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	Automotive Organisation Increases Visibility of Management Data Across 74 Dealerships

	
	
	
	



	Overview

Country or Region: Belgium
Industry: Automotive
Customer Profile

BMW Belux’s IT-strategy department, Dealer Systems, is responsible for managing the IT systems installed in all 74 BMW dealers across Belgium and Luxembourg.
Business Situation

Several disparate systems in use across the dealerships meant that accurate data from dealerships could not be accessed centrally. Management of these systems was costly, inefficient, and affected customer service.
Solution

The organisation rolled out a new, centralised financial and customer service management system built on Microsoft® Business Solutions for Financial Management–Navision® and integrated technology from automotive software specialist Incadea.  Helios-IT managed the implementation of these 74 dealerships.
Benefits

· All dealers work from a single set of data
· Boosts customer service

· 100 per cent take-up rate of solution
· Fast, efficient financial reporting  
· Easy to use for non-technical employees

	
	
	“Everyone follows the same processes and works from the same set of data, which ensures this level of customer support is consistent across all dealerships.” 
Didier Passchier, Dealer IT Manager, BMW Group Belux


	
	
	
	The Dealer Systems department of BMW Group Belux is responsible for managing the IT systems installed in 74 BMW dealers across Belgium and Luxembourg. But numerous disparate systems and applications in use across these dealerships meant that accurate data could not be accessed centrally. The organisation rolled out a new, centralised financial and customer service management system built on Microsoft® Business Solutions for Financial Management–Navision® (now part of Microsoft Dynamics™) and integrated technology from automotive software specialist Incadea. The solution automates information updates to dealers and ensures that they work from a single set of data. It streamlines financial reporting and is easy to use. Consolidated customer databases help to boost customer service and efficiency, and 100 per cent of dealers supported by BMW Group Belux have chosen to roll out the solution together with local partner Helios-IT.
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Situation

To operate effectively, automotive organisations require accurate, centralised visibility of accounting, sales, and other management information. For car importer BMW Belux customer service is a top priority. The organisation needs to maintain a strong relationship with its dealers, as well as ensure that end-customers receive a premium level of service and support.

In addition to offering pre-sales and sales services, BMW Belux delivers specialised customer care to dealers, including individual vehicle-maintenance plans. It has an extensive network of dealerships, which need fast, accurate access to sales and customer service information on a daily basis. 

Dealer Systems is the BMW Belux IT-strategy department, which is responsible for managing the IT systems installed in BMW dealers across Belgium and Luxembourg. Didier Passchier, Dealer IT Manager, BMW Belux, says: “Dealers operate as separate companies and can choose which IT systems they implement, but we provide information and offer advice and support.” 

Updates to car parts and pricing are made available to the dealers as part of the organisation’s service. But BMW Belux noticed that occasionally, dealers forgot to upload new details, resulting in customers being incorrectly charged for parts. 

In addition, the system it used was old and wasn’t integrated with its other systems. Passchier says: “There were five or six separate systems in use across the dealerships, as well as separate applications for invoicing, accounting, complaint management, and workshop planning, for example.” Manual data-entry processes were used to make financial information available to headquarters, which caused significant delays in the collection and analysis of management information and affected customer service.

With so many systems to maintain, management of the dealers’ systems was a costly operation. “Users had to learn separate skills. We were keen to get everyone using the same system to encourage a unified approach to the business, using consistent methods and best practices,” says Passchier.

The organisation was also keen to cut the costs of maintenance and user training and enhance the efficiency of employees, both within BMW Belux and at the dealerships. But a new solution needed to be easy to use, as car dealers weren’t necessarily used to working with technology. “The solution needed to fit into their way of working,” says Passchier.
Solution

BMW Belux decided to deploy a centralised and fully-integrated management information system. The project was aimed at making accounting data from dealerships available centrally and to increase the focus on core sales and customer service activities.

In 2000, BMW Belux examined the market before deciding to replace its existing accounting software with Microsoft® Business Solutions for Financial Management–Navision® business software.  Microsoft Navision is a centralised business management tool that integrates accounting and other key data from across the business using a centralised database. 
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“It is a complete system, which is easy to use, and offers numerous automated features such as account balancing,” says Passchier. BMW Group Belux dealerships now send data to the centralised system automatically every day, ensuring the accuracy of all financial and management information.

The company has also rolled out Incadea Engine—an international car dealer application developed by Microsoft partner Incadea. It is an automotive-specific add-on to Microsoft Navision, which offers the organisation a complete dealer management solution (DMS). 

“Usually, solutions offer specific car-dealer applications only. However, Incadea’s integration with Microsoft Navision offers us numerous other tools, such as human resources management, or fixed assets, which are normally not integrated,” says Passchier.

