	[image: image2.jpg]



	
	

	
	
	Microsoft Dynamics
Customer Solution Case Study

	
	[image: image2.jpg]
	

	
	[image: image3.jpg]sensotec.




	[image: image3.jpg]
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	Overview

Country or Region: Belgium
Industry: Manufacturing
Customer Profile

Sensotec is a small and medium-size enterprise (SME) that was established in 1986. The company provides aids for people with sensory handicaps. Sensotec has a staff of 25, which makes it the largest Belgian company in this market.
Business Situation

Sensotec needed to lay the foundation for the next phase in the company’s growth, while integrating and automating the planning and organisation of service activities. 
Solution

Sensotec implemented Microsoft® Business Solutions–Navision®, now part of Microsoft Dynamics™ with customised add-ons for call centre management, service contract management, and customer relationship management (CRM).

Benefits

· Measurable gains in efficiency: two full-time equivalents (FTEs)

· Higher service level with the same input

· Automatic CRM capabilities

· More intelligent reporting

	
	
	“This gain in efficiency is measurable and very fulfilling…. But more important is that we have been able to take our service to a higher level with the same or less input.” 

 Rudy Pérard, Finance Manager, Sensotec


	
	
	
	Sensotec, the market leader in Belgium for software and equipment for people who are blind, poor-sighted, and dyslexic, was faced with a dual challenge. The company wanted to move to the next level, with more exports, sophisticated products, and customers. Sensotec could not allow its level of service to fall away. In fact, it had to improve it if possible. For Sensotec’s customers, having faultless, fast service means the difference between being virtually independent and literally being left in the dark. After a long and exhaustive selection process, Sensotec opted for Microsoft® Business Solutions−Navision®, now part of Microsoft Dynamics™ and implementation partner, Navisoft. As a result of the thorough preparation and commitment of staff, management, and Navisoft, Sensotec not only created a measurable gain in efficiency, but has a significantly higher level of service with the same input.
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Situation

From time to time, you come across a [image: image4.jpg]Microsoft



business that has that little bit extra. Sensotec is not only a company with a mission and a vision, but it has also been able to combine its commendable aims with successful business practices, market leadership and internal discipline, and a passion that you rarely come across in more “businesslike” companies.  Sensotec was created in 1986 from the Spermalie Royal Institute for the blind, poor-sighted, deaf, and hard of hearing. Today, the company’s primary aim is still to help people.
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Sensotec develops and sells software and equipment for people who are blind, poor-sighted, and dyslexic. Sensotec’s products for the poor-sighted range from portable readers to tabletop models and school systems. For its blind customers, Sensotec offers traditional Braille readers and scanners, sophisticated machines that read aloud, and a very clever portable colour and brightness identifier.

“If I had to summarise our products under a single banner, I would say that they help us to be independent,” says Eddy Weyten, who is an employee at Sensotec, and is blind and lives totally independently.

“But the major role that our products play in providing independence for the blind and poor-sighted also means a high level of dependence and hence a big responsibility in the area of providing service,” says Rudy Pérard, Finance Manager for Sensotec. Out of Sensotec’s 25 employees, 10 work in the service department.

Solution

To keep its services up to par, the service department at Sensotec had created an ingenious system over the years consisting of thousands of lines contained in dozens of Microsoft® Excel®  2002 spreadsheets. This is where the service schedule for the whole of the installed array of products was maintained and kept up to date. The system contained details of installation and training, repairs and invoicing, refurbishments, and the fixed annual overhaul and service associated with the maintenance contracts.

“It was a system that worked,” says Rudy Pérard, who ran the Microsoft Business Solutions–Navision® project (Microsoft Navision is now part of Microsoft Dynamics™) from Sensotec, “as long as you knew who virtually all the customers were and someone kept a close eye on it. But sooner or later, you were bound to stray into a danger zone.” 
The crucial details and procedures about the service provided were not integrated with other details and procedures. And there was certainly no systematic and intelligent management of the customer database. “What it boiled down to,” says Pérard, “is that with our existing accounting and invoicing system, we had a pivotal segment of sales that was about to give up the ghost. We had nothing to put in its place either, so no CRM [customer relationship management]. And what followed on from there, all of the service details and procedures, was not integrated into the system.”

Pérard has to think hard when he is asked how long the search for a solution went on. “In actual fact, we began looking when I first joined the company five years ago,” he answers.

“Our initial reflex  was to look at whether we could do something ourselves for the partial automation and integration of our service activities. This in the end would make us software developers. But this solution would mean that we would have to take people away from production. And also our accounting and sales module was beginning to show cracks here and there.”

Apart from anything else, Sensotec was also looking for a smaller system. Pérard says, “But the systems we looked at didn’t have much more to offer than what we already had. And if you’re going to change, do you really want more?”
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As the years went past, a clearer picture emerged of what the company needed. “When we finally became aware that we needed a larger system and started to search, we did so with a properly detailed set of specifications,” says Pérard.
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Benefits

Critical Requirements Met
Now that Pérard knew what he wanted, he wasn’t going to rush into anything. He began with a long list of 80 or so companies and solutions. He called a large number of these potential suppliers and went through a very specific list of questions with them. Navisoft, a Microsoft Gold Certified Partner, was one of the companies that survived this telephone phase.
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“Our initial contact with Navisoft went very well,” says Pérard. “They arrived with a salesperson, but also brought along a technician. Together they made a persuasive impression.”

