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	Overview

Country or Region: Portugal
Industry: Nonprofit organizations
Customer Profile

Formed in 1996, Sociedade Ponto Verde (SPV) is a private nonprofit organization operating in the selective collection and recycling of waste packaging. The company has 46 staff and a business volume of approximately €65 million in 2008.
Business Situation

SPV decided to revise its IT system to be able to better respond to business challenges and evolution. The plan was for all areas to be managed on a customer relationship platform.
Solution

To meet its needs, the organization chose to deploy Microsoft Dynamics NAV and Microsoft Dynamics CRM.
Benefits

· 360 degree insight into customers

· Management of company and business by taking advantage of the xRM framework
· More efficient claim dispute process management and tracking

	
	
	“We decided to deploy Microsoft Dynamics CRM with the perspective that it would eventually be the tool for managing all of SPV’s business. Within a year, the full migration to the solution should be completed.”
Luís Veiga Martins, General Manager, Sociedade Ponto Verde


	
	
	
	Sociedade Ponto Verde’s (SPV) main mission is the collection and recycling of waste packaging in Portugal. Ambitious business goals, the need to increase efficiency, and the objective of improving customer service and relationships resulted in the need to change the organization’s IT system. The financial department was the first to take part in updating its systems to Microsoft Dynamics NAV. After looking at the different solutions in the market, SPV chose Microsoft Dynamics CRM for all other management and operations areas, based on the innovative vision of it for the entire system—from human resource management to claim disputes. By updating its systems, the organization now has greater visibility into its customers and better tracking and management for its claims dispute process.
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Situation

“Green spot,” “eco-spot,” waste separation, and other similar terms have become part of everyday language and stand for a change of habits based on greater environmental concerns. Sociedade Ponto Verde (SPV), a company with a mission to promote environmental awareness and education among consumers, is fully aware of this. However, SPV’s mission is much broader, as its core business is the selective collection and recycling of waste packaging across Portugal. A vast majority of all companies and organizations that introduce packaging in the market call on SPV to organize, collect, and recycle waste packaging via the Integrated Waste Management System (SIGRE).
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“SPV holds a five-year license issued by the Ministry of Economy and the Ministry of the Environment until 2011, and these licenses match the goals set for Portugal in terms of waste-packaging treatment and recycling,” says Luís Veiga Martins, General Manager at Sociedade Ponto Verde. Portugal’s goal for 2011 is to establish and maintain 60 percent of the total weight of the waste packaging in the market, and recycle at least 55 percent of those to produce products that differ in value depending on the materials. 
“Our goals are to match those of the Government, the only difference being the denominator, as it is only we who are responsible for the packaging that is declared to us,” explains Veiga Martins. Because SPV has its own systems, most organizations delegate waste materials management to SPV by declaring the amount of packaging it places in the market and paying a matching fee called “Valor Ponto Verde” (Eco Spot Value), which represents approximately 90 percent of the company’s revenues. 

To accomplish its mission, SPV establishes agreements with third parties, acting as an organization managing a system for collecting, triaging, and forwarding waste packaging to recovery operators and recyclers. “Approximately 85 to 90 percent of our revenues are connected with the payment of collection and triage,” says Veiga Martins. This involves special agreements with the township and multitownship systems regarding trade-offs to compensate for the additional costs of waste-packaging collection and triage. Other revenues are generated by contracts with organizations that handle the actual collection and recycling. Selling the waste materials accounts for the remaining 10 percent of revenues.

SPV works with multiple partners, and the company has approximately 9,000 customers. The business growth results are partially from the fact that the goals are increasingly ambitious. The need for a solution to track the evolution of the business caused SPV to rethink its entire information system, as the company felt it was possible to meet its goals by deploying solutions that are available in the market. 
A further factor weighing in the decision for a new system was the objective to no longer depend on a single organization whenever the existing application had to be serviced. This used to happen because, at the beginning of its operations in 1996, SPV had opted for a custom-developed solution. 

