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requests to be handled quickly and
efficiently as well as receiving due
consideration to their wishes. And
they are very much more aware 
of the alternatives offered by com-
petitors.

The goal: global
customer view
In the corner store environ-
ment of the past, this was 
rather easy. The shopkeeper
held his customer database in
his head and contact between
him and his customers were
personal, face to face. Today,

you need a modern customer rela-
tionship management system to
achieve the same result. However,
this requires detailed intelligence,
as lasting customer relations can
only be built on reliable customer
information.

Data mining, data warehousing
and CRM are all based on data-
base marketing. Obviously, to
retain a customer, you need to
know about him! This requires
consistent management of all customer
data. How else would one be able

to identify or analyse customer
potentials and, from there develop
actions and strategies based on
individual customer care and global
customer view?

With this approach, it is possible to
integrate all data belonging to any
single individual under his "techni-
cal" ID. In addition, dedicated tools
will allow the creation, dynamically
or automatically, of further inter-
esting profiles. In the B2C sector
for instance, a snapshot at house-
hold/family level or the overview
of entire buildings could provide
valuable information for a marketing
analysis or credit investigation.

Address monitoring
An absolute requirement for success-
ful CRM is a correct, integrated,
common and widely accessible
database. This in turn requires a
goal-oriented strategy and consistent
address management. Problems in
customer databases usually arise
when customer data is fragmented
or inconsistent or when data origi-
nating from different sources is not
processed through some sort of
validation tool before it is integrated
into a common database. As customer
addresses are the central nervous
system of any CRM project, it is
absolutely critical to ensure their
quality by way of appropriate
address management software.

Spotlight

One Face to the Customer
One of the major goals of any business organisation is to
attain a profitable market position. To meet this objective,
companies are increasingly aware of the necessity to build
lasting customer relations, as can be seen by the wide accept-
ance of CRM (Customer Relationship Management) as a key
element of overall business strategies.

Corner store revisited
"Good morning Mrs. Miller, your
usual?" The owner of the corner
store knew his customers, he wel-
comed them personally and he 
served them individually. Well
aware of their needs, he had

gradually adapted his business
and his products to his clientele.

It is no surprise to find that the gro-
cer's shop of former times has
become a model for modern forms
of customer retention. In the light of
decreasing customer loyalty, spon-
taneous consumer behaviour and
buying patterns as well as highly
exchangeable products and addi-
tional services, the consideration
of individual customer needs have
significantly gained in importance.
Today's customers expect their
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Pitfalls
Insufficient data quality in many
CRM projects can originate from
various sources, for instance:

Customers do not always write/spell
their names and addresses in a
consistent way, so they can some-
times appear more than once in the
database. Another frequent source
of problems are transmission errors
when addresses are entered.
Customer account numbers alone
are not sufficient to solve this kind
of problem, as customers are fre-
quently unable to provide such a
number or remember an ID when it
is needed. But even an error-free
data entry does not mean all 
problems have been eliminated.
Addresses are also subject to an
"ageing process"! Many times
house moves remain undisclosed
or, if they are known about, there
is no direct correlation between the
old address and the new one.
Also, the customer does not even
have to move for his address to

change, as a town could be incor-
porated and/or a street renamed.

Further pitfalls are frequently en-
countered when customer data
from different business departments
is merged (distributed front/back
office systems or company-wide
customer analysis). The reasons for
any difficulties encountered in this
kind of situation are obvious: data
from different departments is usual-
ly not subject to common standards
regarding data entry, data layout
(keys, field lengths, field formats
etc.) or field contents and rarely
has a unique customer ID.

If these or similar problems are not
identified or are even underesti-
mated, the success of a CRM system
will be highly prejudiced. Redundant
and incomplete customer addresses
automatically affect any derived or
aggregated data as well as the
resulting actions to be implemented.
Under such circumstances, data
analysis may become highly unreli-
able or even worthless.

Data maintenance
Address monitoring is not just
essential when a database is set
up. It should rather be seen as a
consistent process designed to
ensure the quality of customer
data. An efficient CRM is inconceiv-
able without a lasting and up-to-the-
minute commitment to data quality

– meaning real-time for instance in
web or call centre applications. A
continuous assurance of both the
quality and the currency of customer
addresses therefore is and always
will be the central issue.

eCRM and address
management in real time
Any CRM efforts aiming at funda-
mentally restructuring a business
organisation around the customer
have gained an additional dimen-
sion with the development of new
business models in the e-business
sector. According to a Forbes study,
e-business companies lose almost
60% of their customers within
approximately six weeks. Real-time
interaction therefore represents a
new, additional challenge to the
management of customer and address
data.

