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Nordic presence – global reach

SOS International’s network is designed to handle any type of assistance case anywhere promptly. We have our own offices in the high volume areas and 
teams up with the best local partners in other areas. 
SOS International has a multiple-provider strategy to ensure proof of service delivery and the possibility for benchmark. 
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We have offices in 

Copenhagen
Oslo

Stockholm 
Helsinki
Århus

Gothenburg
Beijing
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The leading assistance organisation in 
the Nordic region

>1,835 claims 
cases daily

Established 1961

>24 offices 
worldwide

>30 languages 
spoken

€ 378m turnover 2013

>871 full-time 
employees

>800 doctors and 
nurses attached

>10,000 providers 
worldwide

SOS
ALARM

CENTRE

Policy holders

Insurance, financial, 
corporations

World wide network

Acute personal help

SOS International provides 
world-class service on behalf 

of customers

WHITE LABEL BUSINESS MODELFACTS OWNERS

16 leading Nordic insurance 
companies constitute the owner group 

of SOS International
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http://www.gf-forsikring.dk/
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Three strong business areas

TRAVEL/MEDICAL ASSISTANCE HEALTHCARE SERVICES ROADSIDE ASSISTANCE

• Acute personal assistance worldwide

• Expatriate services

• Air, ground and sea transportation

• Handling of lost luggage, ticketing, pre-
departure, counselling

• Development of detailed country reports

• Acute medical hotline

• Medical advice

• Medical transportation

• Crisis management

• Claims handling

• Preventive health treatment

• Health recovery advisory and planning

• Psychological hotline and support

• E-health

• Health lifestyle advisory

• Chronic diseases advisory and planning

• Acute roadside assistance

• Heavy vehicle assistance

• In-car telematics

• Damage control + claims and property 
handling

• Cost control

• TPA services

• Dispatch of towing vehicles, etc.

• Home assistance
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A wide range of customers

SELECTED SOS INTERNATIONAL CUSTOMERS

INSURANCE ASSISTANCE OIL AND OTHERSGOVERNMENT
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QLM – Management System

• Presentation of the extensive development, implementation and 
daily use of QLM used in SOS International as a Quality and 
Security Management System for complying with ISO 
9001/14001/27001. 

• Introduce you to how QLM can be implemented and managed as a 
strong tool to ensure Quality, Environmental and Information 
Security Management in a content management system
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Organizational and Competence 
requirements?
Organisation of the work around our Management System
• Governance, Risk and Compliance  

- Central department consisting of 4 employees 
- 2 employees dedicated for designing and managing the system and for 

supporting the organisation 
- 5 local TQM responsible supporting a business area (cross Nordic)
- 10 Process Modellers (illustrate processes for organisation) 

• Competences:
- Specific business know-how
- ISO Mindset, Auditor
- Extensive process knowledge 
- Extensive experience and knowledge of QLM

05/05/2015



Timeline
2012

- “Governance, Risk and Compliance” Department established 
- QLM chosen as content management system (cross Nordic)
- SOS Targets to be ISO 9001/27001 certified
- Education of process modellers 
- Development of content management system (process notation/document handling etc)

2013 
- Implementation of management system (development of documentation, move existing 

documentation to QLM, ISO mindset, Internal audit etc.)
- SOS is combined ISO 9001 and  27001 certified in June 2013
- Further development and management of Management system

2014 
- Surveillance audit (ISO 9001/27001)
- Eurami Certified (QLM is used as management system)
- SOS acquires/purchases NAF Roadside Alarm Centre and truck stations  
- Further development and management of Management system

2015 
- Introduction of ISO 14001 
- Further development and management of Management system
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System Size
• Management system complies with:

- ISO 9001
- ISO 27001
- Eurami (Air ambulance certification)
- Target ISO 14001 in June 2015

• Quantity
- 2500 documents
- 630 Business Process Network
- 500 Workflows
- 100 Organisations diagrams
- 360 Risks
- 280 Audits (both internal, external and supplier Audits)
- > 1000 Change Requests and Non-Conformances
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How do we document?

• Combination of processes drawings and written documentation
- QLM is used for documentation of business processes, combining 

processes description with more classic procedure description. 
• Integrated with 

- description of SOS’ organization
- process ownership, 
- approver 
- SOS’s regulatory obligations, 
- policies
- use of applications (IT systems) 
- risk assessment
- Non conformance & Change request
- audits 
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Documentation hierarchy 

Laws,contracts
and 

Regulations

SOS Policies

Processes and Written
Procedures

Workflows and(Written instructions)
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