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Avanade helps global 
manufacturer redesign sales 
and service processes around 
the customer 

Business situation
Understanding what customers 
want and when they want it 
is paramount to remaining 
competitive in today’s marketplace. 
But how do you deliver a consistent 
customer experience to a diverse 
set of customers around the globe, 
when that experience is part of 
a unique buying process that 
requires one-on-one interaction? 

A global motorcycle manufacturer 
turned to Avanade for help in re-
evaluating its entire sales process—
from how customers choose and 
purchase a motorcycle, to the 
way in which dealerships and 
other facets of the business work 
together to facilitate repairs and 
install customized accessories. 
The company knew it needed a 
comprehensive CRM solution. But 
with more than 1,000 dealerships 
in close to 100 countries, selecting a 
single platform to support its goals 
would be no small feat.
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To bring the customer’s vision to 
life, Avanade brought together 
a team of user experience and 
technology experts who spent 
time in the dealerships and with 
company decision makers to 
gauge how a CRM platform could 
best meet the company’s goals. 
The Avanade team analyzed how 
dealership staff interacted with 
customers, gaining insight into 
what types of workflows and 
intuitive user design the  
company needed.

Throughout the analysis, three 
primary challenges were clear:

• The company’s ability to deliver 
a personalized experience was 
hampered by the lack of intuitive 
access to customer data. The 
company believed it could create 
a better customer experience 
and increase sales with a single 

source of customer data. This 
single view of each customer 
could then “roll up” to create a 
consolidated view of customer 
trends and buying habits that 
would enable staff to better 
pinpoint patterns and drive more 
effective sales and marketing 
campaigns. As a result, the 
company would have more  
solid data around sales trends  
by region, country or product  
line, driving efficiencies across 
the business. 

• Mobile devices and data access 
were critical to the customer 
experience. Because of the nature 
of the motorcycle buying process 
and post-sales relationship, the 
company needed a solution 
that could truly align with the 
way dealership staff worked 
with customers across the 
entire customer relationship—

from the initial sale to service 
and support. Giving staff an 
experience that was easy 
and intuitive was critical—as 
was the solution's ability to 
access and input information 
as customer interactions took 
place, whether they be on the 
sales floor, phone, email or in the 
service department. Avanade 
concluded the solution needed 
to be powerful and robust, but 
also incorporate sales and service 
scenarios that mirrored the 
specific needs of the business. 

• A truly global CRM solution was 
critical. In order for any CRM 
solution to be effective for this 
global company, it needed to 
support many languages and 
currencies to help drive greater 
adoption across all of its users 
and dealerships. 

Results delivered: A comprehensive 
platform to support customers 
from Beijing to Atlanta
Throughout the process, Avanade 
worked closely with the customer 
to design a platform that could 
meet its unique needs. Leveraging 
Microsoft Dynamics CRM was a 
first step. Avanade then aligned the 
user experience to the way teams 
actually worked in the field. 

Avanade’s considerable research  
in the design phase included  
site visits at dealerships, where 
they observed first-hand  
how interactions with customers 
took place. To make the solution 
more palatable to dealerships, 
Avanade proposed a simplified  
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user interface and mobile 
optimized views that could easily 
be used on a tablet, smart phone 
or other portable device. Avanade 
then brought together a seasoned 
user experience team to create 
workflows and design a user 
interface that would work on 
mobile devices to ensure that sales 
and other teams would not be 
tethered to a desk or computer. 

With this approach, Avanade 
designed a CRM platform suited 
to the company’s needs, then 
deployed it in a pilot program 
across 10 dealerships in multiple 
geographies. During the pilot, 
Avanade maintained and operated 
the cloud-based CRM solution in its 
own data centers. 

The pilot phase enabled Avanade 
teams to go back into the field 
to further refine the solution 
and streamline workflows. With 
the pilot phase complete, the 
manufacturer is poised to realize 
numerous results as it rolls out  
the solution globally to 10,000 
users, including:

• A global view of the entire 
customer experience. With a 
global CRM platform in place, 
the manufacturer has, for the 
first time, a single view of a wide 
variety of customer-related data 
that will help them be more 
effective in sales, marketing 
and supporting dealerships. The 
platform currently supports three 
languages, with the ability to 
support other languages as new 
dealerships come on board. 

• The ability to provide a 
cohesive and personalized 
customer experience. The 
company’s dealerships now 
have comprehensive data 
about each of their customers, 
including what vehicles they 
own, their contact information 
and communication preferences, 
service history, associated leads 
and sales-related activities. 
This gives dealership staff the 
ability to proactively reach out to 
customers with a personalized 
experience that aims to increase 
sales as well as customer 
satisfaction and loyalty.

• A user experience aligned with 
how people work, buy and 
communicate. Sales and support 
teams in the dealerships are  
now able work with customers  
as they move throughout the 
dealership from sales to service. 
Staff can use tablets or smart 
phones to access customer data, 
update information, conduct 
sales, and send updates to 
customers as they are interacting 
with them on the sales floor or 
service department.
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About Avanade
Avanade helps customers realize results in a  
digital world through business technology solutions 
and managed services that combine insight, 
innovation and expertise focused on Microsoft® 
technologies. Additional information can be found  
at www.avanade.com.   

©2014 Avanade Inc. All rights reserved. The Avanade  
name and logo are registered trademarks in the U.S. 
and other countries. Other brand and product names 
are trademarks of their respective owners. 

North America
Seattle
Phone +1 206 239 5600
America@avanade.com

South America 
Sao Paulo
Phone +55 (11) 5188 3000
LatinAmerica@avanade.com

Africa
Pretoria
Phone +27 12 622 4400
SouthAfrica@avanade.com 

Asia-Pacific
Singapore
Phone +65 6592 2133
AsiaPac@avanade.com

Europe
London
Phone +44 (0) 20 7025 1000
Europe@avanade.com

The Work Redesigned difference
• Dealership owners for the first 

time have a single view of all 
customer data, from the initial 
sales process to support, inquiries 
and service, in a mobile tool that 
is aligned with how they interact 
with customers. 

• When the CRM solution is 
deployed globally, company 
decision makers will have real-
time access to consolidated sales, 
customer and other data for more 
informed and timely decision 
making.

• Customers are delighted with 
a higher level of personalized 
service that comes from 
dealership staff better 
understanding their individual 
wants and needs. 

The inside story: Crafting a pilot 
program that will lead to a global 
deployment for 10,000 users
A team of six Avanade experts 
worked with the customer’s CIO 
and IT team to design a full CRM 

solution. This effort detailed the 
rollout of Dynamics CRM and 
Avanade’s requirements for a 
successful deployment.

Avanade brought its considerable 
Dynamics knowledge, user design 
expertise and findings from its 
own extensive research into the 
company’s sales process to deliver 
the solution. 

Avanade also ensured that 
business-critical systems—such 
as email, parts, vehicles and 
accessories inventory—were 
all connected to CRM to make 
customer interactions seamless. 

With that phase complete,  
Avanade turned its attention to 
executing a pilot rollout across 10 
dealerships in North America and 
Asia-Pacific. Avanade delivered the 
solution in the cloud and managed 
the infrastructure to support the 
pilot, which will concluded late 
spring 2014.

A look to the future
With the initial pilot project nearly 
complete, company decision 
makers have now turned their 
attention to the global rollout 
of its innovative CRM platform. 
Ultimately, the company aims to 
arm its 10,000 users across the 
globe in a phased approach. 

For more information, visit  
www.avanade.com/workredesigned.
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