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“Increase of worldwide productivity and global overview”

Case Study “Our positive experience in partnering with

Zwick AlfaPeople in the past has been repeated with this

project. With Microsoft Dynamics CRM, we now have
a 3600 view of our customers.”

Manufacturing

Microsoft Dynamics CRM

Project scope and
business needs

Zwick GmbH & Co. KG is a family busi-
ness with an illustrious heritage span-
ning over 160 years of operations. It
produces the highest-quality of materi-
als and component testing machines,
supplying its tailor-made machines and
equipment to the most demanding re-
search, development and quality assur-
ance professionals in over 20 industries
around the world. It manufactures fa-
tigue and hardness testing equipment,
pendulum impact and melt flow index
testers, as well as automated testing sys-
tems for a wide range of applications.

With over 1250 employees and produc-
tion facilities in 15 countries including
Germany, Austria, Great Britain, France,
Spain, USA, Brazil, Turkey and in Asia -
plus agenciesin 56 countries - the Zwick
name is synonymous with the highest
product and service quality. This quality
has earnt the organisation a leading po-
sition in the marketplace, particularly in

the areas of static testing. Its extensive
customer base has trusted it to supply
them with superior testing equipment for
many years, leading to steady growth for
the business.

Relationships with a large number of
customers spread throughout the world
can be a significant sales, marketing and
operational challenge. Zwick’s Sales &
Marketing department was already using
a CRM solution in the form of Microsoft
Dynamics CRM 2011, which had been
deployed by its partner, AlfaPeople, to
oversee marketing campaigns and ac-
tivities. The AlfaPeople team had also
developed an efficient data exchange
between Dynamics CRM and Microsoft
Dynamics AX, which was used else-
where within the company. It was a logi-
cal step on for the business to roll out the
powerful and customisable capabilities
of Microsoft Dynamics CRM, beyond
Sales & Marketing, to service-related
departments and their staff, including in
contract management, dispatching, re-
source planning and field service.

The ambition was for Zwick to efficiently
gather, store and interpret customer-re-
lated information and management data
from the Sales & Marketing and Service
functions into one database. This would
make reporting and analysis easier and
establish an ongoing holistic view of
every customer, sourced from one tech-
nology application.
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“Working with AlfaPeople on
this project was very pleas-
ant. From concept design
through to implementation,
we knew we were in capable
hands. The observations and
processes that we raised
were registered, critically
analysed and integrated
reliably and on time.”

Jochen Niederberger, Service
Manager at Zwick

Solution

Zwick enjoyed an excellent experi-
ence working with AlfaPeople when
the team implemented and integrated
Microsoft Dynamics CRM in the Sales
and Marketing department. As a re-
sult the organisation decided to brief
AlfaPeople to upgrade and extend the
scope of Microsoft Dynamics CRM
to the 2015 edition and to the wider
group of customer and service func-
tions and create that full view of every
customer. As Martin Schilling, Overall
Project Manager, CRM, at Zwick said:
"Our positive experience in partnering
with AlfaPeople in the past has been
repeated with this project. By combin-
ing Sales& Marketing and Service with
Microsoft Dynamics CRM, we and our
partners around the world, now have a
3600 view of our customers.”

Before arriving at that point, the Al-
faPeople team first had to address two
key legacy operational requirements in
the Service area. The first was that the
Microsoft Dynamics AX platform in use
was built in a German version, which
limited the ability for many of Zwick’s
international partners to gain access
and use information held in the sys-
tem. On a day-to-day level this meant
that Zwick employees in Germany pro-
duced the quotes and sent them on,
which involved unnecessary costs
and resources.

The new solution needed to offer mul-
ti-language abilities to combat this.
Secondly, the existing schedule board
used in Microsoft Dynamics AX didn't
allow dispatchers to use a ‘drag and
drop’ capability, which led to less in-
formation being added to each work
order. The customised project imple-
mentation of Dynamics CRM by Zwick
was named ‘PULS’, and was split into
two phases. Phase 1 involved up-
grading the existing Sales & Marketing
module. The target was to enable the
sales department to manage lead gen-
eration opportunities and offers, in or-
der to improve leads and boost sales,
as well enhance the company’s mar-
keting capabilities. Phase 2 was called
‘PULS for service’, incorporating the
service functions and it also included
Zwick’s international partners and their

600 employees in the scope of work.
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“Congratulations
AlfaPeople! Rarely have
any of our projects been
executed as smoothly and
painlessly throughout
every stage as this one.”

CEOQO, Dr. Jan Stefan Roell

The live application now supports and
tracks all kinds of customer activity and
customer enquiries (including mestings,
tasks and document processes) as well
as logging activities internally between
employees. A more sophisticated sched-
ule board includes ‘drag & drop’ function-
ality, making planning and work orders
more effective and less time-consuming.
A significant reduction in the length of
time required to complete each service
task has been achieved, thanks to the
advanced customisations available in
Microsoft Dynamics CRM.

Benefits
Customer transparency

Thanks to Microsoft Dynamics CRM,
the Sales & Marketing and Service
departments are now able to build
and work with a complete overview of
Zwick’s customers in one application.
This system architecture has enabled
all employees who have customer-
facing roles to access a full overview
of each customer anywhere, anytime.
By integrating all customer-related
data into one database, reporting and
process control is also much more
transparent and easy to achieve.

Effective service processes and
interfaces

International partners can use and work
within the same application as Zwick
employees, which has reduced the
time, budget and resource previously
allocated to produce service quotes
and handle work orders. The new
scheduling functionality = provides
an advanced service overview and
has enhanced resource planning
capabilities.

Utilising the potential of cloud
technologies

Zwick’'s new solution is based on
advanced modern cloud tech-
nology and built in HTML5. Both
of these make future extensions
and developments easier to plan,
budget and implement and as the
number of licence fees now re-
quired have been reduced, it's a
more cost-effective outcome for
the business. The last word goes
to Zwick CEQ, Dr. Jan Stefan Roell,
who said: “Congratulations Al-
faPeople! Rarely have any of our
projects been executed as smooth-
ly and painlessly throughout every
stage as this one.”
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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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