Case Study

Police Mutual
achieves business
transformation with
cloud solution from
Avanade
Avanade helps Police Mutual
to transform service delivery
Streamlining operations
Police Mutual is a not for profit
mutual organisation, dedicated to
helping serving and retired police
officers, police staff and their families
with their financial wellbeing.
Police Mutual wanted to modernise
and simplify its operations and
provide a more responsive customer
service across multiple channels.
Employees relied heavily on
unstructured email collaboration and
with staff spread across several UK
office locations, meetings took time
to organise. Marketing activity was
based on traditional postal and
telephone methods and mailshots
were generic and impersonal.
This working environment and its
effect on culture was not sufficiently
dynamic to sustain the strategic
ambitions of the management
team and so workplace
transformation became a core
component of their strategy.

Transforming with the cloud
Police Mutual selected Skype for
Business as its corporate telephony,
video conferencing and collaboration
solution and Microsoft Dynamics CRM
to provide a complete view of
customer activity and to automate
manual processes.
Avanade worked with Police Mutual
to deliver this business
transformation. David Loughenbury,
CIO, Police Mutual, states, “Avanade
provides a hugely deep set of
Microsoft skills. Using the offshore
model, Avanade can deliver great
service and effective costs for us and
they does it in a way that helps our
business grow.”
Stephen Mann, CEO, Police Mutual,
adds, “I have been surprised and
delighted at the level of innovation
that has resulted from the
partnership. Partnering with an
organisation that can support
innovation at speed is massively
valuable.”
A complete customer view
CRM is enabling staff to have
more engaging conversations with

customers by providing a complete
customer view. “With the customer
information all in one place, the call
handler can access it instantly and is
able to respond more knowledgably
and to pre-empt some of the
elements of the conversation as well
as save time,” says Sarah Myers, head
of operations for life and savings.
Myers adds, “Previously we may
have had to call that member back.
The immediacy of being able to see
the data means that it is tangibly
transforming our service delivery.”

“The use of technology to
enable us to understand
business performance and
act really quickly has been
massively valuable. We
have now had three years
of consecutive double-digit
growth.”
–Stephen Mann, CEO,
Police Mutual
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The customer service differential
Customers can now access services
through the channels of their choice.
“They come to us through the
telephony channel and move to the
digital channel and vice versa – it is a
much slicker, faster, more accessible
set of services,” says Myers.
CRM has also allowed Police Mutual to
transform some of its legacy business
processes significantly, enabling it to
pay out surrenders and maturities to
customers more promptly. Processes
that were taking 24 days to complete
are now taking five days or less.
A modern organisation
The Microsoft platform provides a fully
functional virtual office to employees
wherever they are. Decision makers
can share files and data more easily
and collaborate more effectively. Myers
says, “It is really quick to get people
together and have a conversation.
Previously, it would have taken two
weeks to plan to get people to meet,
we can just do it today. We can have
more of those meetings and
potentially shorter meetings to get the
job done.”

Employees are coming together more
effectively and that has driven a level
of integration that the organisation
simply did not have before. Sales and
Marketing Director Dave Wright says,
“Skype for Business has transformed
my life. It has enabled me to be
location-independent and given me
greater flexibility.”

“The way that we work
feels a lot more modern and
people are finding this a really
positive experience. We can
work in a really different way
that benefits both colleagues
and our members.”

Mann is happy to report that
customer numbers are growing and
business is going from strength to
strength: “We have now got
significant momentum in the business
and a real sense of optimism about
where we can take this business. The
sky is the limit.”

–Sarah Myers, Head of
operations for life and
savings, Police Mutual

A more engaged workforce
Police Mutual has become an
organisation that people are keen to
work for, with high levels of colleague
engagement. It has a strong team,
is able to recruit some great people
and is increasingly being approached
by high quality candidates who want
to work for a flexible and innovative
organisation.
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