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DSB (from ’Danske Statsbaner’ which was previously the 

name) is an independent public company that is responsible 

for the passenger train operation on the Danish state rail 

network. It is the largest train operator in Denmark and 80% 

of train passengers in Denmark travel with DSB. DSB has 

around 500,000 passengers each day, and approximately 

half of these are travelling in Copenhagen. DSB was founded 

in 1885. The company is 100% owned by the Ministry of 

Transport and Building and has around 7,000 employees. 

Business Needs

DSB was looking for a platform for customer service 

which could lift the customer experience to new highs. A 

modern and integrated solution was needed, one that was 

constructed to offer customer support in a more efficient 

and streamlined manner. A public EU tender was announced, 

aimed at finding the best supplier for a new CRM system. 

Large suppliers were in play, and in the end, the 2016 version 

of Microsoft Dynamics CRM was selected. AlfaPeople 

was chosen as the supplier for the project. The project 

kicked off in the fall of 2015 with the goal of implementing 

a comprehensive solution that would both modernise, 

automate and streamline DSB’scustomer service. 

DSB has a very large customer service centre with around 

200 employees whom take care of a wide range of incidents 

(+200 employees). These incidents cover everything from 

complaints, payments for various trips and services, and 

taking care of those who are mobility impaired or have other 

special needs related to travelling by train. DSB has over half 

a million passengers per day, and therefore the requirements 

for customer service are great.

For a long time, DSB Customer Service has been operating 

with a wide range of different solutions and processes for 

their internal case work. They have been working with a 

highly customised solution which, as a result, has been 

difficult to upgrade and maintain. The many different 

solutions and processes resulted in longer processing time 

for the employees in customer service, and there were a lot 

of systems to deal with in relation to the various customer 

issues. A lot of paper work was involved and there were 

few, if any, automated processes. This resulted in customer 

service using a long time on each issue and made it difficult 

to get a good overview of the customer’s situation. With 

Microsoft Dynamics CRM, DSB wanted to streamline the 

processes in customer service and create a modernised 

system for its customers.

Project scope

The solution which AlfaPeople had suggested implementing 

was based on a standard Microsoft Dynamics CRM solution. 

It is an online solution that is easy to maintain and upgrade 

when, in the future, the requirements change. An upgraded 

CRM solution provides less complexity, a more in depth 

overview of the various cases and processes and also gives a 

greater understanding of the customers’ experience. 

A CRM solution for a big organisation with a lot of complex 

processes and customer issues in customer service of course 

also requires a lot of components which are customised for 

the company. However, it has been a key part of the project 

to stick with the standard solution to the extent that it is 

feasible. A standard CRM solution is always preferable, and 

”Microsoft Dynamics CRM 
Online will provide us with the 
flexibility and efficiency that 
we wish to achieve in customer 
service.”

Jörg van den Berk, 

Vice President DSB Call Center
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that is what AlfaPeople implement to the greatest 

extent possible in all projects. This is because of the 

advantages a standard solution provides in meeting 

future requirements.

Solution 

DSB was asking for an integrated CRM solution that 

could ensure a better customer experience and a system 

which could effectively support the customers’ needs. 

What was needed was a better overview, better insight 

into the business and a real-time understanding of what 

the customer required. 

With Microsoft Dynamics CRM Online, all solutions, 

channels and processes will be gathered in one place 

and integrated. This will help both the customer service 

department and the customers. DSB will have a single 

platform to support its customers on the customer 

service channels. This includes phone support, chat 

support, self-service and social media. DSB will thus have 

an extremely modern platform that makes it easier to 

get in touch with DSB. Microsoft Dynamics CRM will also 

collect all information so that customer service gains a 

full overview of the customer’s information and history. 

With Microsoft Dynamics CRM, DSB will be able to see 

the entire history of a customer – anything from previous 

calls, issues, fines, complaints, chat, etc. This makes 

customer service’s job much easier, and they will have 

the necessary tools to give a more personalised service. 

A wide range of processes will also be automated in 

order to allow the customer service department to 

simplify their work and help the customer resolve their 

issues faster. 

When all customer information and processes in 

customer service are gathered in one place, it will also 

give DSB a better overview of what the customer service 

department spends the most time on. DSB will thus be 

able to understand its customers better and have the 

necessary tools and information to keep improving the 

customer experience with DSB.

”We chose AlfaPeople 
after a large EU tender. 
There were a lot of criteria, 
but in the end, we chose 
AlfaPeople, because we felt 
that they had a really good 
understanding of what we 
wanted to achieve and 
what it would take to get it 
implemented.”

Jörg van den Berk, 

Vice President DSB Call Center

DSB |  Microsoft Dynamics CRM 2016
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Better customer 

experience 

DSB wants to provide its customers 

with a better service – one that is 

both faster and more personalised. 

The Microsoft Dynamics CRM 

platform allows them to do just that, 

because now the information on each 

customer will be in one system which 

will allow the system to support 

a much faster response time. This 

provides a better experience for the 

customer, because DSB will have easy 

access to their information and issues. 

An easier and more 

manageable work 

day for the customer 

service employees

With Microsoft Dynamics CRM, the 

employees in customer service will 

get an easier and more manageable 

work day, since they will shift from 

working with a lot of different 

systems to working with a single 

integrated solution. The solution 

that AlfaPeople delivers to DSB 

will create a high performance 

and centrally controlled customer 

service centre which will swiftly and 

effectively contribute to solving a 

large variety of different tasks. All 

in all, AlfaPeople is supplying DSB 

with a dynamic and swift support 

function, where the daily issues will 

be resolved with a significantly better 

level of service. 

A modern platform 

that enables first-class 

customer service

DSB chose Microsoft Dynamics CRM 

Online, because they wanted the most 

modern Dynamics CRM platform. The 

2016 version is the most flexible solution 

on the market today, supporting the 

work flows of customer service in order 

to let DSB provide the best possible 

customer experience. Furthermore, 

it has never been easier to work with 

processes, which is something that frees 

up time and resources in the customer 

service department and allows DSB to 

be ahead of the curve when it comes to 

wishes and requirements going forward. 

Benefits

“It has never been easier 
to work with processes, 
which is something 
that frees up time and 
resources in the customer 
service department and 
allows DSB to be ahead of 
the curve when it comes to 
wishes and requirements 
going forward. “
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AlfaPeople  Colombia

Ave Cra 9 # 123-86

Edificio Uraki – Ofi 401, Bogotá

Phone: +571 6054222

Fax: + 571 2082198

Email: info.co@alfapeople.com

AlfaPeople  Brazil - Barueri

Al Araguaia, 2044

Alphaville Industrial

06455-000 Barueri-SP

Phone: +55 (11) 3741-9101

Email: info.br@alfapeople.com

AlfaPeople - Headquarters

Teglholm Allé 13

2450 København SV.

Denmark

Phone: +45 70 20 27 40

Email: info@alfapeople.com

AlfaPeople  United Kingdom

Westbourne Studios, 

242 Acklam Road, Portobello, 

London, W10 5JJ.

Phone: +44 20 3289 7700

Email: info.uk@alfapeople.com

AlfaPeople  Germany

Elsbach Haus, Goebenstraße 3-7

32052 Herford

Phone: +49 5221 28440-0

Fax +49 5221 28440-44

Email: info.de@alfapeople.com

AlfaPeople  Chile

Avda. Nueva de Lyon 072

Oficina 801, Piso 8

Providencia, Santiago

Phone: +56 (2) 2 751 90 00

Mobile: +56 9 75296062

Email: info.cl@alfapeople.com

AlfaPeople  Switzerland

Hohenbühlstrasse 2

8152 Glattbrugg

Phone: +41 43 355 30 60

Fax: +41 43 355 30 61

Email: info.ch@alfapeople.com

AlfaPeople  US

Chrysler Building 

405 Lexington Avenue,

26th Floor, NY 10174

Phone: +1 (917) 368-8088

Email: info.us@alfapeople.com

AlfaPeople  Brazil - Porto Alegre

Av. Maria Coelho Aguiar, 215

Jd. São Luiz – São Paulo/SP

CEP: 05805-000 

Phone: +55 (11) 3741-5181

Email: info.br@alfapeople.com

AlfaPeople  Costa Rica

Calle 36. Av 4 y 6.

Edificio Don Bosco. Tercer Piso

San Jose

Phone: +506 2233 7000

Fax +506 2233 3238

Email: info.cr@alfapeople.com

AlfaPeople  Guatemala

5ta Avenida 4-55 Zona 14

Edificio Europlaza Torre 1, 2do Niv-

el, Oficina 208/209  

Phone: +502 2386 9981

Fax: +502 2386 8800

Email: info.gt@alfapeople.com

AlfaPeople Mexico

Baja California # 245 Piso 8

Colonia Hipódromo. 

Condesa C.P. 06170

México, D.F.

Phone: +55 5265 6030 Ext.878

Email: info.mx@alfapeople.com

AlfaPeople China

Four Seasons Square, Building 2

No. 503 NingGuo Road, 

Shanghai

200090

Phone: +966 2 6929450

Email: kle@alfapeople.com

AlfaPeople  India - Gurgaon

Landmark Tower, 4th Floor,

Plot No. 2, Ashok Marg,

C – Block, South City – I

Gurgaon – 122001

Phone: +919811089731

Email: info.in@alfapeople.com

AlfaPeople  India - Bangalore

#26/1, 1st floor, 

Regus gem business centre,

Ibis hotel, Bommanahalli, 

Hosur road, Bangalore – 560068

Phone: +918040980841

Email: info.in@alfapeople.com

AlfaPeople  United Arab Emirates

Sidra Tower (1801) 

Sheikh Zayed Road

PO Box 9588, Dubai

Phone: +971 4 5585066

Fax: +97144405988

Email: info.me@alfapeople.com

AlfaPeople  Saudi Arabia

King Road Tower (1106)

King Abdulaziz Road – Jeddah

PO Box 11787, Jeddah 21463

Phone: +966 2 6929450

Fax: +966 2 6068744

Email: info.me@alfapeople.com
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