Conclusion
CRM solutions are meant to support
a global networked customer philo-
sophy within the company. In this
context, software solutions used in
the field of "addresses and custo-
mer data" play a major role. They
represent the operative basis needed
to derive personalised actions from
specific customer data and thus
implement the corner store concept
of the past in the world of today
and tomorrow.

SINGLE VIEW O F CUSTOMER

Uniserv Interfaces

Interface Variety for 
Investment Protection

available for various platforms or
operating systems and are integrated
by the customer in his company-spe-
cific processes (client applications).
Servers and client applications can
even be implemented and run
under different platforms.

For the implementation of client appli-
cation, Uniserv supports the custo-
mer by providing various interfaces

With its OPEN.edition product line,
Uniserv offers address management
tools with an open client/server
architecture. Amongst other functiona-

lity, this includes the postal validation
of addresses as well as the identifi-
cation and avoidance of duplica-
tes. The OPEN.edition servers are
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Constantly aiming to improve and
compliment its portfolio of services
and software standards, Uniserv
has made a further important step
forward by concluding a technology
partnership agreement with the
Oracle specialist codeswift. "The
codeswift professionals were defini-
tely our first choice, as they are not
only well-known for their high tech-
nical competence and flexibility in
the Oracle environment, but they
also have great experience with
address management applications
in various industries", said Roland
Pfeiffer, Managing Director at 
Uniserv.

Thus, our customers running
Oracle-based projects can now
rely on both the Uniserv address
management product range for
Oracle and on specialist Oracle
know-how for the implementation
of applications. 

This partnership increases the appeal
of the Uniserv software for ORACLE®
environments and provides its users
significant competitive advantages
through optimised market-oriented
solutions.

The specialists from codeswift and
Uniserv can now offer expert support
for the integration of address
management solutions in any CRM
system, data warehouse or any
other operative system – from con-
sulting and design to implementation
support and "turn-key" packages.

The Uniserv product range for
Oracle is available for all current
UNIX derivates as well as for
Windows NT/2000/XP. All
address management-components
can be used with Oracle7,
Oracle8 and Oracle8i databases. 

Possible interfaces

Technology Partnership

ORACLE® Competence Reinforced

which are usually platform-inde-
pendent and thus allow changes to
the client platform without the need
to modify/adapt the application
software. Uniserv also offers a num-
ber of platform-specific interfaces,
based for example on a standard
interface of a particular operating
system (e.g. COM for Microsoft
Windows). This, in turn, will allow
easy access to the OPEN.edition

servers from a Microsoft Office
application such as Word or Excel.

A major Uniserv objective is to pro-
vide the customer with an easy and
highly efficient integration of the
OPEN.edition products into their
application. Therefore instead of
just offering a single interface
(which in practice would require
the customer to deal with the issue
of processing server data and con-
verting into the required format)
Uniserv offers a wide variety of
interfaces which, on the one hand,
are optimised for specific environ-
ments and, on the other hand, can
easily be integrated into the system
used by the customer. This for
instance includes the OPEN.edition

products for SAP R/3 or the RDBMS
Oracle®.

Also, the interfaces available from
Uniserv are both robust and con-
stantly maintained, thus providing
effective and reliable investment
protection. There's no need to fear
that an interface might cease to be
supported overnight or that a simple
expansion of the system will result
in the integration of an entirely new
technology. On the contrary, any
system expansion will be perfectly
possible using the existing interface,
regardless of when it was obtained!
Of course, Uniserv will continue to
provide further interfaces in order
to implement improvements as well
as new IT concepts and methods.

C l ient Server

Ba s i s  C/S
Ja va/Pe r l

COM
CORBA

Web - AP I
SAP  R/3
ORACLE
Ho s t - A P I
AS/400

Application
program

UNISERV-
component
post, mail...

Like Uniserv, codeswift is a member
of the Oracle Partner Program and
has well proven technical compe-
tence in the fields of Oracle Server,
Oracle Designer, Oracle Developer,
SQL, PL/SQL, Pro*C/C++ and
Net8, along with special know-
how for Oracle Discoverer and
Oracle Portal (WebDB).

