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FAMILIAR. INTELLIGENT. CONNECTED.
CRM solutions for the real world 

Microsoft Dynamics® CRM 2011 is an easy-to-use sales force automation and relationship-management system that 
improves the productivity of sales, service, and marketing professionals  It also delivers valuable insights for organizations 
of all sizes—via the cloud or on premises  

Organizations all over the world have used Microsoft Dynamics CRM to: 
• Boost revenues by improving sales efficiency and effectiveness.
• Increase customer satisfaction while driving down service-related expenses  
• Improve business relationships by quickly developing and deploying custom industry and  

line-of-business applications   
• Lower IT costs and risks by choosing online or on-premises deployment, or the best mix of both 

Read the following stories to see how real organizations have achieved real results in their  
everyday business processes through the deployment of Microsoft Dynamics CRM 2011  



Microsoft Dynamics CRM 2011 
dramatically speeds sales quote 
generation and billing times. 

Situation
The American National Standards Institute (ANSI) 
oversees and facilitates the voluntary standards and 
conformity assessment system for the United States  
When communicating with members, customers, and 
leads, ANSI’s people had to look in multiple places for 
information  Sales and marketing data was stored in 
Microsoft® Outlook® contacts or in spreadsheets on 
someone’s hard drive  Customer service reps tracked 
incoming requests by hand  Over 700 memberships 
were tracked using an association management 
application that didn’t share data with other systems  
“There was no real-time view, no consolidation 
anywhere,” says Ryan Connolly, director of Enterprise 
Solutions at ANSI 

Solution
ANSI implemented Microsoft Dynamics® CRM 
business software and now uses it for marketing, 
sales, and customer service  Business data from 
Microsoft Dynamics GP and from ANSI’s 230,000+ 
SKU catalog of products is also replicated to 
Microsoft Dynamics CRM  In addition, ANSI is 
adopting an xRM solution from Microsoft partner 
Cobalt to manage its membership arm  Because 
the Cobalt solution is built on Microsoft Dynamics 
CRM 2011, all the data is now stored in one place 

Benefits
The new system makes once-laborious processes 
much simpler  For instance, the billing process for 
membership, which used to take a month, will 
now take two or three days  Salespeople can also 
provide quotes much more quickly than before  
“In the past if someone wanted a site license, the 
salesperson would have to spend time looking 
for the information in other systems  Now the 
turnaround time is basically as they’re on the 
phone,” says Connolly 

Business insight is dramatically improved as well  
“With just a click on a dashboard in Microsoft 
Dynamics CRM 2011, the customer service 
manager can see the total calls for the day, or the 
sales VP can see the sales pipeline graphically ”

ORGANIzATION
American National  
Standards Institute
www ansi org 

VERTICAL INDUSTRy
Professional services

SEGMENT
Midmarket

COUNTRy/REGION
U S 

SOFT WARE AND SERVICES
Microsoft Dynamics® CRM 
Microsoft Dynamics GP
Microsoft® Commerce Server
Microsoft BizTalk® Server
Microsoft® Office
Microsoft Outlook®

Microsoft SQL Server®

Microsoft SharePoint® Server
Windows Server®  

MICROSOFT PARTNER
Cobalt
www cobalt net

I-L M-PA-D Q-T U-ZE-H
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http://www.ansi.org/
www.cobalt.net


COMPANy
BINDER
www binder-world com 

VERTICAL INDUSTRy
Manufacturing

SEGMENT
Enterprise

COUNTRy/REGION
Germany

Microsoft Dynamics CRM provides 
one version of information for 
better global management. 

Situation
The BINDER Company, based in Germany, 
manufactures physical, biological, and chemical 
simulation chambers that are used in science and 
industry worldwide  BINDER’s legacy CRM system 
didn’t provide the kind of visibility their people 
needed to be effective, making it harder for people 
to do their work and time-consuming for executives 
to manage the business  

Says BINDER CIO Michael Kaufmann, “In the past, 
if we generated leads from a trade fair, they were 
pasted into [Microsoft®] Excel®  If things went bad, 
this Excel file was split and copied several times. 
Nobody knew who was working what lead and what 
progress had been made  From a management 
standpoint, that’s money directly into the garbage ”

Solution
“We decided that we had to have all customer 
information in one place—information about the 
customer, information about dealers, and service 
information, too,” explains Kaufmann  BINDER 
implemented Microsoft Dynamics® CRM business 
software across marketing, sales, and service 
organizations, integrating data from multiple 
systems to provide a single version of the truth 
for all personnel  Because BINDER provides high-
quality products true to the motto “best conditions 
for your success,” even quality control and R&D 
are using Microsoft Dynamics CRM  Management 
oversight has been significantly improved  
through easy access to a single version of all  
the information 

Benefits
Unifying company data through Microsoft Dynamics 
CRM has helped produce positive results across 
the company  “Now we have the same tools for 
forecasting and reporting worldwide  We don’t have 
to argue about whether the figures we are discussing 
are correct; we can focus on good management ”

Lead management has been improved to the point 
where BINDER has been able to generate 25 percent 
better response on leads in Germany without 
increasing staff  The software has also helped the 
service department to become more productive  
Kaufmann says, “We have integrated it into our call 
system, so we can see who is calling us and jump 
directly to their customer record before we pick up 
the phone ”

SOFT WARE AND SERVICES
Microsoft Dynamics® CRM 
Windows Server® 2008. R2  
     Enterprise and Standard
Microsoft® Office 2010, 2007, 2003
Microsoft Visio® 2007, 2003
Microsoft SQL Server® 2008. R2
Microsoft BizTalk® Server

MICROSOFT PARTNER
Infoman AG 
www infoman de

I-LA-D M-P Q-T U-ZE-H
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http://www.binder-world.com/en/
www.infoman.de


Microsoft Dynamics CRM 2011 
solves problem of “too much data, 
too little information.” 

Situation
BioMedix sells medical devices, software, and platform 
technologies that enable physicians to better diagnose 
and treat patients with vascular disease  The company 
relied on multiple custom and off-the-shelf applications 
for customer relationship management (CRM), which 
made finding and sharing useful information difficult. 
In the words of John Romans, CEO, “There was too 
much data, and too little information ” 

BioMedix also needed to automate the complex 
process of implementing, training, and supporting their 
customers, plus put information and business logic 
together in one place  They chose Microsoft Dynamics® 
CRM 2011 and Microsoft Dynamics GP  “We plan to run 
our entire business through these two platforms,”  
says Romans 

Solution
With Microsoft Dynamics CRM, BioMedix 
salespeople have one place to find information, 
speeding user adoption and ensuring that critical 
data is captured  The marketing department also 
uses the software to help manage logistics for 
multiple annual marketing events, analyzing  
their return on investment and optimizing the mix 
of events moving forward 

Ensuring smooth implementation of BioMedix 
products is of the utmost importance to the 
company, so they used Microsoft Dynamics  
CRM 2011 to create a workflow and checklist with 
dependencies that ensure critical variables aren’t 
missed  BioMedix engaged Microsoft partners 
Meritide and OTT to help with their deployment 

Benefits
Microsoft Dynamics CRM 2011 provided  
BioMedix with the capabilities they needed in a 
solution that was easy to use—and as familiar as 
Microsoft® Outlook®  CRM training time has been 
reduced as well as turnover in the sales force   
Now the company is seeing the benefits of 
increased tenure   

Overall, BioMedix has better insight into data and 
smoother business execution  “We’re now able to 
automate sales reporting on opportunities, and 
our existing and prospective client information is 
more accessible to our field-based sales force. As 
a company, we’re doing a better job of supporting 
our sales force and allowing them to spend more 
time with the client ”

COMPANy
BioMedix
www biomedix com  

VERTICAL INDUSTRy
Life sciences

SEGMENT
Medical technology

COUNTRy/REGION
U S 

SOFT WARE AND SERVICES
Microsoft Dynamics® CRM 2011 
Microsoft® Office
Microsoft Outlook®

Windows® 7
Microsoft Dynamics GP

MICROSOFT PARTNERS
Meritide
www meritide com 
OTT
www ottechnologies com

I-LA-D M-P Q-T U-ZE-H
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www.biomedix.com
http://www.meritide.com/
www.ottechnologies.com


ORGANIzATION
City of London
www.cityoflondon.gov.uk  

VERTICAL INDUSTRy
Government

SEGMENT
Enterprise

COUNTRy/REGION
U K 

Microsoft Dynamics CRM 2011  
provides flexible tools for  
expanding capabilities. 