By 2007, the area seen as most in need of a new solution was SPV’s financial department. However, the organization approached this need from the start with the innovative vision of using Microsoft Dynamics CRM and the xRM application framework as a comprehensive solution, involving customers, staff, partners, and suppliers. After looking at the available solutions, SPV’s choice for the first phase fell on Microsoft Dynamics NAV and the second phase was to deploy Microsoft Dynamics CRM.

Solution

“One of our criteria when assessing applications for our financial area was to find the most robust and most widely deployed solutions in the market for companies our size and with our business requirements. A critical concern for us was that the system had to be customizable,” says Paulo Nicau, IT Manager at Sociedade Ponto Verde. 
A good example of this customizability is the sales of materials; although they are an important source of revenues, the goods in the sales also include materials that SPV needs to pay for first to be able to recycle them, which, in turn, creates negative prices. Further important points were the availability of partners in the market and ease of use.

These and other points led SPV to opt for Microsoft Dynamics NAV. Although this choice was made easier by the fact of being Microsoft software and users’ familiarity with Microsoft Outlook and Microsoft Office among others, this wasn’t the most decisive factor. The system was going to replace a solution that had been in use for 10 years, so the financial team was involved at a deep level throughout the entire analysis, definition of the requirements, and the actual deployment and maintenance. In addition to obtaining the best solution for its internal needs, SPV was also able to maximize its exploitation.

After Microsoft Dynamics NAV was deployed, SPV began focusing on Microsoft Dynamics CRM, following the company’s strategy of addressing any priority areas first. SPV was not only envisioning Microsoft Dynamics CRM solely for the traditional sales, marketing, and services components to enhance its service for its thousands of customers and improve the management of its customer relationships but also the much more comprehensive vision of managing its entire business by using a customer relationship management system.
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crucial for SPV because multiple customizations would be required for its highly dynamic business requirements and a vision beyond the traditional approach. “The fact that we had Microsoft Dynamics NAV helped our decision to go for Microsoft Dynamics CRM, which is from the same vendor; but this was not the deciding factor, because we also looked at other possibilities,” says Nicau.

Veiga Martins highlights the new system’s function as an aggregator for the organization’s operations. For instance, the importance of the management of human resources is crucial. “We use Microsoft Dynamics CRM to approve holidays, track staff presence and absenteeism, submit absentee notes, and announce that the annual appraisal is available. All staff members have a file containing their annual appraisal reports, their objectives for the following year, and the calculation of their bonus, among other things,” says Veiga Martins. 
SPV also has a staff entrance-exit control system that integrates with Microsoft Dynamics CRM. The absentee notes are fully automated, meaning that a person absent from work will receive a task the next morning requiring the person justify his or her absence. 
Another area that the Microsoft solution automates is purchasing, where everything SPV buys goes through a purchase process comprising a purchase request and an underlying approval workflow. “By integrating the workflow with Microsoft Dynamics NAV, we have automated the purchasing cycle and increased its efficiency,” says Veiga Martins.

Although the above areas show how wide-ranging the deployment was, other areas have reaped even more notorious benefits, such as financial claim disputes. “The entire process of creating a claim dispute letter—from the initial decision to mailing the letter—used to take week. With the workflow that we have today, all this is done in a single day. For instance, sending out the e-mails notifying that no statement has been submitted is now done automatically. In the past, to check who had not submitted a statement, the entire information had to be passed into and checked from Microsoft Excel,” says Veiga Martins. 
The organization also expects significant differences in the process for resolving document-based claim disputes, when compared with the current scenario. “We work with a law firm for all claim disputes, and to attain our objective of eliminating the need for phone calls and having to assign in-house staff to check process-related information, we want to use the customer relationship management platform to develop a profile that would enable the law firm to remotely access relevant information from organizations with an ongoing claim dispute process,” adds Veiga Martins.

