
Case Study

Electronics Company supports 
strategy shift with digital workplace – 
and customer retention climbs.
“The new CRM system gives our sales staff the information they need, at their fingertips, 
for solution selling regardless of where that information originates.”
– Manager IT CRM Europe

This global electronics company is making a global shift from a manufacturer and distributor  
of imaging systems to a provider of imaging services and solutions. This requires greater insight  
into its customers—insight that a disparate set of CRM systems was never designed to provide.  
The company turned to Avanade for a solution that brings the right information to the right employee  
at the right time, helping them to delight its customers with better service and support. It’s part of  
a digital workplace transformation at the company that has already cut the time to find data by 94%  
and increased sales forecast accuracy to 96%.



Customer Profile
This company manufactures  
and sells office equipment,  
optical systems for industrial use 
and diagnostic imaging systems.  
It has nearly 50,000 employees 
and is active in over 100 countries. 

Situation
The company wants to shift from 
manufacturing to solution sales.  
This calls for customer insight  
that the company’s traditional 
CRM systems were never designed 
to deliver.

Solution
The client engaged Avanade  
to replace 14 disparate CRM 
systems with a single solution  
that provides intelligent context  
to data, so each group of 
employees has at-a-glance access 
to exactly the information it needs 
to be most productive.

Benefits
• Time to find data cut by 94%
• Forecast accuracy up to 96%
• Better experience delivered  

to end customers
• Increase in customer retention
• Foundation laid for broader 

deployment of digital workplace

A seismic shift
There is a seismic shift taking place at 
the client. The longtime manufacturer 
and distributor of imaging solutions  
is transforming into a service provider 
of those solutions and related IT  
value-added processes.

In parts of its business, the company 
is now selling services rather than 
products. It has also acquired IT 
services companies to help deliver 
those services and become an 
increasingly important provider to  
its customers.

The shift from manufacturing and 
distribution to services provider 
calls for a different relationship 
with customers. It requires a closer 
relationship, based on a better 
understanding of customer needs. 

To support this shift in business 
strategy, they needed to overhaul  
its customer relationship management 
(CRM) systems, particularly in Europe, 
where it conducts about one-third 
of its worldwide business. As a result 
of acquisitions and decentralized 
management, the company’s  
European operations used more  
than 14 incompatible CRM systems.

The client often lacked the 
comprehensive “360-degree” view 
of the customer that companies 
are adopting to gain competitive 
advantage, and that is needed  
by services businesses.
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The road to a digital 
workplace
The executives wanted to provide 
sales and marketing staff with 
unprecedented levels of customer 
information. And they wanted  
to provide it in a variety of ways, 
tailored to the needs of specific groups 
of employees. They see their efforts in 
CRM as the first phase of  
a much broader project. They envision 
creating a digital workplace that  
brings together social, mobile,  
cloud and analytics technologies  
to spur productivity, reduce costs  
and speed innovation. 

To implement its CRM project the 
company partnered with Avanade.

The right partner 
“We have a large and complex  
project that requires a broad range  
of expertise,” says a Manager of IT 
CRM. “Avanade has the knowledge,  
the people and the resources to 
help us succeed in creating a new 
CRM system across our European 
operations, maintaining it and using  
it to maximum business advantage. 
This project would not have  
succeeded with a smaller or less 
experienced partner.”

To help ensure the success of the 
project, Avanade deployed a variety  
of “near shore” resources. 

These included an onsite support team 
at the client’s European headquarters, 
a development team from the 
company’s Bratislava Delivery Center, 
and a dedicated operations team  
in Avanade’s India Delivery Center  
in Hyderabad. 

At the heart of the CRM solution is 
Avanade’s implementation of Microsoft 
Dynamics CRM, which replaces the 
patchwork of systems that the client’s 
European operations formerly used. 

“Intelligent” dashboards
But far from being a generic 
implementation of Microsoft Dynamics 
CRM, the solution includes a range of 
dashboards tailored for role, industry, 
location and task. These dashboards 
provide intelligent context, delivering 
exactly the information—and only 
the information—that users need for 
optimal productivity. Key dashboards 
are used by:
• Call center agents, showing their 

performance on leads and calls  
per agent

• Call center team lead, showing 
revenue per agent and forecasts  
on generated opportunities

• Sales manager, showing current 
pipeline, statistics on team 
performance, win rates, and 
information on customers’  
contract status

• Marketing managers, showing 
campaign success and responses  
for events

Dashboards also provide:
• Account segmentation data,  

to identify and focus on high-value 
customers 

• Lead-generation data, to identify 
competitors’ machines as potential 
replacement candidates, and to 
identify further opportunities  
with existing customers

• Territory management data  
for automated allocation of sales 
employees based on regions

• Customer satisfaction data, including 
information on service cases, 
machine usage and activity tracking

The company began using the CRM 
system in four European countries and, 
following its early success, expanded 
the project to cover its entire 
27-country European organization. 
More recently, they turned to Avanade 
Japan to implement CRM throughout 
its Asia Pacific region.
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About Avanade
Avanade is the leading provider of innovative  
digital and cloud services, business solutions  
and design-led experiences delivered through  
the power of people and the Microsoft ecosystem. 
Our professionals combine technology, business  
and industry expertise to build and deploy solutions 
to realize results for our clients and their customers. 
Avanade has 29,000 digitally connected people 
across 23 countries, bringing clients the best thinking 
through a collaborative culture that honors diversity 
and reflects the communities in which we operate. 
Majority owned by Accenture, Avanade was founded 
in 2000 by Accenture LLP and Microsoft Corporation. 
Learn more at www.avanade.com.
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Sao Paulo
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Australia 
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Europe
London
Phone +44 20 7025 1000  
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Reduces data time by 94%
This has resulted in a big savings  
of sales staff time that’s no longer 
spent chasing data, and that can  
be reinvested in generating revenue. 
The client estimates that sales reps 
now each spend just 15 minutes per 
week to get the data they need—down 
from the four and a half hours per 
week they formerly spent, a savings  
of 94%.

Forecast accuracy up  
to 96%
Beyond faster and easier access to 
data, they have access to better data—
especially more accurate predictive 
analytics. Forecasts are now up  
to 96% accurate, enabling the 
company to seize opportunities more 
quickly and successfully.

Boosts customer retention
By gaining greater insight into 
customer needs and gaining more 
time to respond to and even anticipate 
those needs, the company’s sales force 
is more successful at what it does. 

“The success of the CRM system shows us that a digital 
workplace is a tremendous asset. It’s an asset we plan  
to expand to more of our global operations.”
Manager IT CRM Europe
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