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	Financial Services Firm Enjoys 40 Percent Productivity Gain with CRM Solution

	
	
	
	



	Overview

Country: United States
Industry: Financial Services
Customer Profile

Based in suburban Philadelphia, The Keane Organization is a leading provider of compliance and risk management solutions to Fortune 500 corporations and financial institutions.
Business Situation

Keane needed to integrate information from multiple sources to support its marketing and sales initiatives and better service its customers.
Solution

Keane replaced its MS-DOS® application with Microsoft® CRM running on Microsoft Windows Server™ 2003. Microsoft SQL Server™ 2000 was deployed as the database.
Benefits

· Complete view of the business

· 40 percent productivity gain

· 60 percent faster case completion 

· Easy integration with Microsoft Business Solutions–Great Plains®
· Scalability

	
	
	“We’ve seen a 40 percent increase in productivity since deploying Microsoft CRM and Scribe Insight.”
Douglas Johnson, President, Keane


	
	
	
	The Keane Organization specializes in helping major corporations, banks, mutual funds, and insurance companies communicate with people who have unknowingly inherited or inadvertently lost track of financial assets—by failing, for example, to maintain a current mailing address at their financial institutions. To contact these people, the Keane investigators used to rely on an aging MS-DOS® application that had reached the end of its usefulness. Looking for a customer relationship management (CRM) tool, Keane deployed Microsoft® CRM and Scribe Insight for Microsoft CRM. Keane has since enjoyed a 40 percent productivity gain and seen a 60 percent decrease in the time it takes to complete a case. Keane has also benefited from the seamless integration of Microsoft CRM and the company’s earlier deployment of Microsoft Business Solutions–Great Plains® software.
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Situation

When the Keane Organization calls, it pays to answer the phone. For more than 50 years, one of Keane’s compliance and risk management businesses has involved communicating with consumers to inform them they have missing assets, inherited stock, unknown bank holdings, or outstanding life insurance benefits. In other cases, Keane calls to remind people of corporate stocks or mutual funds they may have purchased long ago and forgotten about.[image: image5.jpg]Microsoft




Keane serves the customers and investors of thousands of corporate clients, including many Fortune 500 companies, mutual funds, insurance companies, and banks, each with its own unique set of needs. Employees in the Keane Shareholder Services Group have the investigative skills to mine public records and track down the original owners or their heirs. But as the company grew to provide a more comprehensive portfolio of compliance services, it needed a better IT infrastructure to support its efforts.

Eleven years earlier, Keane had commissioned a custom application called P-TRAK to help track the myriad records required to manage and resolve each case. But the application, which was based on the MS-DOS® operating system, soon reached its limits. And even with the P-TRAK system, case material was stored in manila folders that had to be carried from desk to desk as work progressed.

“P-TRAK was like a rubber band that had been stretched too far and was ready to break,” says Douglas Johnson, President of Keane. “Our research can get quite complicated, and often requires knowing exacting procedures that differ from state to state. We were beyond the limits of P-TRAK.”

Initially Keane considered having someone create another custom application, but the cost was estimated at $300,000. In addition, Keane had recently made a successful migration from an older accounting system to Microsoft® Business Solutions–Great Plains® version 7.5, so it wanted something that would integrate with Microsoft Great Plains.
Solution

Having decided it would be too expensive to create a custom application, Keane looked at customer relationship management (CRM) solutions, including the Salesforce.com application its salespeople were using. But it didn’t see a CRM product that would meet its needs for tracking the volume and variety of work involved in its cases—until it found Microsoft CRM.

Microsoft Certified Gold Partner Cargas Systems suggested that Keane look at Microsoft CRM, which was still in beta testing. Cargas suggested the company would benefit from the seamless integration of Microsoft CRM and Microsoft Great Plains. 

“The more we looked at Microsoft CRM, the more we thought this was a great application that we would be able to launch immediately, and grow with into the future,” says Johnson. “Because it was made by Microsoft, we were confident the company would be around for years, regularly producing more powerful versions. We even gave it a name so our team would recognize the value we placed on the system. We call it KeaStone.”

Cargas also suggested use of Scribe Insight for Microsoft CRM, created by Microsoft Certified Partner Scribe Software. Scribe Insight loads compiled data and other marketing lists into Microsoft CRM, identifying and merging duplicates within the same process. Scribe Insight also provides two-way, real-time customer and order integration between Microsoft CRM and Microsoft Great Plains. And because Scribe has a modular design, Keane was able to implement the solution in easy-to-manage phases, minimizing disruption and making the rollout more manageable. Keane deployed both applications on the Standard Edition of the Microsoft Windows Server™ 2003 operating system, the foundation of Microsoft Windows Server System™ integrated server software. Microsoft CRM and Scribe Insight for Microsoft CRM are hosted on a Dell PowerEdge 2650 4-way server with 1 GB of RAM.
Keane also needed to replace the MS-DOS–based data store that was built into its old 
P-TRAK system. To do this, it deployed Microsoft SQL Server™ 2000, part of Microsoft Windows Server System running on Windows Server 2003, Standard Edition. The database is hosted on a Dell PowerEdge 2650 4-way server with 2 GB of RAM.

“We were eager to deploy SQL Server 2000,” Johnson says. “Our P-TRAK system dealt with flat files, and we wanted to work with a relational database.”
Benefits

The deployment of Microsoft CRM and Scribe Insight for Microsoft CRM has provided Keane with a number of benefits, including a complete view of the business, a 40 percent productivity gain, 60 percent faster case completion, easy integration with Microsoft Great Plains, and the scalability to meet future growth.

Complete View of the Business

Scribe Insight has provided an important integration point for uniting information from Microsoft CRM and Microsoft Great Plains. The solution provides Keane a real-time, comprehensive view of the customer, and the details of each customer case. 

“All of our information is fully integrated,” Johnson says. “Because Microsoft CRM integrates so well with Microsoft Great Plains, our accounting department knows exactly what’s going on. Microsoft CRM helps our case researchers precisely track their progress, and the executive team is able to get daily dashboard information, so each morning we can see exactly where we are.”

Keane is so impressed with Microsoft CRM that it is planning a future project to make the information available to its customers using Microsoft Office SharePoint® Portal Server 2003. “We want our customers to be able to come to our portal whenever they need to check on the progress of their cases,” Johnson says.

40 Percent Productivity Gain

The company has seen a significant increase in productivity for its Shareholder Services Group since deploying the Microsoft CRM–based solution. “We’ve seen a 40 percent increase in productivity since deploying Microsoft CRM and Scribe Insight,” says Johnson. “This figure is based on our people being able to resolve cases more quickly because they no longer have to dig through paper files or use archaic keyboard commands to move through an old MS-DOS–based interface.”

The inefficiency of the old system was underscored by the firm’s reliance on the public address system to track down materials. “When we worked with paper-based files, there were announcements over our PA system every 10 minutes or so: ‘Would the person with file folder number 1234 please return it to Doug’s office,’ ” recalls Johnson. “Looking back, it was unbelievable. We have become fully automated, and we are enjoying the benefits. No more manila folders.”

Keane also uses Microsoft CRM to store procedural data on how to track documents in each state, and other information that used to fill huge three-ring binders. “If we’re working on a case involving stock in the state of Iowa, Smith County, we have the information loaded into our Microsoft CRM system to tell us exactly whom to write to for a death certificate. And at the same time, a message is automatically transmitted to our Microsoft Great Plains system to write a check to include payment for the death certificate. Things like this add up to a lot of time saved,” Johnson says.
60 Percent Faster Case Completion

Since deployment of Microsoft CRM and the visibility it provides into a case in progress, Keane has been able to reorganize its researchers into 4-member teams called pods that can simultaneously pursue a group of cases. The combination of Microsoft CRM and the new team structure is credited with significantly reducing the time it takes to complete an investigation.

“With our old P-TRAK system, it generally took from 12 to 18 months to resolve a case,” Johnson says. “With Microsoft CRM in place now, and with our new pod structure in the Shareholder Services Group, we’ve reduced the average case resolution time to about five months, making the process about 60 percent faster. So, Microsoft CRM has significantly increased our operations.”

Easy Integration with Microsoft Great Plains

The integration of Microsoft CRM and Microsoft Great Plains has provided a range of benefits for Keane—including eliminating the problem of missed billing cycles, which sometimes led to Keane accepting losses rather than submitting amended invoices to customers.

“In the past we relied on human intervention for billing because there was no integration between our P-TRAK system and the old financial application we had before moving to Microsoft Great Plains,” Johnson says. “It was as simple as: ‘Oops, I forgot to send that bill for a client.’ We used to rely on our people to remember to send a billing message to our finance department when a case was closed, but sometimes people just forgot. Today it is completely automated. Microsoft CRM tells Great Plains as soon as a case is closed, and the invoice is automatically sent.”

Integration with Microsoft Great Plains is also a big help at the end of the year, when 1099 tax forms need to be sent to people who have been given stocks or other assets. “We used to manually print out the 1099 tax reports and mail them to customers, and then have a bank of people answering questions on the phone when people called up asking why they had received the form,” Johnson says. “With Microsoft CRM we just click a button, and it works with Microsoft Great Plains to generate the 1099 reports, create a letter describing the transaction, and send it all out. The process is automated and we receive very few phone calls.”

Since Keane has only four people in its finance department, the automation is appreciated. “This saves us a lot of time and money,” Johnson says. “Just looking at year-end 1099 forms, we are saving hundreds of hours of labor. We don’t have a huge department, and our people don’t have a lot of spare time, so this has been fabulous for them.”

Scalability

Microsoft CRM is giving Keane the scalability it needs to grow. “Our old system literally couldn’t handle any more clients,” Johnson says. “The old system used three-digit codes for customers, and when we got to customer number 996 we started really getting worried. Over the past three years we’ve grown from 70 employees to 120, and Microsoft CRM is able to grow with us.”

Microsoft Business Solutions
Microsoft Business Solutions offer integrated business applications and services that allow small and midsize organizations and divisions of large enterprises to connect employees, customers, and suppliers for improved efficiency. The financial management, customer relationship management, supply chain management, and analytics applications work with other Microsoft software, including the Microsoft Office System and the Windows® operating system, to streamline processes across an entire organization. This gives businesses insight to respond rapidly, plan strategically, and execute quickly. Microsoft Business Solutions are delivered through a worldwide network of channel partners that provide specialized services and local support tailored to a company’s needs.

For more information about Microsoft Business Solutions, go to:

www.microsoft.com/businesssolutions 
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Software and Services


Microsoft Windows Server System


Microsoft Windows Server 2003, Standard Edition


Microsoft SQL Server 2000, Standard Edition


Solutions


Microsoft CRM


Microsoft Business Solutions–Great Plains version 7.5


�
Hardware


Dell PowerEdge 2650 4-way server with 1 GB of RAM for Microsoft CRM


Dell PowerEdge 2650 4-way server with 2 GB of RAM for the database�
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"Microsoft CRM tells Great Plains as soon as a case is closed, and the invoice is automatically sent.”


Douglas Johnson, President, Keane
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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 Scribe Software products and services, call (603) 622-5109 or visit the Web site at: � HYPERLINK "http://www.ScribeSoft.com" ��www.ScribeSoft.com� 





For more information about The Keane Organization, Inc. products and services, call (800) 848-8896 or visit the Web site at: �� HYPERLINK "http://www.KeaneCo.com" ��www.KeaneCo.com� 











“Because Microsoft CRM integrates so well with Microsoft Great Plains, our accounting department knows exactly what’s going on. Microsoft CRM helps our case researchers precisely track their progress.”


Douglas Johnson, President, Keane
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“The more we looked at Microsoft CRM, the more we thought this was a great application that we could launch immediately and grow with into the future.”


Douglas Johnson, President, Keane
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