Situation
The City of London Corporation has ancient and 
historic roots, but now uses modern technology 
to deliver services to a large range of customers, 
including local residents, visitors, small businesses, 
international corporations, embassies, and over 
300,000 daily commuters 

Over five years ago, the City of London looked to 
Microsoft Dynamics® CRM business software on-
premises to achieve two goals: to help set up the 
Contact Centre and to replace an aging database to 
help manage VIP events  The city created a solution 
on top of Microsoft Dynamics CRM to assist VIP 
events management and achieved both of its goals 

 

Solution
Microsoft Dynamics CRM 2011 now provides 
the City of London with core CRM capabilities, 
including storing customer data, handling 
interactions, and tracking service levels, as 
well as offering CRM-based services across the 
organization  The software also offers the city  
a tool to unify data and to provide a single view  
of customer information  

A new feature even links this information to 
telephony systems  “Now when a customer  
phones us, Microsoft Dynamics CRM 2011 
recognizes their number and will pop up a  
report for that account with service history  
and information from back-office systems in  
the same view,” says Jill Bailey, Access to Services 
programme manager at City of London  

Benefits
City Contact Centre staff appreciate the 
enhancements in the new version, including the 
new ribbon, flat UI, and inline dashboards. With a 
combination of a great staff, good telephony, and 
Microsoft Dynamics CRM 2011, the city is able to 
answer 95 percent of calls within 20 seconds, and 
the abandon rate is under 2 percent  In a yearly 
survey of customer satisfaction, 75 percent of 
customers rated the service as excellent and none 
rated it below satisfactory  The solution also gives 
the City of London a set of flexible tools that is 
applicable to multiple jobs. “We keep finding new 
capabilities for Microsoft Dynamics CRM that we 
never suspected,” says Mark Hirst, CRM manager 

SOFT WARE AND SERVICES
Microsoft Dynamics® CRM 2011  

MICROSOFT PARTNER
Infusion
www infusion com 

E-H I-L M-P Q-T U-Z

“We originally bought  
Microsoft Dynamics CRM to 
set up the Contact Centre 
and manage our VIP events 
program  It has proved to be very 
flexible and other parts of the 
organization have taken on CRM 
organically, and we will use it to 
develop transactions for the new 
website—CRM is moving into the 
center of the business ” 
Jill Bailey  
Access to Services Programme Manager 
City of London

A-D
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COMPANy
Corefino Services, LLC
www.corefino.com  

VERTICAL INDUSTRy
Financial services

SEGMENT
Small business

COUNTRy/REGION
U S 
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Microsoft Dynamics CRM Online 
improves sales and marketing 
workflow, visibility, and efficiency. 

Situation
Corefino, a privately held financial outsourcing 
company based in San Mateo, California, provides 
accounting solutions based on software-as-a-service 
(SaaS), and has a history of innovation  So when 
it came to implementing a customer relationship 
management (CRM) solution, it was natural to  
look online  

CEO Karen Watts says, “Our customers are all in the 
cloud, so we were very interested in having that kind 
of solution ” Watts insisted on a full evaluation of 
SaaS-based CRM applications, including Microsoft 
Dynamics® CRM Online and Salesforce com  The 
ability to measure and track performance was of 
particular importance  

Solution
Microsoft Dynamics CRM Online emerged from 
the evaluation process as the clear winner  
Watts says, “It was unanimous  Everyone chose 
Microsoft.” Corefino now uses Microsoft Dynamics 
CRM Online throughout its sales and marketing 
processes, resulting in much greater visibility  
and transparency  

They are able to plan and initiate campaigns 
within Microsoft Dynamics CRM Online and 
track customers through the sales process and 
beyond. Corefino’s Microsoft partner, Workopia, 
was very helpful throughout the process and 
demonstrated the necessary experience, expertise, 
and understanding of Corefino’s business to help 
achieve a successful implementation 

Benefits
With Microsoft Dynamics CRM Online, Corefino 
has been able to drastically improve visibility into 
sales and marketing processes  The streamlined 
user interface was an added bonus, making tasks 
easier to complete  Watts explains, “We’re able to 
get all the metrics quickly  So if we run a marketing 
campaign, we are able to see in a few clicks how 
long it’s taking to close those leads ”

Another significant benefit is tighter execution of 
sales and marketing activities  Because those teams 
are now tightly integrated with the workflow, 
“we’re able to constantly add value through a 
continuous improvement process,” Watts says 

SOFT WARE AND SERVICES
Microsoft Dynamics® CRM Online
Microsoft Dynamics CRM 2011
Microsoft® SharePoint® Online
Microsoft Office
Microsoft Office Live Meeting
Microsoft Office Communicator
Microsoft Exchange Online

MICROSOFT PARTNER
Workopia
www workopia com 

I-LA-D

“With Microsoft Dynamics CRM 
Online, we can see everything 
across any time  From a visibility 
and transparency standpoint,  
that’s huge!” 
Karen Watts  
CEO
Corefino Services, LLC

M-P Q-T U-ZE-H

www.corefino.com
www.workopia.com
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Outlook integration means  
quick user adoption of  
Microsoft Dynamics CRM 2011. 

