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	Leading Financial Services Firm Implements New Software for Improved Client Service

	
	
	
	



	Overview

Country or Region: Netherlands
Industry: Financial Services
Customer Profile

SNS REAAL Groep N.V. is a Netherlands-based banking, financial services, and insurance company that was formed in 1997 with the merger of SNS Groep and REAAL Groep. 
Business Situation

REAAL Verzekeringen, a unit of SNS REAAL, sought an easy-to-use customer relationship management (CRM) solution to more easily share information and increase support to its sales intermediaries.
Solution

REAAL implemented Microsoft DynamicsTM CRM 3.0, which allows the company to differentiate itself from its competitors and provide improved service to its independent sales representatives and organizations.
Benefits

· Easier information sharing

· More effective reporting

· Time savings

· Rapid user adoption 

	
	
	“With Microsoft CRM we can spread an atmosphere that the left hand knows what the right hand is doing, which gives our customers the feeling that there is a lot of communication about their company.”
Hans Wilkes, Commercial Director, REAAL Verzekeringen


	
	
	
	Netherlands-based SNS REAAL, a leading financial services, banking, and insurance firm, is the product of mergers among regional savings banks and insurance companies. The acquisitions meant that the company’s fast-growing REAAL Verzekeringen insurance unit had five disparate customer relationship management (CRM) solutions, making information difficult to access and share, and hampering customer service efforts. REAAL sought to replace these systems with a single solution to help improve communications and provide superior service to the company’s 6,000 independent sales representatives. REAAL chose Microsoft DynamicsTM CRM 3.0 because it was a natural extension of the Microsoft® tools that its employees already use. With the first phase of its implementation complete, REAAL benefits from easier information sharing, improved client service, effective reporting, and rapid user adoption.
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Situation

SNS REAAL Groep N.V. was created in 1997 with the merger of SNS Groep and REAAL Groep. For 2005, SNS REAAL reported net profit of €323 million (U.S.$406 million). The company’s[image: image4.jpg]Microsoft



 two main brands are SNS Bank, which provides banking and financial products, and REAAL Verzekeringen, which provides insurance products, such as individual life insurance, group insurance, disability insurance, and other types of coverage. 

The company’s insurance products are sold through a network of more than 6,000 independent sales representatives or sales organizations, known as intermediaries. REAAL’s account managers act as an internal sales force, working closely with intermediaries to facilitate sales of REAAL’s insurance products.

Over the past decade, REAAL has grown largely through acquisitions and currently has approximately 1,800 employees. This growth-by-acquisition strategy has paid off handsomely. The company’s market share has more than doubled in the past five years. REAAL now owns more than 15 percent of the market for regular-premium private life insurance contracts in the Netherlands. In 2005, REAAL generated premium income of €2 billion (U.S.$2.5 billion) and net profit of €140 million (U.S.$176 million).

While the acquisition strategy helped REAAL increase market share and profitability, it also saddled the company with disparate CRM systems. “By buying a lot of different companies that played in the same marketplace, we also bought a lot of different CRM systems along with those companies,” explains Hans Wilkes, Commercial Director at REAAL Verzekeringen. “This was one of the major reasons we wanted to start all over again.” 

None of REAAL’s existing CRM systems communicated well with the others, which made sharing information across the organization difficult and time-consuming. As a result, REAAL sought to replace all its systems with a single, easy-to-use solution. This would provide for a consolidated view of client data, easier information sharing, and improved levels of customer service. 

Because REAAL operates in a highly competitive marketplace, the company needed a CRM solution to help differentiate it from its competitors also vying for intermediaries’ sales efforts. “The main reason we decided to go with a modern CRM system is to improve the services we provide to our independent intermediaries,” Wilkes explains. 
Solution

REAAL evaluated several solutions, and Microsoft Dynamics™ CRM quickly stood out from the rest. “Because Microsoft is widely accepted by my sales staff, the choice of Microsoft® CRM was a rather quick and natural one,” Wilkes explains. 

Another reason REAAL cites for choosing Microsoft CRM is that it is a natural extension of the Microsoft tools the company already uses, including Microsoft Office Outlook®, Microsoft Office Excel®, and Microsoft Office Word. “It was my belief that our salespeople would warmly embrace the Microsoft CRM system because they are very used to Microsoft technologies,” Wilkes says. This familiarity, he believes, leads to faster adoption, greater ease of use, and increased productivity. 

Mindful of the financial investment involved with introducing new technologies, REAAL worked closely with Microsoft to ensure that both companies shared a common vision of the future, according to Nico Jongerius, REAAL’s Chief Information Officer. “We wanted to be very sure that we would be able to develop our applications in such a way that we wouldn’t have to rewrite them because of any roadmap changes in the future,” he says. 

Convinced that Microsoft technologies represented the way forward, REAAL chose to standardize its software environment on the Microsoft .NET technology platform. 

REAAL is implementing Microsoft CRM 3.0 in three phases. The company has already deployed the solution to 200 account managers who work with intermediaries. During a second phase, REAAL will roll out Microsoft CRM to its marketing staff. Finally, the company will introduce the solution to REAAL’s back office staff, including its support personnel, legal department, and others who have frequent contact with intermediary companies. Upon completion of the rollout, REAAL expects to have approximately 900 Microsoft CRM users. 

A veteran of several CRM implementations at previous employers, Wilkes understood the importance of ensuring that users accept and embrace the new system. As a result, REAAL took a number of steps to ensure acceptance.

In addition to providing comprehensive training, the company developed and asked all users to participate in a CRM game to become familiar with the Microsoft CRM system and its capabilities. Staff members played the game using simulated customers and competitors to mimic real-life situations and ensure that users were comfortable using the new solution. In addition, REAAL conducted an ambitious client survey to update the information in the company’s sales database. This ensured that account managers would be confident that Microsoft CRM contained the most complete, up-to-date customer information possible. 

“Together, these activities have led to overwhelming system acceptance,” Wilkes says. 
Benefits

While REAAL’s Microsoft CRM implementation is now moving into the next phase, the company has been impressed with the results so far and is excited about realizing additional benefits from the solution, including:

Improved Client Service
By being able to readily share information across the organization, REAAL expects to improve the service it provides to its intermediaries, which the company hopes will result in deeper customer loyalty and increased sales. 

For example, in many cases several REAAL account managers and other members of the company’s back office staff may be working with a single intermediary at any given time. Because information was difficult to share in the past, these activities weren’t well coordinated. Using Microsoft CRM, everyone who works with REAAL’s intermediaries will be able to use the system to obtain instant information about their situation and update information as necessary. “With Microsoft CRM we can spread an atmosphere that the left hand knows what the right hand is doing,” Wilkes says. “That gives our customers the feeling that there is a lot of communication about their company, their problems, and their opportunities.”

More Effective Reporting

By implementing Microsoft CRM, REAAL is able to change the way its account managers report on sales activities. In the past, they either didn’t record customer contacts in the system or filed reports that contained little useful information. With the implementation of Microsoft CRM, Wilkes has asked his sales staff to focus on recording only meaningful customer contacts. “I’m not interested that someone met with a client and had a nice conversation and a good cup of coffee,” he says. “What I’m interested in is if we’ve solved a problem or uncovered a sales opportunity.” As a result, REAAL’s management is better able to monitor salesforce activities and can provide additional support or resources when necessary.

Additional Time Spent with Clients

Because Microsoft CRM uses a familiar and intuitive Office Outlook–based user interface, REAAL’s users have been able to learn the system quickly, which gives them more time to spend with clients. “After all, their main goal is to sell insurance policies, not to spend their time figuring out how to use software,” Jongerius says. 

By replacing five disparate customer relationship management systems with Microsoft CRM, REAAL Verzekeringen benefits from a single solution for customer data, allowing the company to better serve its sales intermediaries and helping position it for additional growth in the future. 
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Microsoft Dynamics
Microsoft Dynamics is a line of integrated, adaptable business management solutions that enables you and your people to make business decisions with greater confidence. Microsoft Dynamics works like familiar Microsoft software such as Microsoft Office, which means less of a learning curve for your people, so they can get up and running quickly and focus on what’s most important. And because it is from Microsoft, it easily works with the systems that your company already has implemented. By automating and streamlining financial, customer relationship, and supply chain processes, Microsoft Dynamics brings together people, processes, and technologies, increasing the productivity and effectiveness of your business, and helping you drive business success. 

 

For more information about Microsoft Dynamics, go to:

www.microsoft.com/dynamics
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Microsoft Dynamics CRM 3.0�
Microsoft Office Professional 2003 


Microsoft SQL Server™ 2000�
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For More Information


For more information about Microsoft products and services, call the Microsoft Sales Information Center at (800) 426-9400. In Canada, call the Microsoft Canada Information Centre at (877) 568-2495. Customers who are deaf or hard-of-hearing can reach Microsoft text telephone (TTY/TDD) services at (800) 892-5234 in the United States or (905) 568-9641 in Canada. Outside the 50 United States and Canada, please contact your local Microsoft subsidiary. To access information using the World Wide Web, go to: � HYPERLINK "http://www.microsoft.com" ��www.microsoft.com��


For more information about SNS REAAL Groep N.V. products and services, call +31 30 2915 200 or visit the Web site at: � HYPERLINK "http://www.snsreaal.nl" ��www.snsreaal.nl��











“Because Microsoft is widely accepted by my sales staff, the choice of Microsoft CRM was a rather quick and natural one.” 


Hans Wilkes, Commercial Director, REAAL Verzekeringen
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