Concluded early this year, the
partnership between Uniserv and
codeswift has already shown the
first signs of success in the form of
interesting cooperative projects and
widespread acceptance among cus-
tomers.
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Energizer instead of Placebo
Success Story

Uniserv tools used at Haufe Media Group to manage
some 2.5 million addresses under SAP R/3.

Since the introduction of its
own data processing system
some 20 years ago, the
Haufe Media Group in
Freiburg, Germany, has
relied on the Uniserv
address management solu-
tions post (postal validation)
and mail (duplicate che-
cking).

When the media group changed
its basic system from Mainframe to
SAP R/3, Uniserv and its partner
and SAP specialist paricon from
Rosenheim took care of the inte-
gration of post and mail in the SAP
R/3 environment. The integration
was achieved using Developer

Communicator, a powerful tool
enabling a flexible integration in all
SAP R/3 programs. Once upgraded,
the SAP R/3 system has become
the core of a professional state-of-
the-art address management system.

With the Uniserv tools used to
manage the address database, the
SAP R/3 system is now able to
handle 3.5 million consignments of
books and software products per
year as well as millions of mailings
in a quick, satisfactory, cost-effective
and reliable way.

Address quality – an issue
at all times
Way back in 1952, people at
Haufe were already fully aware of
the significance of postally correct
and duplicate-free address files in
order to ensure quick, reliable and
efficient delivery of their products
to customers and business partners.
The basic rule has not changed
since then: Erroneous customers
addresses invariably result in hig-
her costs due to delayed, misdirec-
ted, returned and/or duplicate
mail. Also, all operations related to
address data, such as invoicing,
credit investigations or marketing
follow-up, will be severely affected,
not to mention the negative effect
on "soft" aspects such as image or
customer satisfaction.

Looking back, Reinhard Schmutz,
Application Support and
Development Manager, explains:
"Our biggest problems were the
duplicates and the verification of
streets and towns." In consequen-
ce, Haufe has been using Uniserv
products for many years now, initi-
ally on the Mainframe and now in
the SAP R/3 environment. "They
have become an absolute necessi-
ty, we couldn't do without them",
Reinhard Schmutz adds.

Easy-to-use address 
technology
The management at Haufe did not
even hesitate to keep on relying on
the proven address management
solutions from Uniserv when the
new SAP R/3 system was introdu-
ced. Based on R/3 versions of post
and mail developed according to
SAP standards, the integration was
carried out jointly by Uniserv and
paricon in a minimum of time,
without any difficulties and without
any significant additional efforts
required. The address manage-
ment functionality was seamlessly
integrated into the SAP R/3 system
with the aid of the Developer
Communicator software developed
by paricon. This programming
interface (API) opens SAP R/3 to
external products and enables
them to integrate easily within the
SAP R/3 environment and to com-
municate with SAP R/3 via Remote
Function Calls (RFC). In the specific
environment at Haufe, the servers
for post and mail as well as the
Communicator are run on an 

Currently, Haufe employs approx. 800 col-
laborators and 200 technical editors. Its
publications program covers well over 400
products, with currently some 300 periodi-
cals and over 150 new issues each year,
and reaches more than 3.1 million readers.
In 2000, the total turnover of the Haufe
Media Group amounted to approx. 125
million euros. Headquartered in Freiburg in
the South of Germany, the company has
further regional offices in Berlin, Munich
and Würzburg. Additional information is
available under www.haufe.de H a u f e

M e d i a G r o u p
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possible", Reinhard Schmutz says.
As a matter of fact, once the data-
base contains duplicates or errone-
ous records, the efficiency of the
entire organisation and its proces-
ses is endangered. Therefore, all
new addresses reaching the com-
pany are submitted to a postal vali-
dation process and checked for
duplicates within the R/3 system
before being stored in the internal
address database for further use.

As in other business organisations,
new addresses reach Haufe by
way of various communication
channels (Internet, phone, fax, mail
etc.). Depending on the specific
application requirements, the
necessary verification processes
are carried out online or in batch
mode by the corresponding SAP
R/3 sub-application. For instance:
New addresses reaching the com-
pany by phone are directly incor-
porated into the SAP R/3 system
following postal validation and a
check for duplicates. This address
validation functionality greatly faci-
litates the operation of the compa-
ny's inbound/outbound call centre
with its tens of thousands of phone
calls each month. The same proce-
dure applies to addresses handled
via the Internet. In addition, third-
party address listings may occasio-
nally be rented for specific promo-
tional activities. These are then
cross-checked and merged with
their own addresses by external
service providers to build a refe-
rence address pool. "We actually
pay for only genuinely new
addresses. Duplicates - frequently

external NT server, with the
Communicator used for the com-
munication with SAP R/3 via RFC.

Today, the post and mail solutions
for SAP R/3 can be accessed
directly in a highly effective way
from the SAP R/3 module SD
(Sales/Distribution) used at Haufe,
thus ensuring maximum address
quality within the Haufe Media
Group. Today, 140 users from
almost all of the publishing houses
belonging to the media group are
online using this well-rounded SAP
R/3 application.

Textbook CRM
With the actual SAP R/3 configu-
ration and the Uniserv solutions
post and mail for SAP R/3, the
Haufe credo – to process informa-
tion in a practical and transparent
way – has been implemented in an
exemplary manner. Each of the
140 users connected to the system
has a complete view of every sin-
gle customer, based on a postally
valid and up-to-date address, com-
plemented by information such as
rebates, sales history, credit worth-
iness or collection status as well as
socio-demographic data. The
system thus provides the basis for a
precise and goal-oriented one-to-
one communication with every sin-
gle customer, partner or prospec-
tive buyer. Also, requests addressed
to Haufe can now be answered
"on the fly", i.e. directly and in real
time, thus ensuring the efficiency of
direct communication – at low cost.

"Without the Uniserv software
tools, all this would not have been

M e d i a G r o u p

R/3 Integration in a Nutshell

In the field of SAP R/3, Uniserv has part-

nered with the SAP specialist from

Rosenheim paricon. While Uniserv is provi-

ding the necessary address management

functionality, paricon takes care of the inte-

gration of the Uniserv solutions into the

customer-specific SAP R/3 environment. 

As of SAP R/3 release 3.0d, the Uniserv

components are integrated in the corre-

sponding ABAP programs by way of

encapsulated function modules. This kind of

integration could also be useful for pro-

prietary applications under release 4.6b

and higher. Apart from that, a ready-to-use

Business Add-In solution is available as of

SAP R/3 release 4.6b.

The Developer Communicator processes

requests coming from the SAP R/3 system

as an RFC server by acting as a client and

transmitting the requests to the Uniserv ser-

ver. The request results are further proces-

sed in SAP R/3 by the corresponding func-

tion modules. Both the address manage-

ment server and the Developer

Communicator can be run under Windows

NT/2000 and all current Unix derivates.

Uniserv products available for integration

in R/3 include the postal validation post,

the de-duplication tool mail, the direct mar-

keting workbench click it as well as the

geo-coding software gcs.
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handling procedures. Currently, 
we are working with Uniserv on
integrating postal validation and
duplicate checks into our Internet
shop system. We also plan to add
statistical and micro-geographical
data to our addresses in order to
serve our customers in an even bet-
ter and more targeted way. As to
prospects for the future, we feel
quite confident; together with
Uniserv, we have strengthened our
market position as one of
Germany's leading trade publi-
shers."
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Reinhard Schmutz, Application Support
and Development Manager at Haufe,
about Uniserv programs: "…absolute
necessity, we couldn't do without them!"

Customer orientation has many
facets. Theoretically, it is based on
the optimisation of customer rela-
tions through acquisition, care or
customer retention. The goal is to
place the customer at the centre of
any business operation and thus
increase the 'Customer Lifetime
Value'. From that perspective,
customer-focused action is not
aimed at specific target groups but
at each individual customer.

New significance of
addresses
In the light of steadily increasing
competition, successful customer
management has become a major
challenge for almost every business
organisation today. Multi-channel
marketing and new media are
changing the nature of communi-
cation with the customer as well as
his expectations. As the differentia-
tion between products continues to
narrow, an improved service level
will often be the only way to gain
a competitive edge. To do so,
customer relationship processes
and business operations need to
be adapted to these new require-
ments; the decisive issue being to
communicate with the customer
individually and to address him
personally. Addresses become the
key to this success and the deter-
mining factor for the Customer
Lifetime Value.

There are many different ways for
addresses to reach a company, e.g.
by phone, mail, e-mail or via the
Internet. As addresses are transmit-

Address Verification - International…

Customer 
Orientation 
without a Compass
Correct addresses – best route to the customer.

up to 40% of the records – are
excluded", Schmutz explains with
satisfaction. Further benefits result
from the fact that the external ser-
vice partners also use the Uniserv
solutions post and mail. For Haufe
this means significant savings in
time and cost, as the results can be
directly imported into their own
SAP R/3 system. In addition, any
parameter settings used for instan-
ce in merging or purging address
files can easily be adjusted and
exchanged with external service
providers. "Actually, Uniserv is set-
ting very high standards here",
Schmutz says, appreciating this
positive omnipresence for Haufe.
Accordingly, Haufe and Uniserv
have found various starting points
for future joint projects aimed at
maintaining the high address qua-
lity levels.