The logic behind this is that the company’s “life” will be managed by using Microsoft Dynamics CRM, including the more traditional customer relationship management area. This area became the core of the solution implementation project in 2009, and should be completed by the second half of 2010. 
With several thousand customers, some interactions are naturally of a more sporadic nature; however, this relationship is now expected to go well beyond the simple reception of a bill of quantities and invoicing. “Sometimes our customers come back to us with doubts or when they need information about the launch of new products. There are various reasons that might prompt more frequent interactions or cause us to communicate with our customers, for example, to present a new campaign or launch a new prevention plan,” explains Veiga Martins. SPV wants to use Microsoft Dynamics CRM to have a complete record of all contacts made and documentation exchanged with the customers. In addition, the solution will also address the management of sales, the sales team, and marketing, including campaigns.

“We are still using a custom-made GSPV application that includes a profile system to provide our partners with Web-based access to communicate with us or access information,” says Nicau. After the deployment of Microsoft Dynamics CRM, SPV is planning to provide an external customer relationship management–based application. SPVnet will be the access point for all organizations wishing to interact with SPV and will become the preferred means of contact. “The solution will make it much easier to check information about a customer, starting with the call center as the integration with the PBX that has already been provided,” says Nicau.

Benefits

“One of the most distinguishing and simultaneously beneficial aspects of our customer relationship management project is that we will log the company’s entire life in Microsoft Dynamics CRM. In fact, I will have an application that I access in the morning and that provides me with everything I need: my whole business, my e-mail, and information about my customers,” underscores Veiga Martins. And according to him, the system will even make it possible for SPV to meet its goals more efficiently and to eliminate its document-based processes.

“We are becoming increasingly customer service centered. We want to have satisfied customers that feel and confirm that we are their partner. And although this comes at a cost, we will be able to provide a service that goes beyond simply fulfilling what it says in the contract,” explains Nicau. “Our investment will provide customers with online access to all their information. This will not only impact the speed and efficiency of the flow of information but also the allocation of our internal resources, [image: image6.jpg]


because SPV won’t need as many people as it used to have in its call center.”
Simplifying the application framework at SPV brings important advantages with it in terms of systems management, information access, and process automation, resulting in improved efficiency, service quality, and productivity. “Our hope is that people will have to contact our call center as seldom as possible and resolve their issues by using the features we will put at their disposal. On the other hand, if they do call us, we want the information available to our staff to be such that they can respond as rapidly as possible,” explains Nicau.

“Organization” is a cornerstone concept of the deployment of Microsoft Dynamics CRM because a customer, a staff member, a partner, or a supplier might be at stake. But the same applies also to Microsoft Dynamics NAV, which brought a number of benefits, including electronic billing. “I’m sure that by using our previous application, it would have been much more complicated to develop an electronic-billing component. We have already deployed it for our 9,000 customers, and in 2009, still we are going towards deploying it for our suppliers,” says Nicau.

All staff members at SPV use Microsoft Dynamics CRM, with the marketing department and its co-workers being heavy users. “Acceptance levels have been very high because our staff acknowledges that the system has simplified their everyday tasks in regards to accessing information and triggering predefined actions,” says Veiga Martins.
Other important factors are the familiar user interface and the ability of the platform to evolve. “Having completed the first stage of the customer relationship management project, we are now starting off a new phase with a much clearer idea of what we can do with the solution,” explains Veiga Martins. “We saw that we enabled people really quickly to be productive within the system.”

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
“One of the most distinguishing and simultaneously beneficial aspects of our customer relationship management project is that we will log the company's entire life in Microsoft Dynamics CRM.”


Paulo Nicau, IT Manager, Sociedade Ponto Verde





“By integrating the workflow with Microsoft Dynamics NAV, we have automated the purchasing cycle and increased its efficiency.”


Luís Veiga Martins, General Manager, Sociedade Ponto Verde





“Having completed the first stage of the customer relationship management project, we are now starting off a new phase with a much clearer idea of what we can do with the solution. We saw that we enabled people really quickly to be productive within the system.”


Luís Veiga Martins, General Manager, Sociedade Ponto Verde
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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 in the United States and Canada who are deaf or hard-of-hearing can reach Microsoft text telephone (TTY/TDD) services at (800) 892-5234. 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 Sociedade Ponto Verde products and services, visit the Web site at: 


� HYPERLINK "http://www.pontoverde.pt" �www.pontoverde.pt�









