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	Overview

Country or Region: International
Industry: Professional Services
Customer Profile

NEW AGE Business Consultants works with large automotive companies worldwide to analyze customer satisfaction in the after-sales market. The company is the only dedicated automotive consulting agency in Greece. 
Business Situation

NEW AGE relied heavily on manual input and analysis of survey results—a process that was time-consuming and prone to errors. The company needed a faster way to conduct surveys.
Solution

NEW AGE adopted Microsoft® CRM to automate its workflow, develop more sophisticated surveys, enter all of its data electronically, and quickly generate analyses and reports. 
Benefits

· Cut surveying time in half 

· Reduced the time needed to produce customer reports by 85 percent
· Reduced data entry errors
· Improved customer service


	
	
	“Microsoft CRM is easy to customize, so it matches our own processes quite easily. Since it is scalable, we can add features and capabilities as we grow, without outgrowing the software.”
Manos Darkadakis, IT Manager and Project Leader, NEW AGE Business Consultants


	
	
	
	NEW AGE Business Consultants works with leading automotive companies worldwide, including Volvo, Fiat, and BMW, to analyze customer satisfaction in the after-sales market. To help these automobile manufacturers ensure customer satisfaction, NEW AGE’s eight employees supply critical market data and analyses about customers for each company. But NEW AGE needed the right tools to more accurately and efficiently gather its data and streamline processes. With these requirements identified, NEW AGE turned to SiEBEN Innovative Solutions, a Microsoft® Gold Certified Partner, and adopted the Microsoft CRM solution to automate its workflow and acquire data faster—and more reliably. 
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Situation

Greece-based NEW AGE Business Consultants works with some of the world’s top automobile companies, including Volvo, Fiat, and BMW, to help them ensure customer satisfaction. NEW AGE supplies critical market data about each company’s customers, which it gathers through customer surveys, mystery shopper programs, and brand monitoring.

Gathering, analyzing, and reporting all this information has historically been a very labor-intensive process. After-sales surveys, for example, were primarily conducted by telephone. The information was later compiled and analyzed manually using Microsoft® Office Excel® spreadsheet software. This process was not only time-consuming but also increased the possibility of introducing errors. 

Timely delivery of high-quality data is a critical requirement for the company’s customers. Therefore, NEW AGE was eager to explore how technology could help it maintain a competitive edge and meet customer expectations by streamlining its survey process, reducing turnaround times, decreasing reporting errors, and reducing labor costs associated with manually recording survey responses.

Solution

NEW AGE began exploring technology solutions and quickly determined that customer relationship management (CRM) software could address many of the company’s challenges, including reducing errors associated with manually inputting survey data. Additionally, the company found that this type of technology solution could automate manual processes that were labor-and time-intensive, while providing its staff with more efficient ways to analyze data that was ultimately delivered to customers.

But many of the CRM solutions available in the marketplace were either daunting or costly. 

“We investigated the market only to find that companies like PeopleSoft and Siebel were offering expensive, overly complicated solutions for our volumes and line of work,” says Emmanuel Darkadakis, Chief Executive Officer of NEW AGE Business Consultants. 

Ultimately, the company chose Microsoft CRM because of its ability to be adapted to the company’s existing processes.

“We wanted a solution that worked the way we did, one that we could adapt to the workflow we had already mapped out during the planning stage. We didn’t want to change our processes to match the software,” says Manos Darkadakis, IT Manager and Project Leader at NEW AGE Business Consultants
NEW AGE worked with its technology partner, SiEBEN Innovative Solutions, to develop an electronic survey tool that allows the company to build different surveys, connect them with groups of participants, and store the survey results directly into a Microsoft SQL Server™ 2000 database. SiEBEN also integrated Avaya’s IP Distributed Contact Center software into the overall solution. 

Says Darkadakis, “Microsoft CRM allows us to match groups of leads with the survey they are about to participate in and start making phone calls directly through Microsoft CRM, using Avaya IP Distributed Contact Center. This saves us a tremendous amount of time and labor.”

Benefits

NEW AGE has been able to automate much of its survey process by using Microsoft CRM. That, in turn, has resulted in fewer errors and
 faster processes. The new solution has also 

produced more-efficient data analysis.

 Reduced Data Entry Errors

The NEW AGE staff now enters survey responses directly into Microsoft CRM as they conduct phone interviews. Company officials say the new process has led to a reduction in data input errors. After being entered, the responses are combined with other participants’ responses and reviewed and analyzed in real time.

“With Microsoft’s CRM and the survey (tool) SiEBEN created for us, we can satisfy our customers in a rapid and efficient way,” notes Manos Darkadakis. 

Cut Surveying Time in Half

Another benefit of Microsoft CRM: NEW AGE can better identify its staffing needs.

Using the additional insight Microsoft CRM provides, NEW AGE has reduced the amount of time needed to produce surveys by 50 percent. Reports can now be completed up to 85 percent faster because of the advanced rollup and reporting capabilities of the software. 

“Our employees are producing correct results in half the time,” says Manos Darkadakis, IT manager and project leader. “Moreover, Microsoft CRM is easy to customize, so it matches our own processes quite easily. Since it is scalable, we can add features and capabilities as we grow, without outgrowing the software.”

Improved Customer Service

Microsoft CRM has also enabled NEW AGE to improve customer service. The company can now offer its customers the ability to log into surveys in progress and view participant responses in real time. “By providing clients with the ability to log in via Internet Explorer and view survey results as they’re gathered, we gain an important competitive edge,” says Manos Darkadakis. 

“Our employees know that we have a powerful, state-of-the-art tool that can export all types of reports,” adds Emmanuel Darkadakis. “Microsoft CRM allows us to propose more complex and in-depth surveys to our customers, with more advanced analysis.”
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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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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 SiEBEN Innovative Solutions products and services, visit the Web site at: �� HYPERLINK "http://www.sieben.gr" ��www.sieben.gr� 





For more information about NEW AGE Business Consultants products and services, call 30 210 9917047 or visit the Web site at: �� HYPERLINK "http://www.new-age.gr" ��www.new-age.gr� 






































