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Leading with meaningful 
information

Leading with information is a hot top-

ic – probably because it still too rare. 

Leading software efforts with mean-

ingful information is, paradoxically, 

notoriously rare. 

It is easy to manage an indus-

trial process with information. The 

process flow, it’s parameters, and dy-

namics are well understood, variation 

is limited, and all process steps can be 

measured automatically. Many peo-

ple believe software is different but 

majority of software work can also be 

standardized and measured.  

Leading a software effort with in-

formation is, however, far from easy. 

Software people are highly sensitive 

to all kinds of bossing. It is therefore 

important to acknowledge that the 

purpose of measurement is not to 

control bu to understand: to under-

stand what is going on, to predict what 

is likely to happen, and thus enable 

decisions that are perfectly timed and 

of high quality. The second important 

thing is to actually understand the 

process being managed: managing a 

fuzzy or misunderstood process with 

measured data is useless at best and 

dangerous at worst. Third, you need 

to understand the meaning and lim-

its of the information you have. You’ll 

never know everything, and you can 

never conclude more than the data 

actually tells you. Furthermore, you 

cannot trust that each data point is 

correct. Therefore, small amounts of 

data mean higher uncertainty. Data 

is particularly unreliable if produced 

manually by human beings. 

Software leaders have more 

data than they ever need. Collecting 

it, aggregating it, and visualizing it as 

a logical whole in almost real time is 

the challenge. You need the big pic-

ture because information is valuable 

only when put in context and for any 

individual metrics the context is set 

by the whole software process and all 

the other metrics.  

Measured information can be 

used only to manage operations that 

are reasonably standardized and re-

peatable with reasonable variation 

That means, leading a software effort 

with information is primarily about 

productivity and quality. I wouldn’t 

recommend leading innovation or 

other creative parts of the software 

work with measured data only – un-

less you data is far better than anyone 

else’s. 

People say that leading with 

information kills creativity. My ex-

perience is that creativity thrives in 

organizations that have standardized 

all work they can and made it mea-

surable. Standardized operations 

can and will be automatized which 

improves productivity. When you use 

metrics to make operations transpar-

ent the level of trust grows, leading to 

better communication, mutual under-

standing, and collaboration. 

I notice my text became a bit 

academic and contemplating. Let me 

therefore end it with a practical piece 

of advice: if you want to succeed with 

DevOps, lead it with measured infor-

mation. 

-Esko Hannula, CEO

Text: Jukka Nortio
Photo: Juho Kuva
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Embracing change to 
be ready for the future

A sensitivity to change as well as an ability to 

identify different alternatives for the future can 

help us cope with a world filled with uncertain-

ties.

Futurist, Professor Markku Wilenius 

looks to the future through sever-

al parallel research projects. One of 

them outlines the future of the bio-

economy — how nature’s riches, its 

forms, and materials, can be used in 

a new way. Another area of research 

is learning, in which Wilenius works as 

a Unesco professor to develop skills 

that teach us how to better anticipate 

and influence the future. He describes 

his third area of research as the ‘sci-

ence of surprises.’ 

“As the world becomes more 

complex and technology structures 

diversify, it will inevitably result in 

more inputs or feeds entering the sys-

tems. There will also be a lot of factors 

triggering unexpected and unwanted 

changes. Parallelly, we also have ma-

jor drivers of change, such as climate 

change and marine pollution.”

At the Finnish level, Wilenius is 

investigating, among other things, 

what a total power outage could mean 

to society and how to prepare for such 

major changes.

Scenario thinking and 
sensitivity to change

A better understanding can help pre-

pare for the future and the complex 

changes it will bring. Wilenius calls it 

futures literacy — an understanding 

of how the world evolves and chang-

es, how we learn to read change, and 

how we create a familiar relationship 

with change.

“The young people I met in 

schools seem to have more fear 

than faith in the future. We need to 

equip them to deal with a world full 

of fears. We can do that by strength-

ening their belief that they are part of 

world-changing solutions and not part 

of the problem.”

However, as the world is be-

coming more complex, there is an 

increasing sense of uncertainty and 

risks. How can the world be governed 

so that change makes it a better place 

and not worse?

“We need scenario thinking — 

preparing for alternatives and the 

changes they cause. In scenario think-

ing, we have A as the baseline, which is 

the most likely scenario. Alongside it is 

scenario B, which slightly differs from 

A and scenario C is farthest away. It 

must be possible to assess all their 

effects. And then there’s Scenario D, 

which we can’t even properly imagine, 

but can outline its impact.”

Scenario thinking helps indi-

viduals, communities, and societies 

anticipate future opportunities and 

threats. It enables us to prepare for 

change and modify our own activities 

to decrease the likelihood of unwant-

ed changes. 

The idea is for an individual or 

company to be sensitive to the chang-

es happening in the environment and 

gain the ability to react to them. “In-

creasing sensitivity is a strategic skill 

that organizations must learn to use 

all the time.”

If there are changes in a compa-

ny’s competitive field, customer base 

or subcontracting chain, it should be 

able to estimate how processes, infor-

mation systems or production meth-

ods need to be changed. A company 

that is unable to do this will be wiped 

from the market.

Managing 
complexities

As the world becomes more complex, 

so do information systems — their 

coordination and management can 

become increasingly demanding.

Wilenius’s recipe is simple: a 

complex system can only be con-

trolled by a complex management 

system. He gives an example of the 

time he took over as director of strate-

gic research at the German insurance 

company Allianz. “I asked them how 

they can run a company operating in 

70 countries almost exclusively under 

German leadership.”

Risk management of complex 

information systems and the ability to 

endure change is an ever-demanding 

task. The risk is defined by the proba-

bility of its occurrence and the severity 

of its consequences. If the probability 

of the risk materializing is very small, 

but its negative effects are large, risk 

management should take such risk 

into account. As complexity increases, 

the number of such risks increases.

“Because estimates and calcula-

tions are always inaccurate in a com-

plex world, we need to be able to un-

derstand the direction of change and 

the different possible developments.”

Entrusting employees 
with power and 
responsibility

In a complex, knowledge-based world, 

we work in organizations that still use 

working methods inherited from the 

industrial age. There is a need to let 

go of this one-way, hierarchical model. 

“We need two-way communica-

tion because it’s much smarter, faster 

and more flexible and it achieves much 

more than the one-way approach of 

industrial culture.” Companies have 

realized the need for change, but ac-

cording to Wilenius, perhaps only 10 

percent of Finnish companies have 

seriously modernized their operating 

methods.

Pioneering companies have been 

enjoying the results of such a change. 

They are economically successful, 

have highly satisfied employees and 

customers give them good feedback. 

These successful companies have in-

creased the creativity of their organi-

zations through teamwork, developed 

learning through advanced means 

of interaction, and increased the im-

By learning new things, we will 
remain considerably smarter than 
artificial intelligence for a long time.

Only 10 percent of Finnish companies 
have seriously modernized their 

operating methods.



Working together to 
create trustworthy 
taxation 

Finnish Tax Administration Vero’s in-

formation systems have undergone 

tremendous changes over the last few 

decades.  Jarkko Levasma who took 

over as the Chief Development and 

Information Officer in 2018 has seen 

Vero through an accelerated pace of 

development. A growing number of 

projects has increased the demand 

for application development. 

One project has been particular-

ly significant.

“Vero’s Valmis program has been 

by far the largest software project in 

recent years. As part of this project, 

we created the OmaVero (MyTax) 

service for citizens and businesses,” 

Levasma explains.

Expertise in testing 
large-scale products

Right from the early stages of the de-

velopment of Valmis, Vero discovered 

that the project has massive testing 

needs both due to both the system 

size and its different interfaces. 

After consulting colleagues from 

similar large-scale ERP projects, Vero 

concluded that test automation is one 

of the most important ways to meet 

the test requirements of the Valmis 

project.

“We realized early on that it is not 

possible to conduct regression testing 

of a project of this size completely 

manually,” Levasma says. 

Following a call for tender in 

2015, Tietokarhu and Qentinel were 

selected as Vero’s test automation 

partners.

