	[image: image2.jpg]



	
	

	
	
	Microsoft Dynamics

Customer Solution Case Study

	
	[image: image2.jpg]
	

	
	
	[image: image3.jpg]Microsoft




	Global Real Estate Management Firm Chooses CRM Solution to Reduce TCO, Enhance Service

	
	
	
	



	Overview

Country or Region: Global
Industry: Real Estate
Customer Profile

Jones Lang LaSalle is a real estate management services firm. The company has 160 offices and 28,000 employees in 50-plus countries. 
Business Situation

Employees used eight different tools to manage customer information. Managers wanted to implement a standard solution to boost productivity and enhance employee communications and collaboration.
Solution

Jones Lang LaSalle executives compared solutions and chose to roll out Microsoft Dynamics™ CRM business software to 2,000 users. When Microsoft Dynamics™ CRM 4.0 was released, the company upgraded.
Benefits

· Many-to-many relationships increase cross-functional project collaboration
· Multi-language, multi-currency capabilities connect global CRM environment
· Master workflow library is easily customized to local environments around the world 

	
	
	“From a business perspective, the multi-language capability [in Microsoft Dynamics CRM 4.0] means that we can deploy a functional CRM solution across the enterprise in every country.”
Dave Johnson, Global CIO, Jones Lang LaSalle


	
	
	
	Jones Lang LaSalle, a real estate management services company, has 160 offices and 28,000 employees in 50-plus countries. The firm’s staffers used eight different tools ranging from spreadsheets to the SAP CRM application, and silos of data made it difficult to share customer information and prevented employees from collaborating effectively. Executives created a cross-functional team to map out a more robust CRM strategy. After evaluating several solutions, the team chose to deploy Microsoft Dynamics™ CRM to 2,000 computers. When the latest version of Microsoft Dynamics CRM became available, executives decided to upgrade to it. Now, Jones Lang LaSalle has a robust solution that easily and economically integrates into the company’s current systems and delivers functional and technical capabilities that support effective global operations.
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Situation

With over U.S.$2 billion in annual revenues, Jones Lang LaSalle (NYSE: JLL) is a major player in real estate management services. The company has a global reach, with 160 offices in 450 cities in over 50 countries. Together with a few competitors, Jones Lang LaSalle manages 85 percent of the commercial class A space available today. The firm’s brand is strong enough to earn it a place on most property owners’ short lists. However, differentiating Jones Lang LaSalle from competitors can be difficult in a commoditized industry. The inability of employees to efficiently coordinate marketing and sales activities exacerbated this situation.

“We lacked any meaningful visibility into our global account relationships or activities,” recalls Dave Johnson, Global CIO for Jones Lang LaSalle. “Executives had difficulty pulling together pipeline data to create sales forecasts. Managers didn’t have a comprehensive view of wins or losses or the reasons for each. And we certainly didn’t have a consistent sales process across our enterprise.”

As a result, salespeople sometimes called the same customers, unaware of others’ activities. Moreover, the company could not effectively implement targeted marketing campaigns. Nor could managers link leads and outcomes to marketing initiatives. Collectively, these challenges hampered the firm’s marketing and sales effectiveness.

“At the time, we found it almost impossible to cross-sell,” says Johnson. “It was time to adopt a CRM strategy to better exploit opportunities and tie together account data in an efficient way to differentiate ourselves. My challenge as CIO was to articulate that global CRM strategy through technology.”

Solution

Getting 28,000 employees around the world to learn and use a CRM solution wouldn’t be easy. A review of current technology solutions identified no less than eight discrete tools in use throughout the enterprise. These included Salesforce.com, spreadsheets, Lotus Notes, and ACT!, SAP, and Siebel CRM applications.

When requests for five additional CRM systems flooded in, Johnson recast the issue in a strategic light. “As the CIO, I wasn’t going to spend millions more on systems that wouldn’t provide substantial value to the firm. We put together a cross-functional team of 30 people and asked them if we could standardize on a single CRM solution and leverage it across the enterprise.”

The CRM solution team met in London for three days to determine what an ideal CRM solution would look like. Armed with a list of criteria, they compared solutions and chose to roll out Microsoft Dynamics™ CRM business software to 2,000 users. [image: image4.jpg]Microsoft



“The ease of use of the Microsoft solution along with the integration it had with Outlook® were main drivers in our decision,” explains Johnson. “Our brokers love the fact they never have to leave Outlook to use the CRM application. Those factors alone drive high adoption rates and get people using the tool.”

The technical evaluators liked that Microsoft Dynamics CRM integrates well with the firm’s other systems, including its Microsoft® .NET–based IT environment. “When we compared the alternatives’ capabilities, we discovered that the Microsoft solution could integrate with our systems in a cleaner, faster, simpler and cheaper way,” recalls Johnson. “The total cost of ownership was also low enough that I could require people in every office to use it if they wanted a CRM solution. That’s very important when you’re trying to run a global company.”

When the latest version of Microsoft Dynamics CRM became available, managers decided to upgrade to it with the help of Microsoft Partner Avanade. “The latest edition has even more robust integration capabilities,” explains Johnson. “From a business perspective, the multi-language capability means that we can deploy a functional CRM solution across the enterprise in every country. From a technical perspective, there were a number of enhancements that were attractive to us, particularly enhanced performance over WANs.”

The company’s marketing group will use the marketing module to implement campaigns on behalf of various business units. They’ll also create targeted campaigns to promote specific buildings to relevant prospects. Marketers will optimize e-mail campaigns by integrating the CRM solution with the company’s enterprise-level e-mail marketing solution by Exact Target.

With the original Microsoft Dynamics CRM installation, managers implemented workflows to automate the sales cycle. Using the more flexible workflow capabilities in the latest version, they plan to use them more extensively. For example, analysts will use workflows to build a micro-business process library. Local offices will access them and tweak them to suit their local business environments.
Benefits

Microsoft Dynamics CRM provides a robust solution that easily and economically integrates into Jones Lang LaSalle’s current systems and delivers functional and technical capabilities that support effective global operations.
Workflows Enhance Collaboration

· User-configurable workflows enhance employee collaboration and effectiveness by safeguarding data and tailoring processes to local conditions.

· With workflows, managers can balance the safeguarding of sensitive broker data against encroachment by internal competitors while enabling collaboration among employees to boost productivity.
· Users in 450 cities worldwide can access a master workflow library and quickly customize it to their local environments.

Many-to-Many Relationships Increase Cross-Functional Collaboration

With Microsoft Dynamics CRM 4.0 people from multiple areas can be associated with, and easily work upon, the same account or listing. Thus the company can more effectively manage, and expand upon, the 1.3 billion square feet of space it now oversees.

Multi-Language, Multi-Currency capabilities Create Global CRM Environment

· Managers can create a CRM database for use worldwide. Users can access common fields using common nomenclature in their own language and share that data across the enterprise. 

· Regional managers can more easily create financial reports in their own currencies and roll up that data to the corporate office. 
· Localized language support will drive substantially higher adoption rates among users not proficient in English.

Technology Enhancements Improve Productivity, Facilitate Global Operations
· Microsoft Dynamics CRM 4.0 allows for asynchronous plug-ins that facilitate better interoperability with fewer hold-ups.

· Enhanced wide area network (WAN) support significantly reduces the impact of high-latency, low-bandwidth environments on performance. Hence, employees in outlying offices may use the solution as effectively as their centrally located colleagues do.

· Using the multi-tenancy feature, Johnson’s team can easily deploy and manipulate an instance of Microsoft Dynamics CRM in the firm’s development environment.

· Because the multi-currency feature is native to Microsoft Dynamics CRM 4.0, there is no need for a workaround.

· Because e-mail and document templates are easier to create in Microsoft Dynamics CRM 4.0, users are more likely to use them to enhance productivity.


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 4.0


Microsoft Office


Microsoft Office Professional Edition 2003


Microsoft Office Professional 2007
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Microsoft Server Product Portfolio


Microsoft Exchange Server 2003


Microsoft Exchange Server 2007


Microsoft SQL Server® 2005
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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 "www.microsoft.com" ��www.microsoft.com�








For more information about Jones Lang LaSalle products and services, visit the Web site at: �� HYPERLINK "http://www.joneslanglasalle.com" ��www.joneslanglasalle.com�











"From a technical perspective, there were a number of enhancements that were attractive to us, particularly enhanced performance over WANs.”


Dave Johnson, Global CIO, Jones Lang LaSalle
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“The ease of use of the Microsoft solution along with the integration it had with Outlook were main drivers in our decision.”
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