Situation
Founded in 198.8. in Bologna, Italy, Crif is a global 
company focused on the development and 
management of credit reporting  Crif has grown to 
become a world leader in banking credit information, 
business and commercial information, and credit and 
marketing management services  After acquiring 
another company, Crif’s customer relationship 
management (CRM) environment was suddenly 
heterogeneous, including both Microsoft Dynamics® 
CRM 4 0 business software and Salesforce com  
Management at Crif wanted to standardize their 
technology in order to have a single CRM solution  

Solution
Chiara zambelli, CRM project manager for Crif, 
explains, “We evaluated Salesforce com and 
found that Microsoft is more user-friendly  We 
have decided to migrate from Salesforce com to 
Microsoft Dynamics CRM 2011 ” Crif currently uses 
Microsoft Dynamics CRM for sales and customer 
service, and they intend to extend this solution 
to the marketing department with Microsoft 
Dynamics CRM 2011  “Microsoft Dynamics  
CRM 2011 gives us a natural evolution of our 
existing Microsoft environment as well as easy 
integration with Microsoft® Office and Exchange 
Server,” says zambelli 

Benefits
Microsoft Dynamics CRM 2011 promises to  
bring broad benefits to Crif’s users to help them 
do their jobs better  zambelli says, “The ease of  
use and familiar Microsoft Office interface will be  
very beneficial, along with the native Microsoft 
Outlook® client ” 

The close integration with Microsoft Excel® 
spreadsheet software will enable people to work 
more easily with the data they need, using familiar 
Microsoft Office tools. “Simple integration with 
Microsoft Excel will make it easy to load and 
modify data  Inline visualizations will make it easy 
for people to find information that’s relevant to 
their work ”

COMPANy
Crif
www crif com 

VERTICAL INDUSTRy
Financial services

SEGMENT
Enterprise

COUNTRy/REGION
Italy

SOFT WARE AND SERVICES
Microsoft Dynamics® CRM 2011
Microsoft Dynamics CRM 4 0
Microsoft® Office
Microsoft Outlook®

Microsoft Excel® 
Microsoft Exchange Server

“Microsoft Dynamics CRM 2011 
is simply easier to use  The 
close integration with Microsoft 
Outlook makes it quick and easy 
for users to adopt the solution ”
Chiara Zambelli  
Project Manager, CRM
Crif

I-LA-D M-P Q-T U-ZE-H



COMPANy 
FCS Financial 
www.myfcsfinancial.com

VERTICAL INDUSTRy
Financial services

SEGMENT
Midmarket

COUNTRy/REGION
U S 
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Microsoft Dynamics CRM offers 
extensive customization options for 
ultimate flexibility. 

Situation
Since 1916., FCS Financial has been part of the 
nationwide farm credit system, providing credit 
services primarily to farms and food processors in the 
state of Missouri 

FCS Financial has a long history of innovation, using 
Microsoft Dynamics® CRM business software to bring 
the best loan services to their customers  Before they 
first implemented customer relationship management 
(CRM), the company used an uncoordinated mix 
of tools, ranging from mainframe systems to point 
solutions and manual paper-based processes, to run 
their business  

Solution
With Microsoft Dynamics CRM, FCS Financial 
integrated their back-end systems, automated 
sales processes, and aggregated information 
from corporate databases into a single customer 
view  Most recently, their long-term CRM partner 
Aspect helped the company replace a legacy 
countertop banking platform with a custom 
solution built on Microsoft Dynamics CRM  

Extensibility and flexibility were big factors in 
the success of the project  According to Jim 
Lehmer, application architect and developer at 
FCS Financial, “If you name a customization point 
in CRM, we are using it: web services, JavaScript, 
plug-ins, workflows, and reports, along with 
integration with the legacy mainframe system ”

Benefits
One big benefit of Microsoft Dynamics CRM has 
been increased efficiency in booking loans. “Just  
by having information in one place, reducing 
redundant data entry, we’ve been able to book  
25 to 30 percent more transactions with the same 
number of employees ”

FCS Financial continues to expand the value of its 
investment with Microsoft Dynamics CRM 2011  
“There’s no doubt that user adoption and satisfaction 
is heightened by the CRM user experience and 
the integration with Microsoft® Outlook®, and 
2011 is taking that even further ” Many-to-many 
relationships and reporting in the newest edition will 
also help the company better serve customers with 
increasingly complex structures and relationships  

SOFT WARE AND SERVICES
Microsoft Dynamics® CRM 2011 
Microsoft® Office 2010, 2007
Microsoft Exchange Server
Microsoft SharePoint® Server
Windows Server® 2008. R2, 2003
Microsoft SQL Server® 2008. R2

MICROSOFT PARTNER
Aspect 
www aspect com 

A-D I-LE-H

“Our employees are at the point 
now that everything they do is 
Microsoft Dynamics CRM  It may 
be using information from back-
end systems or communicating 
with other service providers, but 
in their world, it’s all CRM ” 
Jim Lehmer 
Application Architect and Developer
FCS Financial

M-P Q-T U-Z

www.myfcsfinancial.com
http://www.aspect.com/Pages/default.aspx
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Microsoft Dynamics CRM Online 
delivers major efficiencies in the 
sales process. 