As well as collecting and analysing sales and vehicle-servicing information from local dealerships, BMW Belux has customised Microsoft Navision and Incadea to include a ‘workshop planning’ module. This enhances customer service by providing agendas of customer appointments and employee availability in the showroom. Additional functionality sends short message service (SMS) messages to clients when their vehicles are ready for collection after servicing. 

After the installation of a pilot system in January 2002, BMW Group Belux engaged Microsoft Certified Partner Helios-IT to roll out the technology in a live environment and provide support.  The biggest advantage of Helios-IT within this project is flexibility.  The perfect teamwork with Helios-IT people and BMW team members resulted in satisfied dealers.

Passchier says: “Our own people worked closely with the Helios-IT deployment team to ensure the success of the project. As a result, we’ve been able to deploy the solution in 74 sites in Belgium and Luxembourg.”  

It is now an international project to roll out the solution to BMW Germany and a number of other countries in Europe.
Benefits

Boosts Customer Service

Before the Microsoft Navision implementation, dealers needed to maintain up to six customer databases. Now, with only one central customer database across the entire network of dealerships, users can respond to customers quickly and efficiently. They can offer more convenient services and use the automatic communications tools, such as automated e-mails and SMS messages, to better manage customer relationships. 

In addition, automatic updates to the dealers from the Microsoft Navision system ensure that all dealers have up-to-date information on parts, vehicles, technical campaigns, and consistently charge their customers correctly.

“We are confident that we can provide the sort of service to dealers that we expect from them to give to BMW customers,” says Passchier. “Everyone follows the same processes and works from the same set of data, which ensures this level of customer support is consistent across all dealerships. Our dealers reflect the premium BMW name in the service they offer.”

Enhances Efficiencies and Cuts Costs

Despite having a choice of IT systems, all 74 dealers supported by BMW Belux—which are based in Belgium and Luxembourg—have chosen to roll out the Microsoft Navision and Incadea solution[image: image5.png]Now Microsoft Dynamics.. NAV



. “It is a unique situation in Europe to have a 100 per cent take-up rate. Normally, only around 60 per cent of dealers will install the recommended system,” says Passchier.

The system has also saved costs by increasing efficiencies across the business. Passchier says: “Costs are greatly reduced as we are managing just one integrated system. In addition, all dealers using the same system means that we only need to work with one partner, instead of different partners—which usually have different pricing and time schedules—saving us time and expense.”

The solution also saves costs for the dealers themselves. “Now, when we need to deploy a new application or tool to the dealers, we can roll it out to everybody at once and share the costs between 74 dealers, instead of just 40 or 50,” says Passchier.

Visibility of Data for Enhanced Management

Now that the dealerships all use the same system to manage their business information, BMW Belux can consolidate consistent, accurate data across the business and the dealer network. 
“Our team can now work more productively, rather than spending time consolidating data from different systems,” says Passchier.  “For example, we can generate financial reports across the business. Previously, similar projects were impossible to carry out due to the number of different systems in place. Now, we can compile reports easily as all the companies use the same accounts schedules, for example. The figures are consistent as they’re gathered in the same way.” 

BMW Belux is also able to better maintain business management as any changes are made centrally rather than by separate suppliers for individual dealers, yet it can still meet the individual needs of dealers. “The Microsoft Navision solution adapts to the existing processes in place. Our employees are experts in their fields, and it was important that we didn’t make them change the way they work. Most solutions would require them to change to suit the system, which would mean some of that expertise would be lost,” says Passchier.

“This system fits in with the way they work. It simply makes interactions easier and gives users more time to serve the customer.”

Rapid User Acceptance

In just six months, more than 500 users from across dealerships were trained to use the new system, and now there are around 900 users across the business.

Passchier says: “Users were trained to use the system after the deployment. Because it offers a highly-intuitive user interface, many have been able to create and send invoicing information and follow up customer requests virtually from day one.”

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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“Users were trained to use the system after the deployment. Because it offers a highly-intuitive user interface, many have been able to create and send invoicing information and follow up customer requests virtually from day one.”


Didier Passchier, Dealer IT Manager, BMW Belux 
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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 Helios-IT products and services, call or visit the Web site at: �� HYPERLINK "http://www.Helios-it.com" ��www.Helios-it.com�   





For more information about Incadea products and services, call or visit the Web site at: �� HYPERLINK "http://www.incadea.com" ��www.incadea.com��


For more information about BMW Belux products and services, call or visit the Web site at:


� HYPERLINK "http://www.bmw.be" ��www.bmw.be�














“It is a unique situation in Europe to have a 100 per cent take-up rate. Normally, only around 60 per cent of dealers will install the recommended system.” 


Didier Passchier, Dealer IT Manager, BMW Belux 
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“It is a complete system, which is easy to use, and offers numerous automated features such as account balancing.”  


Didier Passchier, Dealer IT Manager, BMW Belux 
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