After this first discussion, Navisoft was given a detailed scenario for a demonstration that finally lasted the entire day, enabling the entire Sensotec management team to grill Navisoft and try out Microsoft Navision.

The next stage was less usual. “I had [Microsoft] Navision tested by Eddy Weyten, our blind staff member who specialises in making software accessible. If that hadn’t worked out, there was no way the software was coming in here.”  In the end, Weyten went through over 1,000 screens. This meant sleepless nights for Navisoft’s Sales Manager, Wim Vandesompele. “That particular aspect of the Navision software was not under our control,” he says.

When all the tests were complete, the software scores ranged from good to very good in the area of accessibility for blind people. Where problems still remained—such as requiring people with no sight to skip from a tab field without a bug—Navisoft would develop adaptations.

After a further stage of detailed questions and a discussion on the price, the contract was finally signed in June 2005, eight months after the initial contact with Navisoft. “Stating a deadline of January 2006 in the contract,” Pérard is happy to recall.

Vandesompele is proud of this contract. “Sensotec is a very critical customer. Mr. Pérard actually took up the references we provided, for example. But they knew exactly where they wanted to go and their enthusiasm was infectious.”

Implementation began in the summer of 2005 with a number of brainstorming sessions. “During these sessions, I sometimes asked myself whether we were losing time on the project,” says Pérard. “But looking back, they actually saved us a great deal of time.” The brainstorming sessions produced a highly detailed functional requirements document (FRD) that set out exactly what the ultimate implementation had to be capable of doing, what it wasn’t going to be able to do, and what the cost would be to make any adjustments.

Pérard also paid particular attention to involving his fellow managers and employees in the project. The project was on the management meeting agenda every week during implementation. He also organised a competition within the company to come up with a name for the project that would appeal to the imagination.

The winning name for the project was “Mercator.” Pérard explains, “The dual meaning in the name is that the new system will enable us to navigate between departments that previously had been isolated islands, and that will help us to achieve a spurt in growth from where we are now, just as Mercator ushered in a whole new age, with exciting, previously unforeseen opportunities.”

Measurable Gains in Efficiency
The combination of thorough preparation and the highly disciplined implementation of the project, plus the high level of commitment from staff, management, and Navisoft meant that in the end, Pérard also had a very precise view of the benefits that the new system was going to provide.

“To begin with,” he says, “there is a measurable gain in efficiency. I estimate that we can allocate one to two FTEs [full-time equivalents] to other projects. Things that used to take 15 or 30 minutes to do can now be done in 5.”

“This gain in efficiency is measurable and very fulfilling for a financial man like me,” says Pérard. “But more important is that we have been able to take our service to a higher level with the same or less input. 

“Where, previously, service enquiries meant sending e-mails back and forth, as well as extrapolating our service schedule from dozens of Excel spreadsheets, now everything is virtually automatic,” says Pérard. “In the past, we often had to ask customers whether they had a maintenance contract. Absurd if you think about it.

“We are also going to make great strides forward in the area of CRM. When in the past we wanted to send an e-mail to all Reporter customers—[Reporter] is our system that reads aloud—we were able to put the list together, but it still required a few hours’ work. And if you wanted to combine it with other products, we probably wouldn’t even have tried,” adds Pérard.

“Reporting in the past virtually began and ended with the sales figures. You could do other things, but it required too much work. Now we’ll be able automatically to generate more intelligent reports at set intervals,” adds Pérard.

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




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 Navisoft products and services, call +32 3 820 14 40 or visit:�� HYPERLINK "http://www.navisoft.net" ��www.navisoft.net�





For more information about Sensotec products and services, call +32 5 039 49 49 or visit:�� HYPERLINK "http://www.sensotec.be" ��www.sensotec.be�
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Microsoft Windows Server System™
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Microsoft Business Solutions–Navision 


Hardware 


HP Proliant ML 370
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“We are also going to make great strides…in the area of CRM. When in the past we wanted to send an e-mail to all Reporter customers…we were able to put the list together, but it still required…work.”


Rudy Pérard, Finance Manager, Sensotec �
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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 Navisoft products and services, call 03/820.14.40 or visit:�� HYPERLINK "http://www.navisoft.net" ��www.navisoft.net�





For more information about Sensotec products and services, call 050/39.49.49 or visit:�� HYPERLINK "http://www.sensotec.be" ��www.sensotec.be�








Customer and partner—Left: Rudy Pérard, Finance Manager, Sensotec.  He is holding a palmtop for use by blind people. Right: Wim Vandesompele, Managing Partner, Navisoft
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“Our initial contact with Navisoft went very well. They arrived with a salesperson, but also brought along a technician. Together they made a persuasive impression.”


Rudy Pérard, Finance Manager, Sensotec�
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Sensotec system in use




















