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CSX: THE DYNAMIC BUSINESS
Vicki Burton is the Director of Customer Relationship Management at CSX, a major player 
in rail-based transportation services. Burton shares her thoughts on the company’s recent 
implementation of Microsoft Dynamics CRM 

Tell us about the CSX company vision.   
CSX is one of the nation’s leading providers 
of rail-based transportation services. Our 
vision is to be the safest, most progressive 
North American railroad, relentless in our 
pursuit of customer and employee excel-
lence. We move a broad portfolio of prod-
ucts across the country while minimizing 
the effect on the environment, taking traffic 
off the overburdened highway system and 
minimizing fuel consumption and transpor-
tation costs. We have 32,000 employees, 
and over $11 billion in 2011 revenue.

How long have you been managing 
customer relationships for CSX, and 
how does technology play a role?
I’ve been with CSX since 1997, and began 
working on customer relationship strategies 
in 2009. My favorite part of my current role 
is working with our people who interact with 
customers, and implementing CRM to help 
grow the CSX business. Our team must be 
agile and in tune with our people’s needs, 
and changes in technology. For example, we 
plan to use our new market segment func-
tionality to leverage our marketing expertise 
across multiple product lines. The ability to 

view customer data via Microsoft Dynamics® 
CRM has increased our understanding of 
customers’ complex businesses.

What were the challenges prior to 
implementing a CRM system?   
We had lots of good information on our cus-
tomers, but it was maintained in different 
departments with varying degrees of suc-
cess and access. The change to Microsoft 
Dynamics was driven by the desire for more 
universal knowledge management and a 
stronger focus on customer relationships. 

How has Microsoft Dynamics CRM 
helped you achieve those goals?
Much of our internal communication is 
done via email, so Microsoft Dynamics 
CRM offers ease of access through Micro-
soft® Outlook. Our people see a few extra 
features in Outlook®—an already comfort-
able environment—and this integrates 
easily into their daily routines. We were 
able to leverage existing Outlook contacts, 
and with a few clicks, associate them to 
customers inside Microsoft Dynamics CRM, 
providing a rich set of customer data.

Another especially effective initiative 

was a large-scale interview of 5000+ 
customers about their expectations 
regarding rail service, track infrastructure 
and business trends. We brought in local 
information and aerial maps from Bing® to 
show our customers’ exact track locations 
and validate capacity and usage. Rather 
than build a separate system to house this 
data, we built the functionality in Microsoft 
Dynamics CRM so that we could leverage 
existing structures and information.  

How many people at CSX use the Mi-
crosoft Dynamics CRM solution, and 
how effective was the overall buy-in? 
We have about 1,300 users of Microsoft 
Dynamics CRM. Most are in Jacksonville, 
Fla., but many others, in field locations and 
sales offices, access the system through a 
Citrix connection to our network.

Change is challenging, so it helps to 
have a brand that users know. Training our 
people has been relatively painless, which 
is one of the most important reasons for 
buy-in at CSX. The initial response was, 
“This is easy to use and really helpful.”

Now, Microsoft Dynamics CRM has 
started generating ideas from our people on 
how they can better do their jobs and inter-
act with customers. I’m constantly hearing 
things like, “Can you add this, and this, 
and this.” We are working with a user team 
to help build requirements and prioritize 
these enhancements.

Are you integrating Dynamics CRM 
with other Microsoft products? 
We worked with CSX Technology and Cus-
tomer Effective Inc. [a Microsoft Certified 
Gold partner] to integrate with Outlook and 
Microsoft SharePoint®, as well as our data 
warehouse, financial customer data hub, 
our homegrown price and research tool, our 
customer service issue logs, our geographic 
information system and our account plan-
ning and performance tool. As we continue 
to expand Microsoft Dynamics CRM across 
more of our business, we plan to enhance 
our system by adding dashboards, activity 
feeds and a mobile CRM solution.   

Vicki Burton, Director of CRM at CSX 

Why toggle back and forth between your CRM solution and OutlookÆ?

Microsoft DynamicsÆ CRM Online works within OutlookÆ and saves you time. 

DONíT GET FORCED. GET WHAT FITS.

Learn more at DontGetForced.com
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