Situation
Gemco Group Holdings, based in New zealand, 
provides its customers a total construction solution 
for large- and small-scale residential, commercial, and 
industrial projects, including painting and coatings, 
electrical, plumbing, joiner, and masonry 

Gemco’s existing customer relationship management 
(CRM) solution was relatively simple and could not be 
extended or customized  According to Karl Johnson, 
general manager of Gemco Trades, “We really wanted 
something we could develop to suit Gemco as 
opposed to Gemco changing their processes to fit a 
CRM package ” The company needed a solution that 
would be flexible enough to automate all of their 
business procedures  

Solution
Gemco is implementing Microsoft Dynamics® 
CRM Online to support its sales, service delivery, 
and customer follow-up processes  Seamless 
integration with Microsoft® Outlook® messaging 
and collaboration client has been a big driver 
in the move. Gemco will also use workflow in 
Microsoft Dynamics CRM to streamline and track 
business processes  Johnson explains, “It’s given 
us the ability to set tasks and make sure they’re 
followed, which gives you consistency ” 

Microsoft partner Gen-i helped Gemco select 
Microsoft Dynamics CRM business software to 
meet their business requirements  “We’ve had 
great service from all the people we’ve been 
dealing with at Gen-i ”

Benefits
Because Microsoft Dynamics CRM Online lets 
Gemco’s people work directly in Outlook, it will 
greatly simplify how people work  “It looks so 
much like Outlook, it’s going to be a lot easier for 
people to use,” says Johnson 

The solution will also better serve their mobile 
sales staff  “Microsoft Dynamics CRM Online is 
cloud-based, which is important to us because it 
enables us to more easily support sales staff who 
don’t always work from the office.” But perhaps 
the most important benefit is the ability to capture 
and automate the sales process  “We’ll gain great 
efficiencies of time having one place to track our 
business processes, where previously we had  
three or four ”

COMPANy
Gemco Group  
Holdings, Ltd 
www gemcogroup co nz

VERTICAL INDUSTRy
Construction and  
related trades

SEGMENT
Small business

COUNTRy/REGION
New zealand

SOFT WARE AND SERVICES
Microsoft Dynamics® CRM Online
Microsoft® Office
Microsoft Outlook®

Microsoft Project 

MICROSOFT PARTNER
Gen-i
www gen-i co nz 

A-D I-LE-H M-P Q-T U-Z

www.gemcogroup.co.nz
http://www.gen-i.co.nz/Pages/Gen-iHomePage.aspx


COMPANy 
Integrated DNA  
Technologies 
www idtdna com

VERTICAL INDUSTRy
Biotechnology

SEGMENT
Midmarket

COUNTRy/REGION
U S 
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IDT streamlined the documentation 
of customer interactions with 
Microsoft Dynamics CRM Online. 

Situation
Integrated DNA Technologies (IDT) is a leader 
in the biotechnology field, supplying custom 
oligonucleotides as well as developing new 
technologies  Based in Coralville, Iowa, IDT is an 
international business with over 77,000 customers 
worldwide and offices in California, Illinois,  
and Belgium 

As IDT grew, coordination between departments and 
sites was becoming more challenging  “We didn’t 
have a robust method to view all the comprehensive 
correspondence with our customers,” says Bob 
Schafbuch, IDT’s VP for Enterprise Applications  “We 
relied very heavily on email, which placed some of 
our staff at a disadvantage due to the private nature 
of the technology ” 

Solution
Twice previously, IDT had attempted to implement 
customer relationship management (CRM) 
systems, only to find they couldn’t meet the 
company’s needs  With Microsoft Dynamics® 
CRM Online, tight integration with the Microsoft® 
Outlook® messaging and collaboration client 
turned out to be the differentiator  Schafbuch 
explains, “With email being such a key method of 
human interaction, the ability to work in Outlook 
was very important  Users don’t know whether 
they’re working in CRM or Outlook—it’s a familiar 
environment ”

Microsoft partner Inetium helped IDT implement 
their solution  Says Schafbuch, “Inetium was a 
good choice, as their skill set and acumen matched 
our strategy and culture  Their work impressed us ”

Benefits
Microsoft Dynamics CRM Online has given 
IDT better visibility into service activities  The 
system provides a central repository of customer 
information, pulling in new data from enterprise 
resource planning (ERP) and sales systems—over 
100,000 active records to date  Now, people in all 
departments have access to a more informed view 
of the customer  

The ability to capture and document daily 
customer conversations has been a tremendous 
benefit to IDT. “Microsoft [Dynamics] CRM’s 
tools allowed us to streamline some major 
documentation processes, saving us several hours 
per day,” says Schafbuch  

SOFT WARE AND SERVICES
Microsoft Dynamics® CRM Online
Microsoft® Office
Microsoft Outlook®

Windows® XP
Windows 7
Microsoft Active Directory®

Windows Server®

Microsoft SharePoint® Server
Microsoft Visual Studio®

Microsoft SQL Server®

MICROSOFT PARTNER
Inetium 
www inetium com 

A-D I-L M-P Q-T U-ZE-H

www.idtdna.com
http://www.avtex.com/
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Flexible and customizable, 
Microsoft Dynamics CRM Online 
easily suits unique needs. 

Situation
Into His Harvest Training School (IHH) is a post-
secondary adult education institution in Regina, 
Saskatchewan, that operates as a ministry arm of 
Harvest City Church  “We provide academic and 
vocational education tailored to Christian ministry 
and volunteerism,” says Doug Christoffel, the director 
of IHH  “Our mission is to help people everywhere 
find spiritual and personal wholeness, supportive 
Christian community, and humanitarian aid ”

In order to serve this mission effectively and grow 
their ministry, IHH needed to centralize their 
disparate administrative systems  According to 
Christoffel, “Our many small-scale administrative 
systems were just too taxing, too labor-intensive,  
and uncoordinated ”

Solution
IHH looked at several customer relationship 
management (CRM) solutions designed specifically 
for church organizations, but none of them quite 
fit the school’s unique requirements. “There’s a 
heavy educational aspect to what we do, and the 
church CRM customizations didn’t really include 
that full-blown education aspect,” says Christoffel 

IHH turned to Microsoft Dynamics® CRM Online 
in part because it was so easy to customize  
Christoffel explains, “We found that it’s really 
flexible. It’s pretty simple for us to customize it 
and create the environment we need ” Adxstudio 
Inc  brought a high level of xRM expertise to the 
project and was able to help IHH carry out those 
customizations quickly 

Benefits
Microsoft Dynamics CRM Online has helped IHH 
achieve a new level of administrative efficiency. In 
particular, the web portal capabilities have enabled 
IHH to more efficiently capture information (about 
prospective students, for instance)  

Christoffel says, “The greatest benefit is the 
integration of our web portal with a unified back-
end information management system  That is huge 
for us  It’s going to increase our administrative 
efficiency and effectiveness, and with increased 
efficiency we can handle a greater number of 
students, offer a greater variety of programs, and 
just generally provide a better service ”

ORGANIzATION
Into His Harvest  
Training School
www intohisharvest com 

VERTICAL INDUSTRy
Education and ministry

SEGMENT
Small business

COUNTRy/REGION
Canada

SOFT WARE AND SERVICES
Microsoft Dynamics® CRM Online 

MICROSOFT PARTNER
Adxstudio Inc  
www adxstudio com 

“With Microsoft Dynamics CRM 
Online, we can give much  
better service and support to  
our students, our staff, and all  
our stakeholders ” 
Doug Christoffel
Director
Into His Harvest Training School

A-D M-P Q-T U-ZE-H I-L

www.intohisharvest.com
http://www.adxstudio.com/


COMPANy
Magma Design  
Automation 
www magma-da com 

VERTICAL INDUSTRy
Electronic design  
automation

SEGMENT
Enterprise

COUNTRy/REGION
U S 
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Microsoft Dynamics CRM 2011 
makes data accessible and 
processes flexible. 

Situation
Magma Design Automation is a global electronic 
design automation (EDA) company  Magma helps 
their customers get to market more quickly by 
enabling them to make chips faster and more 
efficiently. When the company began looking to 
improve their customer relationship management 
(CRM), Vickie Flores, VP of Information Services, says 
that difficulty getting data out of their current system 
is one of the reasons they chose to migrate away 
from Salesforce com  She explains, “you can get data 
into any system, but unless you can get that data 
out and analyze it, your tool is basically useless  We 
quickly realized that Microsoft Dynamics® CRM 2011 
was the perfect fit for Magma.”

Solution
Magma is implementing Microsoft Dynamics 
CRM 2011 across its marketing, sales, finance, 
and research and development departments  The 
ability to roll out CRM on this scale, and do so 
economically, was a big win for Magma  “Microsoft 
Dynamics CRM 2011 fits us because of its flexibility 
and because of all the 2011 features you get  
out of the box: reporting, mobility, integration,  
and so on ”

The company engaged Microsoft partner 
Hitachi to help with implementation across their 
worldwide business units  “The Hitachi team has 
done an outstanding job supporting the migration 
and providing training help—a significant effort 
across multiple time zones,” notes Flores 

Benefits
R&D is particularly important to Magma  The 
department has very complex processes that must 
be able to change rapidly to serve customers’ 
needs  Microsoft Dynamics CRM enables them 
to do that effectively  Says Flores, “you can easily 
generate and modify workflows in Microsoft 
Dynamics CRM 2011, so your business processes 
can change at any time ”

The marketing department has improved insight 
and efficiency, too. “Microsoft Dynamics CRM 2011 
allows you to access data quickly so you can get 
a 36.0-degree view of the customer in one report, 
and that also increases productivity ” Plus, seamless 
Microsoft® Outlook® integration provides the sales 
team quick visibility into data while traveling  

SOFT WARE AND SERVICES
Microsoft Dynamics® CRM 2011
Microsoft®  NET Framework
Microsoft Visual Studio®

Microsoft® Office
Microsoft Outlook®

Microsoft Office Live
Windows® 7

MICROSOFT PARTNER
Hitachi Business Consulting
www hitachiconsulting com 

A-D I-L M-P Q-T U-ZE-H
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Microsoft Dynamics CRM 2011 and 
the xRM development framework 
increase flexibility and speed 
enhancements. 

Situation
The Pennsylvania Office of Attorney General is the 
chief law enforcement office for the commonwealth, 
with responsibilities encompassing criminal law, 
civil law, and public protection  The agency has 
diverse needs for software applications, but budget 
limitations put resource constraints on the IT 
department  George White, former chief information 
officer at the Pennsylvania Office of Attorney 
General, explains, “Hiring more developers or outside 
contractors isn’t an option  We need to pull more of 
our development work in-house ” So the agency has 
turned to Microsoft Dynamics® CRM 2011 business 
software with the xRM development framework to 
quickly create the applications they need 

Solution
The agency decided to replace an existing and 
extremely complex criminal law application because 
user-requested enhancements were too difficult 
to implement  Says White, “My development 
team believed they would be able to re-write that 
application and incorporate all the enhancements 
requested by the end-user community on an 
accelerated timeframe using xRM ” 

The office also recently finished a complete 
overhaul of their HR systems using Microsoft 
Dynamics CRM 2011, replacing paper-based 
processes with electronic automation  “We’ve given 
our end users a system that’s much easier to use  
It’s a cleaner design with better security, and we’ve 
been able to incorporate our business logic into it ”

Benefits
The ease and flexibility of the xRM framework 
has enabled the Pennsylvania Office of Attorney 
General to address the needs of its end users and 
citizens, delivering new capabilities and keeping 
pace with change  “By doing things with xRM, not 
only do we save money, but at the same time we 
can turn out enhancements much faster than if 
we were relying on outside help ” The agency also 
anticipates significant productivity improvements. 
“End-user capabilities like the new ribbon will 
enhance user adoption because users will be able 
to make the connection between what they work 
with on a daily basis in [Microsoft®] Office and the 
applications we’re rolling out with CRM ”

ORGANIzATION
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“Budget constraints being what 
they are, and with increasing 
demand for improvements to our 
existing systems, xRM will allow 
us to meet the requirements of 
our end-user community without 
hiring additional staff or bringing 
in outside contractors ”
George White  
Former CIO
Pennsylvania Office of Attorney General
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Microsoft Dynamics CRM 2011 
provides a clear and complete 
business overview through 
dashboards. 

Situation
For over 8.0 years, Sandri LLC, a family-owned, full-
service energy company, has served the needs of the 
northeastern United States and beyond with multiple 
businesses, including retail gasoline, home heating 
oil, lubricant distribution, and commercial diesel 
delivery, as well as photovoltaic and wood-pellet 
heating systems and fuels 

Recently, Sandri decided to modernize its sales 
processes with the help of a customer relationship 
management (CRM) system  For years, salespeople 
had tracked their work manually using 3” x 5” index 
cards  Steve Ebbrecht, director of sales at Sandri, says, 
“There was no accountability, no way to monitor  
sales performance ” 

Solution
When Sandri began to evaluate CRM solutions, 
they quickly discovered a great opportunity to 
standardize their sales approach  Sandri worked 
with Ledgeview Partners, a Microsoft Dynamics® 
Gold Certified CRM partner specializing in CRM 
2011 solutions for the energy distribution industry  
“Ledgeview was willing to collaborate with us to 
refine the solution to fit our needs,” says Ebbrecht.

With Microsoft Dynamics CRM, Sandri has been 
able to implement a standardized sales process 
across its businesses and provide more uniform 
sales and service  “People are recording their 
business efforts; they can see the pipeline and 
forecast; they’re more accountable and they’re 
paying attention ” 

Benefits
Efficiency and insight have both improved 
significantly. Says Ebbrecht, “CRM will allow the 
customer service department to distribute leads 
and opportunities across all our businesses without 
having to make an additional phone call or send 
an additional email ” Their CRM solution has 
also enabled their mobile sales force to be more 
productive because they can work anywhere with  
a laptop offline, and upload data later. 

But the real benefit has been from the management 
side. For the first time, Microsoft Dynamics CRM 
2011 is giving Sandri a single view of business 
across their departments through dashboards that 
cover the whole gamut of the company  
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Microsoft Dynamics CRM increases 
flexibility while lowering total cost 
of ownership. 

Situation
Scotts Professional is a specialty agricultural firm 
providing services to greenskeepers, nurseries, 
greenhouses, and sports facilities around the world  
Scotts was experiencing multiple issues with their 
current customer relationship management (CRM) 
system, including slow performance, high costs, 
and difficulty in getting up-to-date reports quickly. 
When choosing a replacement, they narrowed the 
field to two solutions and then tested them with 
key users in all 15 countries where they do business  
Microsoft Dynamics® CRM 2011 business software 
won out because it was easy to use and provided the 
capabilities that Scotts needed most  

Solution
Scotts’ field salespeople are highly mobile, often 
traveling to customer sites without Internet access  
The ability to work with data offline and then 
upload changes later is extremely important  
Says Coert Rasenberg, CRM manager at Scotts 
Professional, “We chose Microsoft Dynamics  
CRM 2011 because the online and offline versions 
give us the same system  They have the same 
view in the car with offline as they do in the 
office with online.” Scotts is also implementing 
Microsoft Dynamics CRM Online in the marketing 
department  “It’s very important that our 
marketing team gets a better view of the market 
and knows where our resellers are, or where our 
competitors are ” 

Benefits
Scotts operates internationally, and now so does 
their CRM solution  “Because Microsoft Dynamics 
CRM Online supports 41 languages, our people 
all over the globe can fill in required information 
in their own language and capture customer 
information ” Not only do sales and marketing 
get better data visibility and a more flexible 
reporting solution, customer service benefits as 
well  Rasenberg says, “With Microsoft Dynamics 
CRM, the customer services department has a 
good view of the customer, so they can deliver the 
right products in the right place at the right time ” 
Perhaps most important of all: “The total cost of 
ownership is lower with Microsoft Dynamics CRM 
than our existing system ”
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Microsoft Dynamics CRM 2011 puts 
complete customer information on 
everyone’s desktop. 

Situation
Tidningarnas Telegrambyrå AB (TT) is the main news 
agency in Sweden, providing objective news stories 
and other services to newspapers and businesses  TT 
has acquired several other companies in the past few 
years, resulting in an expanded offering of about 200 
products and services 

Because TT had no customer relationship 
management (CRM) solution, business knowledge 
was stored in people’s memories  When an employee 
left the company, that knowledge went with them  
It was also hard for employees to get full visibility 
into customers  According to Paul Gorbow, systems 
architect at TT, “The relationships with customers can 
get very complex, and it’s hard for managers to keep 
track of which products they are buying ” 

Solution
In order to gain better visibility into their business 
and capture business knowledge in a structured 
way, TT decided to implement Microsoft 
Dynamics® CRM 2011 business software  Now, 
salespeople at TT are able to track their activities 
and communications easily through the Microsoft® 
Outlook® user interface  The CRM system is also 
integrated with the company’s financial systems, 
so people have access to the most up-to-date 
information—including which products each 
customer is purchasing and how much they are 
paying  TT is also using Microsoft Dynamics CRM 
2011 to build a comprehensive subscription 
management solution that will further streamline 
the business 

Benefits
With Microsoft Dynamics CRM 2011, customer 
information is now on people’s desktop in a way 
that’s easy to use  Using the subgrid feature, 
Gorbow says it’s “possible to immediately see which 
products each customer is buying, and conversely, 
which customers are buying a particular product ” In 
addition, reporting features in Microsoft Dynamics 
CRM 2011 track the profitability of the company’s 
products, so management can make well-informed 
decisions about which ones to retain or to cut 

Finally, because email is captured in Microsoft 
Dynamics CRM 2011, it’s easier to retain and share 
knowledge  “When an employee leaves, their emails 
are all in CRM, which saves a lot of time  Another 
person can pick up their work ”
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