying customers forms 
the basis of all company processes,” explains functional 
designer Debbie de Groot. “That is why we aim to prevent 
customers from being registered in our information 
systems more than once.” This was often the case in the 
past since the company uses different administrative 
systems for different products. “In order to centralize all 
customer information and make it more easily accessible, 
we replaced our own software with Human Inference 
software,” adds Debbie. “The most important result: 
there are virtually no registration or identification errors 
nowadays.”

REGISTRATION PROCESS WITH DOUBLE 
IDENTITY VERIFICATION

Every employee of Onderlinge ‘s-Gravenhage who is in 
contact with customers searches for the required personal 
information in the central customer management system, 
which is linked to the Human Inference software. A 
corresponding unique customer number is the key to all 
underlying product information. “It doesn’t matter which 
task needs to be carried out; you always start with a 
search in the customer system by name and, for example, 
place of residence or date of birth,” explains Debbie. “This 
is particularly important with common names.” Another 
characteristic is the role, such as participant, policyholder, 
payer or broker. Since Onderlinge ‘s-Gravenhage products 
are recommended and sold through brokers, the company 
uses double identification verification. The first step is for 
the insurance agent to identify every participant by means 
of a legally valid identity document. Next, an Onderlinge 
‘s-Gravenhage employee checks the personal and policy 
information provided by the agent for accuracy. 

SUPPORT FOR COMMUNICATION WITH 
CUSTOMERS AND AGENTS

The central customer management system supports 
Onderlinge ‘s-Gravenhage employees in all communication 
with customers and their insurance agents. “Since 
our customers are co-owners, they receive not only 
annual policy information, but also a profit letter”, says 
Debbie.  “There is, of course, also contact with customers 
when policies expire and when answering questions by 
phone through the service department.”  The improved 
information quality also confirms the image of the insurer 
as reliable and committed. Due to all the commotion about 
usury policies and aggressive sales practices, many people 
prefer a financially healthy and specialized (pension) 
insurer like Onderlinge ‘s-Gravenhage.

GDPR COMPLIANCE

A new and important part of the central customer 
management system at Onderlinge ‘s-Gravenhage is 
compliance with the European General Data Protection 
Regulation (GDPR). GDPR compliance is not possible 
without a properly organized information system. This new 
law affects both all communication with customers and 
insurance agencies as well as De Nederlandsche Bank, the 
central bank of the Netherlands and supervisory body. “If 
customers have questions about the types of information 
we register and save on them or ask us to delete this 
information, our customer management system enables 
us to give a fast and accurate response,” says ICT Manager 
Carmen Boksteen. “It also helps us reduce the risks 
associated with this new regulation.” Human Inference has 
incorporated an auditing functionality for this purpose. 
Finally, Onderlinge ‘s-Gravenhage is working to develop a 
self-service portal for all customers. This is the next step to 
enable the organization to further improve the insight and 
accessibility of customer information.
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READY TO EXCEED YOUR  
CUSTOMERS’ EXPECTATIONS? 
humaninference.com  
 
For over 30 years, Human Inference is the 
European market leader in data quality 
solutions, with a strong customer base in the 
Benelux, Germany and the UK. The software 
solutions are based on natural language 
processing and contain a core of knowledge 
to provide our customers with the best 
solution possible. Our data quality solutions 
and expertise allow enterprises and 
governments to manage the quality of their 
customer data assets and create a single 
customer view to help comply with rules and 
regulations, enable operational excellence, 
and improve customer interaction.

 
 
 
 
 

© Human Inference  
www.humaninference.com 

THE BENEFITS
Better quality and a better insight of customer 
information

Reduced chance of identification and registration  
errors

Support for communication with customers and 
insurance agencies

Easier and faster response to information requests

Fast and accurate response to privacy-related  
requests and in compliance with GDPR

HUMAN INFERENCE IS PART OF:


