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Project scope and
business needs

Supplying a country’s residents and
businesses with energy is arguably
one of the most critical and pressured
responsibilities for a company in
today’s world. In Brazil, CPFL Energia
does just that, as a vertically integrated
energy company which generates,
distributes and sells electricity and
related services. Operating for over
100 years and currently the third-
biggest player in the sector, it supplies
electricitytoaround 18 milliondomestic
and business consumers. It is a leader
in the renewable energy field due to
investment in a range of hydroelectric
plans, wind farms, biomass plans, oil
fuel and most recently, the first solar
power plant in the state of Sao Paulo.

With such extensive and complex
operations, the senior management
team took a strategic decision that it
should create a separate sub-business
called the Shared Services Centre
(SSC), to standardise internal services
and operations as well as reduce costs
across the group.

The SSC was to incorporate the
output of the Human Resources (HR),
Purchasing, Information Technology
(IT) and Applications Infrastructure
functions, which together can receive
daily orders, enquiries and requests
from more than 5,000 employees.

In order to manage the volume,
importance and variety of this
workflow, an integrated CRM solution
in the form of Microsoft Dynamics CRM
was evaluated, selected and tested

“Before Microsoft Dynamics CRM was introduced, CPFL had
no significant level of managementinformation available which

really aided decision-making or informed strategy.”

Eber Gustavo, Project Consultant at AlfaPeople Brazil

over a three month period prior to
the SSC ‘opening for business’ in
Indaiatuba, Sao Paulo.

As an initial requirement, processes
in each of the business support
departments were extensively
mapped. It was identified that the
end tool needed to be capable of
managing and controlling orders,
applications, training, requests for
approval by senior staff - on their
desktop and smartphone - and lastly
create a self-service portal to help
reduce incoming calls and emails.
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“"60% of cost reduction in CPFL"

Eber Gustavo continued:

“With this Microsoft
solution, all the in-depth
information has been
made available to CPFL
Energia and its SCC, to
enable better
decision-making. The tool
allows the company to
meet business demands,
increases productivity
and enhances the level of
management information.”

Solution

CPFL Energia assessed that Microsoft
Dynamics CRM, which one of its
directors was already familiar with, was
fit for purpose as a user-friendly, flexible
and cost-effective way to address
business needs, ensure business
continuity, as well as help to establish
the new SSC business as a whole.

While the introduction of Microsoft
Dynamics CRM would soon address
this (and as a result achieve a standard
set of services at a reduced cost than
the current operating model), providing
excellent service levels to the internal
customers of CPFL Energia’s SSC was
also high up on the list of priorities, as
that value is a strong part of CPFL's
culture.

The group wanted to create a model
of excellent customer relationship
management (CRM), which, widely
used as a sales and marketing concept
related to customers, is seldom applied
to employees.

The project implementation  was
managed by AlfaPeople Brazil within
three  months. Adriana  Cunha,
Maintenance & Systems Coordinator at
CPFL Energia said: “Microsoft Dynamics
CRM has become a very important
business asset to us and was crucial in
achieving our goals for the SSC."

Today, there are around 700 Microsoft
Dynamics CRM users in the SSC and
every month:

- It receives more than 300,000 data
inputs for the HR, Purchasing, IT and
Applications Infrastructure departments;

- 600 assistance guides (scripts) are
processed; and

- The self-service portal, which acts
as the ‘user front end has 14,000
internal customers placing requests,
consultations and other interactions with
the SSC.

Eber Gustavo continued: “With this
Microsoft solution, all the in-depth
information has been made available
to CPFL Energia and its SCC, to enable
better decision-making. The tool allows
the company to meet business demands,
increases productivity and enhances the
level of management information.”
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“Microsoft Dynamics CRM
has become a very important
business asset to us and

was crucial in achieving our
goals for the SSC.”

Adriana Cunha, Maintenance & Systems
Coordinator at CPFL

Benefits

Enabling shared services to
become standardised

The implementation of Microsoft
Dynamics CRM has made it possible
to centralise all the services which the
HR, Purchasing, IT and Applications
Infrastructure offer to CPFL Energia and
its teams, in a single system. Crucially
this is possible by providing the same
quality of information, level of attention,
response time and recording as had
been in place before the project began.

Improvements in managing the
cost base and service level

In creating the Shared Service Center
(SSC), CPFL Energia has achieved
a 60% cost reduction, largely due
to the outstanding implementation
and integration of the Microsoft
Dynamics CRM solution. One of the
resulting benefits is that it frees up and
allows teams to ensure resources are
redeployed to where they can best add
value: providing service to the internal
customers of the SSC.

A self-service model supported by
mobile compatibility

Combining the query and data processes
into a single tool and organising
the information held with Microsoft
Dynamics CRM, the SSC teams became
much more efficient and productive in a
short time period. Response times were
reduced, in part due to managers having
the efficient ability to access and approve
requests on their smartphone or tablet.
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GLOBAL OFFICES

AlfaPeople - Headquarters

Teglholm Alle 13

2450 Kgbenhavn SV.
Denmark

Phone: +45 70 20 27 40
Email: info@alfapeople.com

AlfaPeople Germany

Elsbach Haus, Goebenstral3e 3-7

32052 Herford

Phone: +49 5221 28440-0
Fax +49 5221 28440-44
info.de@alfapeople.com

AlfaPeople Chile

Avda. Nueva de Lyon 072
Oficina 801, Piso 8
Providencia, Santiago
Phone: +56 (2) 2 75190 00
Mobile: +56 9 75296062
Email: info.cl@alfapeople.com

AlfaPeople Costa Rica
Calle 36. Av4y6.

Edificio Don Bosco. Tercer Piso
San Jose

Phone: +506 2233 7000

Fax +506 2233 3238

Email: info.cr@alfapeople.com

AlfaPeople India
Landmark Tower, 4th Floor,
Plot No. 2, Ashok Marg,

C - Block, South City - |
Gurgaon - 122001, India
Phone: +919811089731
Email_info.in@alfapeople.com

AlfaPeople

United Arab Emirates
Sidra Tower (1503)

Sheikh Zayed Road

PO Box 9588, Dubai

Phone: +971 4 5585066

Fax: +97144405988

Email: info.me@alfapeople.com

AlfaPeople United Kingdom
Century House

100 Oxford Street

W1D 1LL, London

United Kingdom

Phone: +44 2072 551 228

Email: info.uk@alfapeople.com

AlfaPeople Switzerland
Hohenbuhlstrasse 2

8152 Glattbrugg

Phone: +41 43 355 30 60

Fax: +41 433553061

Email: info.ch@alfapeople.com

AlfaPeople Colombia

Ave Cra 9 # 123-86

Edificio Uraki - Ofi 401

Bogota

Phone: +571 6054222

Fax: + 5712082198
Email.info.co@alfapeople.com

AlfaPeople Guatemala

5ta Avenida 4-55 Zona 14

Edificio Europlaza Torre 1, 2do Nivel
Oficina 208/209

Phone: +502 2386 9981

Fax: +502 2386 8800

Email: info.gt@alfapeople.com

AlfaPeople India

South Office

#26/1, 1st floor,

Regus gem business centre,

Ibis hotel, Bommanahalli,

Hosur road, Bangalore - 560068
Phone: +918040980841
Email:_info.in@alfapeople.com

AlfaPeople Brazil

Av. Maria Coelho Aguiar, 215
Jd. Sdo Luiz - Sdo Paulo/SP
CEP: 05805-000

Phone: +55 (11) 3741-5181
Email: info.br@alfapeople.com

AlfaPeople US
Chrysler Building

405 Lexington Avenue,
26th Floor New York

NY 10174

Phone: +1(917) 368-8088
info.us@alfapeople.com

AlfaPeople Mexico

Baja California # 245 Piso 8
Colonia Hipodromo.

Condesa C.P.06170

Meéxico, D.F.

Phone: +562 5265 6030

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 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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