“Qentinel offered us the exper-

tise we needed for the project and 

Tietokarhu gave us the workforce 

and taxation knowledge. Qentinel 

has found an ideal solution for an in-

tegrated system that is exceptionally 

large and continually changing. It was 

especially important for us that the 

solution offers flexibility and main-

tainability to keep up with evolving 

taxation,” Levasma adds.

Vero continued its partnership 
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portance of expertise and 

influence in work commu-

nities.

“Decision-making has been 

outsourced to teams of 10-12 peo-

ple who are heterogeneous and ca-

pable of collective decision-making. 

Through such teams, an organization 

can bring people’s creativity to the 

fore by giving them both power over 

and responsibility for their own work.” 

The entire organization should 

employ a human view and work ap-

proach that trusts creativity. Collec-

tive responsibility also includes collec-

tive control. For instance, when teams 

work in a self-directed and cost-ef-

fective manner, there may not be a 

need for project-specific budgeting. 

It is the responsibility of the top and 

middle management to ensure that 

teams can focus on their work and 

are not burdened with administrative 

bureaucracy.

Communication 
boosts learning

With work-life and industries chang-

ing at an accelerated pace, we need 

more everyday creativity to come up 

with newer ways of working. At the 

same time, we need to learn to man-

age entirely new tools and processes. 

By learning new things, we will remain 

considerably smarter than artificial in-

telligence for a long time.

“The idea of an effective commu-

nication strategy is to increase learn-

ing. How quickly you can learn new 

things is ultimately the most import-

ant competency a company or organi-

zation can have.”

Tools that support team activi-

ties and projects, such as instant mes-

saging services, enable fast, efficient, 

and increased communication be-

tween team members. Close interac-

tion, feedback systems, and continu-

ous learning are according to Wilenius 

efficient ways to develop an ability to 

manage the complexity of the world 

and the resulting uncertainty.

Teams work best when there is 

close collaboration with the client — 

teams should include representatives 

from both the organization providing 

the expert services and the client.

A winning combination of cre-

ativity and learning can have a posi-

tive impact on every business. “Stora 

Enso is a good example of a company 

that has worked a lot towards learn-

ing how to create new products from 

existing raw materials and accumulat-

ed know-how. Back in 2006, 70 per-

cent of the company’s net sales came 

from paper, last year the number was 

only 29 percent,” Wilenius observes. 

Expertise trumps 
hierarchy

Alongside highlighting creativity and 

communication, using the best exper-

tise in decision-making, is the third 

way to take an organization’s opera-

tions to a whole new level. Once the 

salesperson knows what the custom-

er needs, he or she has the power to 

decide what products or services to 

offer.

When a company’s operations 

are based on expertise and everyone 

is committed to this operating model, 

it creates a spirit of trust. A culture of 

trust dramatically increases employee 

commitment to the organization. This 

is also positively reflected in the cus-

tomers’ loyalty to the company.

“When a company becomes a 

community that is high on trust, ev-

eryone feels confident in the fact that 

jointly-agreed principles will carry the 

operations forward. Everyone feels 

equal and important in the commu-

nity.”

A culture of trust dramatically 
increases employee commitment 

to the organization. This is also 
positively reflected in the customers’ 

loyalty to the company.

Finnish Tax Administration

Description

Government agency responsible for timely and 
correct taxation to ensure society’s funding.

Vision

Best taxation - together.

Who

Jarkko Levasma, Chief Development and Informa-
tion Officer



with Tietokarhu until the 

fall of 2019, after which it 

signed a new six-year contract 

directly with Qentinel.

The importance of 
a reliable taxation 
system

For Vero, continuity has always been 

of utmost importance — ensuring 

that all systems always function reli-

ably. In fact, continuity is one of Vero’s 

steadfast cornerstones and is a basis 

for all their activities.

Without test automation and 

the quality of information systems 

it produces, tax applications along 

with services provided to citizens and 

businesses would not work with the 

certainty we are used to. For instance, 

an unstable operation could delay tax 

refunds, causing major problems for 

businesses — this could destabilize 

society as a whole.

The quality of systems can en-

sure that taxation is reliable and trust-

worthy. When an individual or busi-

ness can count on the fundamentals 

of taxation and its reliable function-

ing, it also facilitates smooth payment 

of taxes.

This is reflected in the fact that 

Finns are much more conscientious 

taxpayers than, say, Americans.

Bold experiments with 
quality assurance

Quality assurance and continuity are 

a major part of every stage of Vero’s 

service development, starting from 

service planning.

“Right from the onset, we test 

what potential problems we may face. 

With the Fail-fast model, we ensure 

the systems behind the services are 

reliable and trustworthy. This reward-

ing operating model has fast become 

a part of our work culture.”

The design of tax system archi-

tectures is based on the security of 

operation and a long life cycle — they 

are made to last for years and even 

decades.

“The systems must have a clear, 

logical and modular structure so that 

they can adapt to changes that hap-

pen over time. In addition, we must 

continuously work towards ensuring 

continuity.”

“However, the most important 

thing is to realize that you can never 

fully ensure the systems are function-

ing. In such a case, it is important to 

always have a continuity plan: What 

to do when something happens. Care-

fully making a plan, practicing the 

measures and quickly resolving any 

problems are key to ensuring system 

continuity.”

Thorough testing to 
keep with evolving 
taxation

Qentinel’s test automation and quali-

ty assurance services for Vero covers 

both continuous application manage-

ment and new application develop-

ment. The role of automation is be-

coming increasingly important as new 

features are added to keep up with 

taxation changes.

 “Every single time something is 

modified, an automated test has to 

run to ensure that the changes have 

not broken the system somewhere 

else. We run these tests tens of thou-

sands of times, and the benefits mul-

tiply as we run them year after year.”

 Test automation saves a mas-

sive amount of manual work.

“Without automation, compre-

hensive testing would not be possible. 

Automation can run constantly at no 

additional cost. This makes a tremen-

dous difference to the quality of the 

systems as all changes can be tested 

as soon as they are made.”

 Changes in taxation are a com-

mon occurrence in the tax adminis-

tration system. Weekly modifications 

made to Vero’s Valmis software are 

tested immediately. The tests reveal 

if the changes have compromised 

the functionality of the system. Any 

detected errors are then resolved im-

mediately.

 After five years of working with 

Qentinel, Levasma says he is feeling 

confident about their future working 

relationship.

”Right from the beginning, I have 

been pleased with Qentinel’s exper-

tise as our test automation partner. 

Their experts have done a good and 

innovative job. They listen to what 

we need and have been able to solve 

problems efficiently. I warmly rec-

ommended working with Qentinel to 

everyone including my American col-

leagues,” Levasma concludes. 

We run these tests tens of thousands 
of times, and the benefits multiply as 
we run them year after year.
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High quality 
throughout the 
life cycle

LähiTapiola offers everything from in-

surance and investment services, and 

car financing services for private cus-

tomers to workspaces for businesses. 

The finance group’s non-life insurance 

premium revenue in the first half of 

2019 was approximately 812 million 

euros and the operating result was 

256 million euros. The company has 

3,400 employees and 1.6 million cus-

tomer-owners.

Information systems play a key 

role in securing the business of such a 

company. In the event of a power out-

age at the company’s headquarters in 

Tapiola, Espoo, powerful generators 

power the information systems to 

guarantee uninterrupted operation

“The entire lifecycle of informa-

tion systems, right from the bidding 

process and procurement to mainte-

nance services have to be covered to 

ensure they function smoothly,” says 

Teemu Laukkanen, Service Director 

of IT services at LähiTapiola.

Prevention is key

Laukkanen handles a wide scope of 

work: from version control to new 

mobile services, and from small de-

velopment to application quality as-

surance. There are currently over 80 

development projects in the develop-

ment portfolio.

“The most important thing in ev-

erything is preventive quality assur-

ance, not putting out fires.

Quality assurance starts with 

tendering, sourcing, and contracting, 

then proceeds to coding, project man-

agement, information security, test-

ing, and finally production.

The development of LähiTapio-

la’s service is guided by clear quality 

assurance operating models, which is 

followed by all the parties involved in 

development projects.

“The systems, technologies, and 

chosen tools must be long-lasting. 

The code should be easy to maintain, 

perform well, and be stable in produc-

tion, ” Laukkanen says.

LähiTapiola’s large information systems are constantly being 

updated and developed, placing heavy demands on testing.

LähiTapiola

Description

Insurance and investment services.

Vision

To offer Finnish people safer and healtier life.

Who

Teemu Laukkanen, Service Director of IT services

It was especially important for us 
that the solution offers flexibility 
and maintainability to keep up with 
evolving taxation.

Test automation is one of the most 
important ways to meet the test 

requirements of the Valmis project.
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Prioritizing 

quality and 
identifying risks

There is a constant need for quality 

assurance, continuity management, 

and application testing in the 250-plus 

applications in use. With every new 

release, you have to ensure that criti-

cal applications run smoothly  despite 

the changes. 

In a complex and ever-changing 

world, it is not possible to achieve 100 

percent results in testing. “Our goal is 

to produce adequate quality, and we 

have succeeded in that.” 

When total perfection cannot be 

achieved, it is important to identify 

risks and know how to deal with prob-

lems when such a situation arises. 

“For instance during service develop-

ment, if we detect a potential security 

threat in the online service, we will 

conduct even more extensive security 

testing.”

Ensuring stability 
in a changing 
environment

The changing regulations of the fi-

nancial sector bring its own set of 

demands to the operating environ-

ment, where information system de-

velopment has to also keep up with 

customer needs and changes in the 

industry’s competitive landscape.

With services renewed on a 

weekly basis, test automation be-

comes crucial. Testing focuses on 

three areas: information security, 

performance, and regression tests to 

ensure the functionality of different 

systems in different operating condi-

tions.

“Over the last couple of decades, 

we have created a clear model for 

ensuring the quality of our service de-

velopment. We switched early to the 

shift-left testing model. Our partner is 

responsible for test automation from 

the early stages of application devel-

opment, and we are only involved in 

acceptance testing, that is, testing the 

actual business process.”

Laukkanen reveals that every 

year around 2500 changes go into 

production, which reflects the amount 

of work it involves.

A trustworthy 
partnership

For LähiTapiola, working with Qenti-

nel is like having a partnership that 

provides test automation expert ser-

vice that is scalable with its changing 

needs.

“Qentinel helps us improve the 

quality of our business model and ser-

vices by bringing in outside expertise. 

One essential reason we zeroed in on 

Qentinel was that we knew that they 

have the expertise to provide the right 

solutions for our needs.”

At LähiTapiola there has always 

been a need for a partner who has the 

ability to take overall responsibility for 

everything from test automation and 

practical testing to test management 

services and development of testing 

activities.

Qentinel’s experts are a part of 

the LähiTapiola team. “From the be-

ginning, we wanted Qentinel’s experts 

to be one of us and follow our values, 

methods, and models.

Their relationship has only 

grown stronger with trust. When a 

Qentinel Test Manager recognizes the 

need for additional resources for test-

ing, it is immediately organized.

“Qentinel experts are keen to 

highlight how our operations can be 

developed to our advantage. They 

know our business and its needs and 

know how to push things forward ac-

cordingly,”  Laukkanen says.

The multiple skills of a 
test professional 

An important part of test profession-

als’ work is to nurture collaboration 

and build trust. They also need to 

have the ability to detect risks in a 

timely manner and skeptical nature to 

succeed in their work.

Working for an insurance com-

pany can be a challenging environ-

ment in many ways for testing pro-

fessionals. The work must take into 

account high standards of security re-

quirements, handling of confidential 

personal data and industry-specific 

legislation and regulations. Constant 

changes keep the testers busy.

“Many of the system changes are 

due to legislative amendments. So, 

they need to not only 

work technically but 

also need to comply 

with the law,” says 

Janne Petajä who 

leads Qentinel’s Läh-

iTapiola team.

Teamwork is 
key to test manager’s 
success

Testers need to understand the cus-

tomer’s business and need to be at 

the heart of industry change at all 

times. “As part of the LähiTapiola 

team, we work together and build 

trust on both sides. Our customer 

contact person takes care of us per-

sonally. This means a lot to us and 

helps us do what is best for them,” 

Janne says.

Test Manager Henni Arponen is 

currently working on four projects for 

the LähiTapiola life insurance com-

pany, for which changes have to be 

made to existing systems. “During my 

projects, I work closely with software 

vendors and testers and have to coor-

dinate with several players involved.  

At the end of the projects, we conduct 

approval tests, the success of which 

requires me to get people to do the 

right thing at the right time, ” 

Henni says.

A test manager’s daily rou-

tine includes early detection of 

problems, tackling them, priori-

tizing issues, and project sched-

uling and resourcing.

Changing attitudes 
towards testers

Janne observes that the role of the 

Qentinel team member is to be Lähi-

Tapiola’s business advocate for many 

application development projects.  

“We make sure the customers get 

what they asked for, “ Janne says.

The role is not always easy be-

cause the tester is as much on the 

outside of the projects as the applica-

tion provider. Building an atmosphere 

We identify risks early. In this work, 
you need to have your antennas 
up and be a bit skeptical in nature.

We wanted Qentinel’s experts to 
be one of us and follow our values, 
methods, and models.

Every year around 
2 500 changes go 

into production.

System changes need to 
not only work technically 
but also need to comply 

with the law.

of cooperation and trust within the 

project team is a crucial part of the 

testing professional’s expertise.

“It is important that application 

vendor representatives see testers as 

helping them achieve the best possi-

ble result,” says Ari Hirvonen, Qenti-

nel’s customer relationship manager 

for LähiTapiola. 

Attitudes towards testers too 

have changed considerably over the 

years. There was once a time when 

coders even considered testers as 

their enemies when they revealed 

weaknesses or flaws in their codes. 

Now the situation has evolved with 

the realization that working together 

is in the best interest of the custom-

ers. Evolving attitudes and positive 

communication help build a collabo-

rative environment.

Test automation 
guarantees quality 

Test automation helps LähiTapiola en-

sure that the continuous changes be-

ing made to large systems are reliable.

“Without automation, the tests 

would take a long time and would re-

quire a huge amount of workforce to 

perform them manually,” says Mika 

Tapanainen, who has recently been 

testing changes in large-scale custom-

er system projects.

Automation enables extensive 

and rapid testing of new features 

before they are put into production. 

This is particularly highlighted in a 

multi-vendor environment where 

multiple updates are being made 

from different directions continuous-

ly. The vendor’s own application may 

be completely intact, but the changes 

can break the whole system.

Over the past year, it has been 

a major task to test the systems that 

are visible to the customers of Local-

Tapiola’s ElämänTurva mobile service. 

Qentinel’s test automation experts Tu-

omas Törmä and Sebastian Airaksinen 

have ensured the app’s functionality 

on Android and iOS systems, with the 

Qentinel Pace service complying in 

the same way as computer operating 

systems.

Identifying and 
preparing for risks

With Qentinel’s experts scattered 

across multiple LähiTapiola projects, 

they hardly see each other through-

out the day. The task of keeping up 

the team spirit falls on the team lead-

ers.

“We are always closely in touch, 

helping each other solve problems 

and offering mutual support. We also 

have weekly team meetings and an 

informal team day four times a year. 

Keeping in touch with the team is an 

important reminder that we are Qen-

tinel employees considering we are 

completely immersed in customer 

work,” Mika quips.

Teammates often wonder what 

would happen if they failed in their 

task or if test automation stopped 

working. The list looks scary:  Delayed 

schedules, quality problems, applica-

tions unavailable for production and 

disruptions in LähilTapiola’s business 

continuity. That’s why test automation 

has become a critical part of continu-

ous application development.

When there is a healthy working 

relationship with the customer, risk 

situations can be anticipated in ad-

vance. “We identify risks early. In this 

work, you need to have your antennas 

up and be a bit skeptical in nature, 

”Mika observes.

“We need to find out and identify 

upcoming tasks as early as possible, 

figure out what they entail, so we pre-

pare for them properly,” Henni adds.

In order to avoid any major sur-

prises and risks, Qentinel experts help 

LähiTapiola continually develop its 

work practices. “We bring an outside 

perspective to the projects, helping 

the customer to be smarter all the 

time,” Janne says.
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Konecranes

Description

Manufactoring cranes and related services.

Vision

To follow in real time the operation of millions of 
cranes and use the information to enhance safety 
and productivity.

Who

Vesa Hämetvaara, Head of Product Management

Harnessing the power of 
smart warehouse robots

Konecranes’ intelligent warehouse robots ensure the 

smooth operation of workshops and pulp mills.

The manufacturing facility for Kone-

cranes’ Agilon warehouse robots is lo-

cated in Tampere, where world-class 

machines have been built for over 100 

years.

The most important competitive 

factor for a device now is its intelli-

gence — software that controls, mon-

itors, analyzes, and reports on device 

performance to its operator.  This also 

applies to Agilon robots. 

 “The software is the most ex-

pensive component of the device,” 

says Vesa Hämetvaara, Head of 

Product Management at Konecranes 

Agilon Business. He is standing next 

to a white, large cabinet-like device. 

Agilon equipment of this size class is 

used, for instance, as a logistic center 

for small tools and supplies needed 

for production plant maintenance.

 Agilon is the result of domestic 

innovation that Konecranes has been 

developing in leaps and bounds since 

2011. Customers can purchase Agilon 

systems as a continuous service, with 

a monthly fee covering both the sys-

tem and related services.

 From workshops to 
online stores

Typically Agilon systems are very tall, 

reaching up to the ceiling of produc-

tion plants.

They serve as component ware-

houses in the metal industry’s internal 

logistics centers and in the paper in-

dustry’s spare parts centers. System 

management software ensures that 

the right number of components are 

always available for production, bring-

ing uninterrupted production and 

certainty to business. Major Agilon 

systems have over 10,000 products.

“Our strength lies in the fact that 

our systems adapt well to the needs 

of our customers,” Hämetvaara says.

 Thanks to its modular struc-

ture, Agilons can be easily fit into a 

customer’s existing space and can be 

customized to suit changing needs. 

Konecranes, together with grocery 

store chains and logistic operators in 

the industry has also developed a ver-

sion of Agilon that serves as a pickup 

point for online grocery stores. The 

food distribution service has two tem-

perature components — refrigerator 

temperature and room temperature 

— with products from both sections 

coming out of the same door. The first 

pilot units were introduced in Järven-

pää and Vantaa in early 2020.

Remote monitoring 
reduces downtime

Agilon devices around the world are 

remotely managed in Tampere. More 

than 100 devices are monitored in re-

al-time and are ready to help custom-

ers when any issues arise. “The device 

Remote management and proactive 
service minimize equipment 

maintenance needs while also 
reducing downtime. 

alerts us when a problem occurs. We 

remotely identify the cause and com-

municate the plan of action with the 

customer. If something is broken, we 

arrange the necessary parts and per-

sonnel,” Antti Taskula says.

 Taskula demonstrates how one 

can check on the workings of the 

Agilon device on display at a fair in 

India — the number products it has 

moved, types of customer catalog 

lists, the progress of different mea-

sures and the camcorder view from 

the inside. Everything happens in re-

al-time and all data on the device is 

stored for future use.

Remote management and pro-

active service minimize equipment 

maintenance needs while also reduc-

ing downtime. This way Konecranes 

efficiently ensures business continuity 

for customers

Need to develop test 
automation

The Agilon system consists of three 

software packages — one runs the 

system’s operations, the other re-

motely controls it, and the third is the 

customer portal, which gives Agilon 

users a comprehensive view of the 

materials in the system and their 

movements. Typically, the equipment 

is also integrated into the customers’ 

and suppliers’ Enterprise Resource 

Planning (ERP) systems. 

 Since 2016, Konecranes and 

Qentinel have been working closely 

together to develop both test auto-

mation of the customer portal and 

maintenance of the test infrastruc-

ture. The collaboration has been truly 

mutual with Agilon application materi-

als used as early test materials for the 

Qentinel Pace service. Before working 

with Qentinel, Konecranes tested its 

software on its own, mainly retrospec-

tively.

 “We observed that testing needs 

to be made more systematic with re-

sources different than the ones we 

use for software development and 

that a significant amount of testing 

needs to be automated. We soon real-

ized that we needed a strong partner 

for the job, ” Hämetvaara reveals.

 Better quality and 
greater savings

Konecranes appreciates that Qentinel 

has had experts in Tampere who spe-

cifically cater to its needs.

“In an intensive development 

project, it is important that the team 

can be in the same place. Qentinel’s 

expertise has been reflected, among 

other things, in how the test automa-

tion of the user interface integrated 

into the Agilon device’s internal sys-

tem has been successfully verified,” 

Hämetvaara explains.

 When it comes to customer 

portal test automation, the emphasis 

is on testing a product that is contin-

uously updated. Four versions of the 

software are produced each year. 

Automated testing has resulted in 

considerable savings for Konecranes 

compared to the higher costs of man-

ual testing.

 “Test automation of the custom-

er portal saves us two weeks of test-

ing per version per browser. When we 

have four versions a year, the result 

is that 24-weeks’ worth of work is au-

tomatically completed in a couple of 

hours,” Hämetvaara says.

 The test automation runs on 

Qentinel’s Pace service, which trans-

fers test results to the Konecranes 

system. With Konecranes not having 

to dedicate its own resources to main-

tain the test environment, personnel 

costs are reduced.

 High-quality software also 

means that software developers can 

focus on further developing their ser-

vices instead of channeling their re-

sources towards fixing errors.

 “Developing test automation 

with Qentinel has been a smooth, 

straightforward process. We have 

always received what we have been 

promised.”

Testing needs to be made more 
systematic with resources different 
than the ones we use for software 
development and that a significant 
amount of testing needs to be 
automated.
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The joy of working and 
learning together

When it comes to working with demanding client projects, a test automation professional 

needs to have excellent communication skills, the ability to adapt to the changing needs 

of the client and continuous updating skills.

When a team of eight test automa-

tion professionals comes together, 

it doesn’t take long before you hear 

them cracking jokes, sharing a laugh 

and having a fun time. 

Qentinel’s Elisa team has over 

forty years of experience in test au-

tomation, dozens of clients and hun-

dreds of projects. They work on a 

range of projects by the telecom op-

erator, mainly those that are visible to 

Elisa’s customers. While some of the 

professionals are armed with a deep 

knowledge of mobile applications, 

some are skilled in project manage-

ment, and others are well-versed in 

the field of test automation.

Every day is exciting

Test manager Anu Hippeläinen has 

watched Qentinel transform in just 

over a decade —  growing from a 

company with a few dozen employees 

to one with over 100 people. During 

this time, Qentinel has successfully 

commercialized test automation. At 

the same time, customer teams have 

evolved to meet the ever-changing 

needs of our customers.

“While we have our own process-

es, we also have the ability to adapt to 

the customer’s operating methods. 

Understanding the customer’s busi-

ness is a prerequisite for our success-

ful work, ” Anu says.

Elisa’s team of experts under-

stands the clients and their needs — 

they constantly develop new features 

and improve old services. Tuukka Nu-

utinen who works in the service devel-

opment team uses test automation to 

ensure new features do not break the 

existing system.

“It is important that I know the 

packaged services, but at the same 

time, I can stick to what I do best — 

developing test automation, ” Tuukka 

says.

It is not only about developing 

automation but also about constant 

communication between people. “We 

strive to work together to understand 

the problem areas that we solve with 

test automation. It is very import-

ant that we are aware of the small-

est changes made to the systems so 

we can test their functionality, ”says 

Mrudul Pendharkar, who has been 

working with Qentinel for a couple of 

years.

The service development team 

works in two-week planning periods 

that create a framework for the job. 

”However, every morning is new and 

different and I can never be sure what 

the day will bring,” Mrudul says.

The team believes this element 

of surprise combined with planning, 

along with problem-solving are the 

best aspects of the job.

This way the experts working on 
different projects get to share their 

best practices with each other.

Working as a team 

Although the Qentinel experts work in 

a large organization, they meet almost 

every day for lunch and coffee, apart 

from holding a weekly team meeting. 

This way the experts working on dif-

ferent projects get to share their best 

practices with each other.

“Both formal and informal meet-

ings are important for raising our 

team spirits. We receive tremendous 

support from each other in our work 

— everyone is always ready to help 

with problem-solving, ”team leader 

Markku Kankaala says.

The members of the team take 

pride in maintaining the team spir-

it and enjoy creating a supportive 

working environment with an open 

exchange of information.

Communication is key

If the team faces a particularly tough 

problem, the full Qentinel team of ex-

perts is always available to help. Com-

munication, however, plays a key role. 

When there new development 

opportunities for test automation 

arise in Elisa’s projects, they are con-

veyed to the Qentinel development 

team — this way customer feedback 

is flexibly integrated into product and 

service development.

The team also has a deep un-

derstanding of how the Qentinel Pace 

product works and how it can be de-

veloped — team members Anu and 

Mrudul have previously worked on 

the Qentinel product development 

team. “Working on both customer 

projects and our own product devel-

opment enables 

our experts to 

grow on many dif-

ferent levels. This 

strengthens their 

professional skills 

and opens up dif-

ferent career paths too, ”Kankaalaob-

serves.

One doesn’t become a good 

test automation professional just by 

reading books and attending lectures 

alone. “The ability to communicate 

well is crucial. Even if you know how 

to code and do your job well techni-

cally, but you do not listen to others 

and share information about your 

work, you cannot succeed in your job, 

”Mrudul says.

The testers have a challenging 

role in the team because it is their job 

to look for errors in the application de-

veloper’s work. Constructive commu-

nication and team dynamics play a big 

part in achieving best results.

Staying updated 

Qentinel’s test automation experts 

ensure their professional skills are al-

ways up to date in a rapidly-evolving 

industry where working methods and 

tools are constantly changing.

On the job, they learn to under-

stand what is key to the applications, 

the direction of development and crit-

ical points in testing that needs special 

attention. “Curiosity and an ability to 

play the role of a client and their cus-

tomer are important,” says Kankaala.

So, why should test automation 

professionals apply for a job at Qen-

tinel?

“Our work involves a lot of cus-

tomer consulting. It has been inter-

esting to get to know their business. 

At Qentinel, I have been encouraged 

to learn new things and keep my skills 

up to date,” says Yada Tyni.

The success of Qentinel lies in 

taking care of the well-being and pro-

fessional development of employees.

“Qentinel is for us. The company 

offers flexible and personal training, 

and well-being services, it listens to 

us and trusts us to operate very inde-

pendently, ”says Tuukka.

There’s however one reason to 

work for Qentinel that the team val-

ues most of all. “We truly experience 

the true joy of working together with 

excellent team members,” Markku 

sums it up.

Qentinel listens to us and 
trusts us to operate very 

independently.

The testers have a challenging role 
in the team because it is their job 
to look for errors in the application 
developer’s work. 
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High-quality 
information systems 

that guarantee 
customer satisfaction
We build top quality information systems to ensure that 

Ponsse’s customers always enjoy business continuity.

Ponsse’s yellow Scorpion King is an 

impressive sight in a snow-covered 

forest. It is a powerful workhorse that 

obeys its driver’s commands. At the 

same time, it is so agile that its rubber 

wheels barely leave a trace on icy ter-

rains. Power meets intelligence in this 

machine that an experienced driver 

can gracefully operate.

Round-the-clock 
reliability

Ponsse is best known for the design 

and production of the world’s best for-

est machines. All production at Ponsse 

is guided by the customer business 

support system. Customers include 

individual forest machine operators, 

machinery contractors, forest man-

agement associations and sourcing 

departments for timber companies. 

When it comes to its product develop-

ment work, Ponsse takes into account 

all players in the forestry value chain.

Uninterrupted business continui-

ty is at the heart of Ponsse’s customer 

promise. “We help our clients do their 

job better. When 

we succeed in ful-

filling our customer 

promise and a little 

more, we will be as 

successful in the 

future as we have 

been until now, ” 

said Miika Soin-

inen, Manager, IT 

and Digital Service 

Development.

Harvesters and forestry tractors 

can withstand harsh conditions from 

scorching tropical heat to freezing 

arctic temperatures. If the machine 

requires off-road maintenance or a 

spare part, the maintenance service 

must be ready to step in, regardless of 

time and place. Each downtime hour 

can cost the customer a whole lot of 

euros, dollars, reals or rubles.

“In order to be able to service our 

customers’ machines in the way we 

promised, spare parts management, 

inventory management, job supervi-

sion, and work instructions must be 

up-to-date and constantly available. 

My job is to make sure that the infor-

mation systems that support these 

functions are working properly,” Soin-

inen says.

The compatibility and high us-

ability of dozens of systems are the 

cornerstones of information system 

development. However, the systems 

need to be constantly tested even as 

they are being developed and updat-

ed. 

Ponsse and Qentinel began their 

collaboration in 2017 as part of the 

EU-funded Testomat project. Qenti-

nel provides Ponsse software devel-

opment with test automation that 

improves application quality and com-

plexity management.

Test automation has been espe-

cially used for the development of the 

Ponsse Manager application, which 

allows a machinery contractor to look 

at the working conditions, locations, 

maintenance needs and history of the 

machines. It also provides continuous 

support for product development.

Qentinel has also worked on 

a business development project for 

Ponsse’s 1800-person organization, 

along with a related IT system up-

grade. The project, which is set to run 

Test automation is the 
most efficient and fastest 
way to ensure disruption-
free operation of business 

support systems and 
Ponsse’s business continuity.

until the end of 2021, will modernize 

and streamline Ponsse’s business pro-

cesses to improve operational reliabil-

ity and quality in all areas of business.

The information systems are 

built to support revamped business 

processes from sales to production, 

and supply chain management to af-

ter-sales services. At the same time, 

a working model for future develop-

ment is created, covering all sections 

of business and information systems.

When it comes to dozens of sys-

tems architecture, test automation 

is the most efficient and fastest way 

to ensure disruption-free operation 

of business support systems and 

Ponsse’s business continuity.

“Our aim is that test automa-

tion supports the continuous devel-

opment of our systems in a flexible 

manner. This way we can identify the 

project phase and gain practical expe-

rience from the projects more quickly 

than ever, before moving on to the 

next phase of development,” Soininen 

says.

Qentinel has been instrumental 

in assisting Ponsse with managing a 

large project, process development, 

test automation of critical systems 

and to ensure that old systems per-

form smoothly during system up-

grades.

The review of the current status 

of the renovation project lasted from 

summer 2018 to February 2019, which 

was followed by a definition phase 

that lasted until November 2019. The 

first system projects were launched 

at the end of 2019 which aim to look 

for significant development steps to 

boost business.

Stable web services

Upgrading systems that are visible 

to Ponsse’s customers is an essential 

part of the internal systems develop-

ment project. Test automation has 

been used for quality assurance of 

the new Ponsse.com 

website, Ponsseshop.

com, and the spare 

parts service called 

Ponsse Parts Online. 

The high usability 

and quality of service 

guarantees that cus-

tomers will continue 

to be loyal to Ponsse 

and recommend its products and ser-

vices to colleagues.

“One example of how we im-

prove our customer experience is 

by integrating the digital services we 

provide our customers into an easy-

to-use package. At the same time, we 

look for opportunities to develop new 

digital services for our customers, ” 

Soininen explains.

Websites that need extensive re-

vamping demand more comprehen-

sive testing than manual testing along 

with a broader service quality assur-

ance. Continuous development of in-

formation systems and their smooth 

operation ensure that Ponsse enjoys 

business continuity.

By partnering with Qentinel, in-

formation system administrators can 

enjoy peace of mind knowing that all 

systems are of high quality and will 

operate smoothly.

“While developing our business 

support system is part of our core op-

erations, developing test automation 

is not. That’s why working with Qenti-

nel is an important guarantee for our 

quality operations. Qentinel Pace with 

its continuous and easy-to-use service 

is an excellent and cost-effective oper-

ating model for us”, Soininen sums up. 

Our aim is that test 
automation supports the 
continuous development 
of our systems in a 
flexible manner. 

Ponsse

Description

Manufactoring of harvest machines and related 
services.

Vision

To be the best partner in the field.

Who

Miika Soininen, Manager of IT and Digital Services 
Development
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Building a brand and nurturing 
trust through quality services

User experience and the availability of digital services can have a huge impact on the 

user’s perception of the service provider. That’s why user experience is fast becoming an 

important factor to determine service quality.

Founded in Tampere in 2002, Gofore 

— designer and provider of digital ser-

vices — is one of the brightest stars in 

its industry. Ranked year after year as 

one of the most sought-after jobs, Go-

fore has hit double-digit growth rates.

 Along with the organic growth 

achieved through a successful strat-

egy, the company has made several 

great acquisitions over the last couple 

of years. In 2018, Gofore’s net sales 

were EUR 51 million — a 49% increase 

over the previous year. The company 

now employs around 600 people.  

Growing importance 
of user experience

Director of International Operations 

Ville Tuominen explains what cus-

tomers’ business continuity means for 

Gofore’s success.

 “We provide our customers with 

uninterrupted services because it 

maintains both our customers’ trust 

and their brand image. For example, 

if a citizen needs to get in touch with 

any authority for permits, the service 

needs to work or else the citizen will 

lose confidence in the service provid-

er.”

 B2B digital services along with 

professional applications are another 

area where user experience deter-

mines the success of a service. Digital 

tools for work environments demand 

good mobile application functionality. 

“The digital service must be contin-

ually and easily accessible, without 

which users lose their trust in the 

service provider. That’s why the topic 

of business criticality has evolved and 

expanded to cover user experience,” 

Tuominen says.

Testing at all 
stages of product 
development

Gofore works together with its soft-

ware testing partners to ensure the 

quality of its services. Since 2017, 

Qentinel has introduced automation 

to its testing which has sped up and 

simplified the process.

 “It is interesting that at Qentinel, 

test automation is integrated into the 

product life cycle. We currently have 

a couple of industry-oriented proj-

ects where we work together or in-

dependently using the Qentinel Pace 

tool.”

 Gofore and Qentinel’s partner-

ship is characterized by the fact that 

automated application testing and 

quality assurance is an integral part 

of Gofore’s product development. 

Thanks to automation, test data can 

be utilized at all stages of product de-

velopment.

 “Testing provides us with quality 

that matters to our customers’ end-us-

ers when it comes to the functionality 

of the application — how long does it 

take to perform tasks with the applica-

tion and how accessible is the service 

to users. On the other hand, quality 

also matters in user experience — 

how easy is it for the end-user to use 

the service,” Tuominen observes.

 With apps getting increasingly 

personalized and more complex, it 

can be challenging for testing to keep 

up with the changes. “When systems 

become simpler for users, at the same 

they also become more technically 

complex to maintain. If the system is 

different for each user, the test sys-

tem must take this complexity into 

account.”

Benefits of 
automation for 
clients’ customers

There is a special emphasis on user 

perspective in application testing. 

During the product development 

phase, thanks to automated testing, 

applications are available to the cus-

tomer and its end-users in a timely 

manner and remain of high quality. It 

also ensures that the application can 

be used without disruption during the 

further phases of its development.

 When it comes to large-scale 

information system projects, test au-

tomation must be the responsibility of 

one operator.  There must be a clear 

channel of communication between 

the operators to communicate system 

changes even before they are made.

 “It is important that one oper-

ator has a plan, and the responsibil-

ity and ability to communicate about 

projects in a way that the overall qual-

ity can be secured without any gaps. 

The final step is the overall end-user 

testing of the system, which can be 

done through Qentinel’s Pace testing 

service.”

 There are clear reasons and 

goals for the continued and well-es-

tablished working relationship be-

tween Gofore and Qentinel. “We want 

to invest in working with a partner 

who develops test automation with 

us and has the resources to increase 

the role of automation. This way, we 

can improve customer value and also 

increase the efficiency of our own ser-

vice production. There are also plans 

to introduce machine learning as part 

of test automation. It will play a more 

important role as we move from static 

to dynamic services.”

 Qentinel’s experienced experts 

have been bringing test automation 

know-how to Gofore’s projects for a 

couple of years now. This has led to 

projects moving very quickly from de-

sign to production work.

 “It really matters to us that Qen-

tinel is constantly developing its test 

automation and wants to be at the 

forefront of its field. Their willingness 

to experiment and a passion for using 

new technologies has convinced us to 

continue our partnership,” Tuominen 

sums it up.

Building strong and lasting 
client relationships
Qentinel’s three-person team along with the client’s own testers ensure that the large-

scale healthcare information system always works reliably in all conditions.

The customer and patient healthcare 

information system has several dozen 

applications integrated into it, and the 

number can even hit hundreds in the 

future. Each application must work 

securely and seamlessly with other 

applications.

The customer team trio — San-

na Meriläinen, Satu Bennert, and 

Joni Vänttinen — have been working 

closely together with the client’s own 

testing team for a couple of years 

now to make sure critical information 

systems operate smoothly in all situ-

ations.

“We help the customer secure 

the quality of the systems at the ear-

liest possible stage of the project. The 

longer a project is, the more difficult 

it becomes to correct mistakes,” Joni 

says.

Being part of the 
customer team

There’s a duality to working in such 

a large system project. On one hand, 

clear and long-term plans map out the 

project’s progress over months. But at 

the same time, changes that happen 

almost daily affect everyday activities.

Gofore

Description

Design and development of digital services.

Vision

To have the best reputation in advancing and execut-
ing digitalization, and to be recognized as a reformer 
of work culture.

Kuka

Ville Tuominen, Developer of International Operations

At Qentinel, test automation is 
integrated into the product life cycle

When it comes to large-scale 
information system projects, test 
automation must be the responsibility 
of one operator.



“In this job, you have 

to be quite flexible to be 

able to change tests on a 

day-to-day basis. There should be 

clear, fair and open communication to 

everyone about why the plan is being 

changed and why things have to be 

done differently,” Satu explains.

Sanna and Satu have organized 

several kick-off and training events 

that have defined the testing roles, 

practices, and processes. When ev-

eryone knows what is expected of 

them, things flow smoothly. “The role 

of a messenger is nice when you are 

enthusiastic about it,” Satu says.

Close and continuous collabo-

ration with the client’s organization 

can often blur the lines between the 

customer’s and one’s own employer. 

“I have been told by the customer that 

they consider us as part of their team 

because we are on their side. This is 

the best feedback we could get,” San-

na says.

On the other hand, working 

within a customer organization can 

also be demanding as Qentinel ex-

perts could be coordinating testing of 

20 different teams.

“Everyone needs to remember 

and sometimes be reminded of the 

common goal and the schedules that 

we have committed to together,” Satu 

says.

Looking at the big 
picture

A testing professional doesn’t just fo-

cus on a single problem but can com-

prehensively look at the entire system 

being tested.

“When you realize that there is 

a problem in the process, you must 

have the courage to offer opportuni-

ties to the customer to develop the 

business,” Sanna says.

Since problem-solving is ongo-

ing work in a project team, testing 

professionals should be able to recog-

nize the different skills of their team 

members.

“In large client organizations, we 

work with huge resources. When I find 

the right people to do the right tasks, 

the work moves comfortably and eas-

ily.” Satu says.

Working closely 
together

The success of the team lies in 

the fact that all three are always aware 

of what the others are doing. This way, 

there is a sense of team spirit and 

they share a similar, evolving work 

approach.

“We work for the customer and 

aim to fulfil the customer promise 

on an everyday basis. When clients 

ask for a consultant, they expect new 

solutions and constant development 

of operations. Our work has been 

made easier by the fact that our cus-

tomer feedback has always been very 

positive, ” Sanna says.

There is a strong working culture 

in the team: everything is done to-

gether, not alone.

“It is not enough to have a good 

solution or proposal. We need to have 

the support of others so that we can 

move forward with new work prac-

tices on a broader front,” Joni adds. 

As he works on system integrations 

and conversions, he sees the require-

ments of the whole large-scale infor-

mation system.

Everyday work, on the other 

hand, involves a lot of independence. 

“I have carried out performance tests 

as I deemed fit and that has been 

praised,” Satu says.

Enjoying employer 
support

At Qentinel, a coaching method is 

used to develop teamwork among 

employees.

“Every employee has the right to 

reserve a coach with whom they can 

discuss confidential matters. Together 

they identify the issue, explore it fur-

ther through an open discussion and 

arrive at the best plan of action. This 

is a very productive way to solve prob-

lems,” Sanna reveals.

Smaller issues are resolved in 

a flexible manner directly with col-

leagues.

“I can reach out to any colleague 

who can resolve a specific matter — 

they always find time to help. This 

way, I can move forward faster,” Joni 

says.

Qentinel also supports its em-

ployees with personal training bud-

gets. Employees enjoy flexible work-

ing hours that allow them to make 

time for learning.  If there are several 

employees interested in the same 

subject, Qentiel organizes on-the-job 

training. This way, costs per trainee 

reduces and at the same time, col-

leagues learn the same things togeth-

er.

“It is very important for a con-

sultant to have opportunities for con-

stant development. It equips us with 

the latest know-how that we can offer 

to our customers,” Sanna says.

Training is also a great incentive 

amidst a hectic work schedule. “I feel 

motivated at work knowing I will be 

able to travel to Cape Town in a cou-

ple of weeks for a seminar, and that I 

will meet testers from all around the 

world in workshops,” says Satu. She 

adds that after returning from train-

ing, she shares her learnings with her 

colleagues in a team meeting.

The team is free to decide on its 

own work arrangements such as flexi-

leave arrangements, holidays and 

training. This is possible because the 

team leadership responsibilities have 

been transferred from the office ad-

ministration to Sanna. With the team 

in charge of its own decision-making, 

employees feel responsible for their 

own activities and things run smooth-

ly.

“I don’t remember any morning 

when going to work felt tedious. Ev-

ery day, there’s a desire to do things a 

little better than the day before,” Joni 

says.
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There is a strong working culture in 
the team: everything is done together, 
not alone. 

There should be clear, fair and open 
communication to everyone about why 
the plan is being changed and why 
things have to be done differently.

Qentinel Pace is a next generation 

robotic software testing platform. 

Its superior capabilities in both busi-

ness process testing and software 

development make it an efficient tool 

across the whole business. It ensures 

the success of your business by as-

suring the quality of business critical 

E2E-processes in the ever-growing 

ecosystem.

Qentinel Pace uses computer 

vision to test even those parts of soft-

ware which are usually hard or impos-

sible to test manually. A test robots 

equipped with computer vision will 

look through the software and click 

their way through the processes quick 

and easy, as if a human was doing the 

work. This way business process test-

ing becomes simple and both testers 

and business people don’t need to 

spend hours checking if core process-

es are still running as they should.

With Qentinel Pace, you can uti-

lize the full potential of automated 

software testing, which is the future 

of testing.  Qentinel Pace is highly 

scalable, easily maintainable and 

extremely productive solution for 

testing and developing software. It 

doesn’t only accelerate your speed 

of innovation and go to market,  but 

also provides you with a holistic view 

of your DevOps health and analytic 

predictions. Using AI and machine 

learning, you get cutting-edge analyt-

ics on the current and future quality 

of the whole software system. When 

test cases collect data and tests are 

planned in detail, you get great test 

coverage, easy maintenance in com-

plex environments, and proper data 

to base decisions on.

Clone your best testers and 
utilize AI

1. Handle large amout of tests
Efficiency is the ease and speed of becom-

ing and staying productive. Becoming productive 

addresses on how quickly you are setup and start 

to reap the benefits of robotic software testing. 

Whereas, staying productive is that you can stay 

productive and manage the amount of test main-

tenance. With our clear and punctuation-free ap-

proach, same test scripts can run across different 

web browsers, mobile, and native applications.

2. Clone best testers
With Qentinel Pace you don’t have to sacrifice 

speed of innovation, time to go to market or agili-

ty to make sure everything you deliver is premium 

quality. Testing solution needs to scale without put-

ting a lot of stress on time, money and resources.  

Sometimes corporation might need only few stan-

dard tests running basic checks, while closer to new 

update the need grows exponentially.

3. Drive AI to testing
 In Qentinel Pace, we have “quality built in” to 

software development. With predictive analytics for 

DevOps uses data from several sources and uses 

this time series data to model the whole software 

development process. AI and data are used to find 

out what are the most influential predictors of the 

software quality, what quality prediction is and con-

fidence level of the prediction.
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KONE understands 
the customer 

Improved customer knowledge inspires KONE to provide 

better service to its customers.

KONE is a global leader in the elevator 

and escalator industry. It has a staff of 

more than 20,000 service personnel 

who are available 24 hours a day and 

seven days a year to service elevators 

and escalators and to assist custom-

ers in case of problems. 

Behind its customer service ef-

forts is Salesforce’s customer experi-

ence management system. 

“In 2016, we picked Salesforce’s 

Service Cloud and Field Service Light-

ning platform to replace our old field 

service management system. This 

project has been a massive joint de-

velopment effort, marking a massive 

change in the way we operate,” says 

Mikko Leinonen, Head of Customer 

and Sales Solutions at KONE Corpo-

ration.

Global sales support

KONE has been working closely with 

Salesforce since 2006. Using Sales-

force’s Sales Cloud and Marketing 

Cloud services, KONE has streamlined 

its global sales system, enabling sales-

people to manage the entire process 

with a single tool.

KONE has also cultivated a re-

al-time view of global sales, markets, 

and customers. This information has 

helped them control sales resources 

in a significantly more targeted man-

ner than before. Over the years, KONE 

and Salesforce’s collaboration has ex-

panded to include digital marketing, 

creating a customer portal and devel-

oping a customer service system.

 

A bigger picture of 
customer needs

With KONE’s customer management 

system expanding to include field ser-

vice, an increasing number of KONE 

employees can utilize the Salesforce 

systems, significantly improving cus-

tomer service and experience.

By integrating service informa-

tion of over 450,000 customers with 

the sales and marketing system, 

KONE has all customer data in one 

place. “The information we get from 

customers is more reliable than ever 

— it can be used more efficiently, and 

we receive reporters quicker,” Leinon-

en says.

The integration of service func-

tions into the customer management 

Technological change happens much 
faster than an organization’s ability 

to take on new opportunities.

By integrating service information of 
over 450,000 customers with the sales 
and marketing system, KONE has all 
customer data in one place.

system is a multi-year project — the 

system is currently being tested. “The 

motivation for the change is the fact 

that service technicians can provide 

better customer experience when 

they have better customer informa-

tion,” says Leinonen.

Implementing a new system in 

an organization with nearly 60,000 

employees comes with its own set 

of challenges. “Technological change 

happens much faster than an organi-

zation’s ability to take on new oppor-

tunities. For instance, if you look from 

a sales point of view, it is clear that not 

all vendors are quickly ready to accept 

that artificial intelligence in a custom-

er system can offer the best price to 

the customer,” Leinonen explains.

Better customer 
understanding

The information system was mod-

ified with four main goals in focus: 

a better understanding of customer 

needs, faster handling of customer 

service requests and more efficient 

customer communications, continu-

ous optimization of maintenance and 

repairs, and improving the customer 

experience of using the elevators and 

escalators.

“Our old information system 

couldn’t facilitate the business chang-

es we needed, especially the clear im-

provement in customer service that 

we desired. It was very important for 

us to have all our customer data in the 

right place to ensure business conti-

nuity and reliability,” Leinonen says.

KONE is strongly committed to 

putting the customer at the heart 

of their business. According to Sami 

Lampinen, Salesforce Country Lead 

in Finland, the change requires re-

thinking and reorganizing both the 

information systems and all of the 

company’s operations. This leads to 

simplified data management for a few 

platforms that are more efficiently 

maintained and developed than infor-

mation systems that have hundreds 

of applications from different eras.

“We have global processes and 

tools in all functions, such as financial 

systems, supply chain, and sales and 

marketing. It gives us agility when 

something needs to change,” Leinon-

en explains.

In addition to agility, Leinonen 

says companies need to have a more 

accurate sense of what their custom-

ers are going to do and use that infor-

mation to guide their own operations. 

Centralized data opens the door to 

more sophisticated data analysis us-

ing modern tools.

“Our Einstein AI platform which 

KONE uses makes over six billion 

KONE

Description

Manufactoring elevators and escalators, and related 
services.

Vision
We want to offer the best user experience.

Kuka

Mikko Leinonen, Head of Customer and Sales solu-
tions

It was very important for us to have 
all our customer data in the right 
place to ensure business continuity 
and reliability.

The integration of service functions into 
the customer management system is 

a multi-year project — the system is 
currently being tested.
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suggestions to customers 

every day about the data 

stored on our systems. This 

is not possible in an information 

silo,” says Lampinen.

KONE also utilizes artificial in-

telligence in the KONE 24/7 Connect 

service, where elevators or escalator 

sensors continuously transmit data to 

the KONE IoT system. 

IBM Watson’s AI analyzes this 

data in real-time and looks for anom-

alies there. When detected, the IoT 

system contacts customer service, or 

send an installer an alert and infor-

mation about the kind of problem, 

its location, the required spare parts 

needed and what to do next. 

Improving customer 
experience 

While KONE has been successful in 

the proactive maintenance of eleva-

tors, it is taking its first step towards 

providing customer service based on 

customer knowledge. “We strive to get 

operation recommendations for our 

sales from AI and to find out which 

customers are potentially dissatisfied 

with us or even leaving us, and why. 

Analytics, artificial intelligence along 

with a unified information platform 

enable this development,” says Lei-

nonen.

KONE is at the forefront of digi-

talization,  constantly developing new 

ways to improve customer knowledge 

and customer experience.

“We need to learn to tell custom-

ers the right things at the right time 

when they are interested in us. Our 

salespeople, customer service and 

field service offer new opportunities 

to serve the customer over a long life 

cycle, ” Leinonen says.

“The winner in the service busi-

ness is determined by customer expe-

rience, the ease of customer use and 

customer satisfaction throughout the 

lifecycle,” Lampinen concludes.

Salesforce

Description

One of the buggest CRM-systems in the world. 
Salesforce contains tools for customer management, 
marketing automation and analytics.

Who

Sami Lampinen, Country Manager

Technological change happens much 
faster than an organization’s ability 
to take on new opportunities.

Qentinel Pace & Salesforce

”Testing singular software system doesn’t ensure 
the ecosystem works as a whole. That’s why end-

to-end testing is mandatory, but when done 
manually, it becomes heavy and slow.”

-Nikhil Sharma, Qentinel Product Manager

Salesforce’s app store AppExchange 

offers customers third-party appli-

cations that work on the Salesforce.

com-platform. Users can easily down-

load and purchase apps, components 

and consulting services directly con-

nected to Salesforce. From the thou-

sands of AppExchange apps, you can 

quickly find extensions and add-ons 

you need as part of the company’s 

personalized Salesforce ecosystem.

Salesforce is one of the largest 

application development platforms 

that allow businesses to develop ap-

plications that integrate with sales-

force.com at a rapidly accelerating 

pace. Currently, app developers are 

five times more in demand than 

present supply. Thanks to intensive 

development activity, services are ex-

panding and diversifying, enriching 

business ecosystems. 

While growth and new applica-

tions are to be celebrated, what hap-

pens to test needs as the pace of de-

velopment increases exponentially? A 

five-fold increase in software develop-

ment means there’s a 10 to 15 times 

increase in the need for testing — this 

is without even calculating the integra-

tion into different systems.

Testing directly from 
the cloud

Qentinel Pace is soon available on 

AppExchange. It caters to the grow-

ing need for testing by making test 

automation simple and easy to use. 

A cloud-based software testing plat-

form, it is specifically designed to 

make software development testing 

easier and faster. 

Since Qentinel Pace allows test-

ing to run alongside software devel-

opment, it does not create dreaded 

bottlenecks. It scales flexibly to suit 

everything from larger test runs to 

smaller maintenance tasks without 

the need to constantly hire more tes-

ters. 

Currently, only about 18% of 

companies use test automation and 

the numbers seem to be even low-

er among large companies that use 

complex systems like Salesforce. With 

expanding ecosystems and new up-

dates constantly being made, manual 

testing is fast becoming increasingly 

expensive. As the need for testing 

increases, so does human error and 

continuous disruptions can prove det-

rimental to a business. According to 

Gartner, test automation is the only 

solution in the future. 

Quality assurance 
across multiple 
systems

Qentinel Pace is pre-optimized to be 

compatible with Salesforce. It lets 

you write and run tests at the click of 

a button. When automated tests re-

port errors and predict process qual-

ity efficiently, software development 

and business management can rely 

on systems. With Qentinel Pace, you 

can rest assured that Salesforce’s ev-

er-growing ecosystem will work seam-

lessly both inside and outside Sales-

force.com. Business-critical processes 

are rarely limited to one system.

Qentinel Pace uses machine 

vision to check that processes run 

smoothly from one system to anoth-

er. Artificial intelligence also helps 

evaluate the quality of the process-

es and their future prospects. Even 

if your business’ core processes are 

working, Qentinel Pace’s Quality Intel-

ligence can help predict the quality of 

your software. This allows you to react 

quickly and make necessary fixes be-

fore your business processes suffer.

Unfortunately, system testing 

and quality assurance are often left 

only to individual system vendors. 

When individual systems are intro-

duced into a big puzzle consisting of 

applications that are updated at dif-

ferent times and are independent of 

each other, quality assurance of busi-

ness processes is ultimately left to the 

company. It is not easy to take respon-

sibility for the whole ecosystem and 

the functioning of processes. With-

out a deep understanding of system 

complexity and no control over how 

applications work, it is impossible to 

succeed in ensuring processes work 

without assistance.



Master Plan 2020:

We believe any business is only as 

good as the software driving it. For 

this reason, we focus all our efforts on 

assuring the quality of our customer’s 

business-critical process and software.

We promise test automation 10x 

cheaper and 10x faster than our com-

petitors. We aim to automate every-

thing that can be automated.

In the year 2020, upholding our 

promise requires advances in testing 

and quality assurance on all organi-

sation levels. To reach this goal, we’ll 

work tightly together with our custom-

ers.

All viewpoints are important and 

necessary. The definition of produc-

tivity is different depending on where 

you stand. It’s not surprising focus 

changes with different responsibilities. 

The challenge, however, is to improve 

all the segments and secure the most 

business-critical processes.

In 2020, we’ll focus on enabling software quality 
assurance and improving productivity on all 

organization levels.

1Software developer thinks personal im-

provement first. To a developer productivity 

is doing the job. They ask questions such as: 

”Does what I’m doing make sense?”, “How much is 

required of me?”, “Is this easy to learn?”, or “How 

much effort it takes to fix mistakes made by me or 

others?” This is the view of personal productivity.

 

2 Manager is more worried about making 

right decisions at right time. A small team’s 

Scrum Master together with their team 

probably knows everything the team needs to 

know, but most managers wander mostly in the 

dark, no matter how many weekly demo’s they 

participate in. They need more openness. They’re 

interested in leading indicators such as version 

control statistics, build statistics, and error statis-

tics. 

3 Business executives think about scale. 

Employee or a team can be truly productive 

on an individual scale. However, this alone 

doesn’t guarantee wider ecosystem functionality 

while building and delivering software as a unit. The 

guy on the top needs to look after the repeatability 

and scalability of the functions.

Test automation
10x cheaper and 10x fasteer.

The definition of productivity depends 
on the point of view

To ensure best software quality and assure critical 
business processes work for our customers. Qentinel in numbers

Year
2019
2018
2017

Sales
12 460 k€
10 866 k€
9 543 k€

ARR
800 k€
319 k€
56 k€

Growth
14,7 %
13,9 %
-0,4 %

People
126
114
106

14,7 %

126

12,5 M€



Contact
sales@qentinel.com
+1 312 210 9879
+49 15 114 185 941
+358 75 7555 300

USA
211 W Wacker Dr, 3rd Floor
Chicago, IL 60606

Germany
Excellent Business Center
Königsallee 61
40215 Düsseldor

Finland
Alberga Business Park B
Bertel Jungin aukio 7
02600 Espoo

The quality of software is quality of life.

http://www.qentinel.com/
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