Cooperation continued
and expanded
Reinhard Schmutz: "Without
Uniserv's solutions, we would have
a hard time preserving the quality
of our customer data. It would be
virtually impossible to organise our
millions of postal operations in
such a quick, reliable, targeted
and cost-effective way as we are
doing now, nor would we be able
to use the customer profile imple-
mented with Uniserv's assistance in
its present quality. We also use fur-
ther Uniserv solutions for postage
optimisation and press mail con-
signments. We thus not only save a
few hundred thousand euros each
year but also considerably improve
and speed up our merchandise
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ted or entered, they are frequently
stored without prior verification
due largely to a lack of machinery
or processes to continuously monitor
the quality of the addresses collected.

Simple and efficient
solution
With the Uniserv module post, it is
easy to smooth the way to the
customer. post reliably checks, cor-
rects and updates all postally rele-
vant address elements in a highly
fault-tolerant manner. Potential diffi-
culties such as misheard words,
miss-keys, reading or spelling
errors are automatically corrected
by the system in an interactive
fashion. This module can easily be
integrated into your system envi-
ronment and it is available for all
current platforms. Running as a
background process, it is a valua-
ble and efficient assistant, regard-
less of the foreground application.

For a non-recurring or initial pro-
cessing of large address files in
batch mode, post is also available
as sequential solution.

Features
• post is an expert system based
on state-of-the-art client/server tech-
nology and an open architecture
supporting all current platforms.

• post checks and corrects the 
postcode, town name, street name
and, where required, the house
number by way of reference tables
which are continuously updated
and periodically supplied to the
customer.

• Fault-tolerant search algorithms 
complemented by fuzzy logic auto-
matically find, check and correct
addresses with the highest levels of
accuracy.

• post is available for both interac-
tive applications and sequential
mass processing tasks.

• Easy web integration for e-com-
merce applications.

ecoSort, customers can also fully
benefit from bulk mail postage
reductions.

Application Fields
post is an absolute necessity for
companies with significant customer
databases or frequent customer
contacts, for example within call
centres or proactive departments
such as sales and customer care.
With post, user errors can be avoi-
ded right from the point where
addresses are entered. Even custo-
mer addresses entered via the
Internet in e-commerce applica-

post makes your interaction customer-oriented. Please try out the post demo client
under www.uniserv-online.de.

tions can be instantly checked and
validated! As sequential tool, it can
be used for batch data cleansing
tasks and continuous address
maintenance. post is particularly
well-suited for preparing bulk mail-
ings for Marketing and Advertising.

Amongst other benefits, using post
will enable you to avoid delayed,
misdirected, returned and/or dupli-
cated mail. This in turn will result in
higher levels of reliability, a better
image as well as savings in time 

• The pan-European approach
offers a multitude of national
versions, with new countries
being rolled out continuously. 
Of course, each version takes
into account the corresponding
country-specific peculiarities.

• With the quality and currency of
the addresses validated by post,
they can serve as basis for 
customer-specific geo-marketing
applications using the Uniserv
module geocoding. And with



and cost, thus setting up the foun-
dations for truly customer-oriented
and personalised activities in one-
to-one marketing.

Technical aspects
A fully developed fuzzy logic as
well as proven analysis methods
ensures a high hit rate along with
optimal performance. These make
sure you will find precisely the
addresses you are searching for.

Invisible for the user, the interactive
Uniserv module is run in the back-
ground. post can be fully integrated
into any existing and customary
application processes. Users can
keep working with the same
screens as before. They now simply
use an invisible but essential func-
tionality ensuring that only correct
addresses are entered into their
system databases.

Open architecture
The open technology allows post to
be easily integrated in any current
IT platform. post supports all major
Unix derivatives, Microsoft Windows
NT/2000/XP, Mainframe systems
as well as AS/400.

A wide variety of Uniserv interfaces
ensure a seamless integration into
existing applications.

The communication between an
Oracle application and the post
server is handled by a specially
developed gateway. Uniserv has
also programmed a special interface
for the integration of post into SAP
R/3 applications.
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