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2017 was yet another active and exciting year in SOS 

International. More than 2.5 million calls the past year across 

all business areas speak for itself. The assistance business is 

alive and pertinent. 

However, SOS International operates in an industry that is 

changing quickly and in unpredictable ways. Competition and 

customer demands continue to increase and change. Not only 

price demands, but demands on end-user experiences and 

new digital services.  

Despite the competitive landscape and high investments 

during the year, SOS International delivers a satisfying result 

in 2017 of DKK 33 million before tax, which is DKK 6 million 

less than 2016. 

Almost all areas of the company have been through positive 

changes during 2017, which is reflected in the historical high 

level of customer satisfaction.  

Moreover, optimisation of claims costs has reduced the total 

costs for our customers and this combined with improvement 

of supplier agreements, upgrade and consolidation of IT 

systems has led to a consistent high service level - all to the 

benefit and satisfaction of our customers. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

I hope you enjoy the report. 

 

Best regards, 

 

Niels Krag Printz 
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Travel and medical assistance is one of the core services 

of SOS International. Comprehensive travel assistance 

services are provided before, during and after a trip 

whether business or pleasure. SOS International offers 

customised services to the specific needs of the 

customers and balances its services between innovative 

digital solutions and the important personal touch.  

Moreover, SOS International helps companies address their 

Duty of Care responsibilities. Duty of Care refers to the legal, 

ethical or moral responsibility or obligation of companies and 

organisations towards their employees to maintain their safety 

and well-being when travelling for business purpose. SOS 

International deals with security and crises situations 

immediately and anywhere in the world, home as well as 

abroad. SOS International has experienced an increased 

interest in the Crisis, Risk & Security services during 2017. 

REDUCING CLAIMS COSTS 

New technologies are disrupting old inefficient solutions and 

2017 has been no exception to this. In the coming years, new 

exciting services and business models will see daylight as new 

emerging assistance markets grow out of the old ones. 

Worldwide trends such as Insurtech transformations, the 

development of the global population as well as new Healthtech 

players are influencing the travel assistance market.  

SOS International has worked intensively on staying relevant in 

this development during 2017. Preventive services, digital 

entrances, self-service solutions, system integration with 

customers and ófollow my caseô were in focus in 2017 and this 

work will continue during the coming year. 

 

Moreover, SOS International initiated an extraordinary claims 

cost project in 2017 with the purpose of identifying possible 

savings as an addition to the ongoing focus on claims costs. The 
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project succeeded in identifying a range of possible savings in 

the coming three years based on renegotiation of better supplier 

contracts, increase of joint procurement and further optimisation 

of internal processes.  

Technology and a human touch 

SOS International recognises that technology can and should 

replace people in parts of the travel and medical assistance 

market. However, it is not just about replacing people with 

technology.  

The convenience brought on by new technology over the last 

decade has simultaneously created a growing need for human 

relations. So, when you are in distress, a calm, reassuring and 

competent voice at the end of the line is often what you need. 

And SOS International will stay at the end of this line while at 

once developing new digital services. 

PART OF SOMETHING BIGGER 

Mani Tancred has been part of SOS Internationalôs alarm centre 

for almost three years. He works as an assistance coordinator 

and represents that calm, reassuring and competent voice 

needed in a time of distress. 

One case ï one set of hands 

The work as an assistance coordinator involves many different 

tasks and SOS International always strives to have as few hands 

as possible on a case to establish trust, comfort and security for 

people who contact the alarm centre and to increase the 

efficiency of the case handling. The phone system in SOS 

International supports this approach by recognising the number 

calling and thereby makes sure to transfer the call to the relevant 

assistance coordinator who is responsible for the specific case. 

This improves the customer experience for the policyholder while 

at the same time reducing the time spent of each case.  

This also means that an assistance coordinator must be able to 

solve a case from A to Z where possible. Development of the 

staffôs competences is a crucial part of the work in the alarm 

centre and all employees have completed the course "The good 

case processing" which is repeated on an ongoing basis. 

 

 ñSOS International was initially a short-term thing for me. I was 

a student and needed to find work aside from my studies. But I 

am very happy to work here. I have passionate and competent 

colleagues all around the Nordic countries and it feels as if the 

world is my workplace. During a work day, I might be in contact 

with the United States, Singapore and Sweden. This diversity is 

fantasticò. 

What time is it in Asia? 

ñThe first thing I do when I start my workday is to check up on my 

cases. I prioritise each case according to the urgency and then I 

make sure to plan my case handling according to the time 

differences around the worldò. 

Timing is a crucial element in the work. All information must reach 

the patients and other involved parties in due time. Sometimes 

the most frustrating thing for a policyholder can be to wait for a 

departure time, new hotel information or when a doctor will call. 

Mani makes sure that all details are in place.  

ñInformation is the key to success. The people calling us need 

reassurance in the form of information and facts and that I will 

give them. It feels great to be able to helpò, Mani says. 
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