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Organization Profile
VNDirect Securities (VNDirect) provides 
brokerage services, corporate finance 
advisory and other investment banking 
services for small and medium-sized 
companies, private companies, local 
and foreign investors in Vietnam. 
Today, it is the leading distributor in the 
broking and retail banking business in 
Vietnam. Founded in 2006, VNDirect 
Securities is the private broking division 
of IPA Investments Corporation with 
a shareholder capital exceeding 
Vietnamese Dong (VND) 600 billion (USD 
28.8 million) and net assets of about VND 
1,400 billion (USD 67.2 million).

Business Situation
To gain a significant foothold in the highly 
competitive brokerage market, VNDirect 
wanted to differentiate itself by targeting 
customers with the right products and 
services more effectively. It also needed 
new capabilities to capture customer 
activities and enable better segmentation 
to improve customer service levels. 

Solution
VNDirect selected Microsoft Dynamics™ 
CRM and FinEdge from HCL, a Microsoft® 
Gold Certified Partner, to deliver an 
integrated solution with a 360-degree 
view of customer interactions and 
business opportunities. 

Benefits 
n Gained 360-degree customer view
n Established an integrated sales 

cycle with Customer, Marketing and 
Services modules

n Enabled comprehensive portfolio 
management and risk-profiling 
capabilities

n Increased management visibility with 
comprehensive analytics and reporting 

n Enabled more effective case 
management processes

Brokerage House Accelerates Service Levels 
with 360-Degree Customer Views 

“With the many reporting functionalities of the 
new Microsoft Dynamics and FinEdge system, the 
VNDirect management can now track our earnings 
from the high-value customers more effectively.”
--Mr Giang Nguyen, CEO, VN Direct Securities

As one of Vietnam’s top broking houses, VNDirect 
Securities provides brokerage services, corporate finance 
advisory and other investment banking services for small 
and medium-sized companies, private companies, local 
and foreign investors. To differentiate itself in the highly 
competitive marketplace, the company wanted ‘customer-
centric’ capabilities to better segment and target their 
customers with the right products and services. After an 
extensive evaluation, the company selected Microsoft 
Dynamics CRM for its 360-degree customer view, ease 
of use and flexibility. Tightly integrated with the FinEdge 
wealth advisory application from HCL Singapore, the new 
system successfully integrated VNDirect’s sales, customer, 
marketing and services processes. The enhanced 
customer insights allowed more comprehensive portfolio 
management and risk-profiling, enabling VNDirect to 
better manage its customers’ investment portfolios, thus 
raising its service levels.
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Situation 
To gain a significant foothold in 
the highly competitive brokerage 
business, VNDirect knew that it needed 
to differentiate itself by targeting 
customers with the right products 
and services. This will help to enhance 
customer satisfaction and increase 
customer retention, leading to increased 
revenue, fees and commissions. 

As part of its strategic planning 
efforts, VNDirect reviewed its business 
processes and realized that they lacked 
a tool to track the status of its leads 
and opportunities. Without a system 
or centralized database to capture 
customer interactions, complaints 
or queries, it was difficult to know 
whether a prospect had become a 
customer. Its customer service agents 
also found it increasingly difficult to 
effectively serve their customers. 

As the business grew, it became a 
time-consuming and daunting task 
to continue analyzing customer 
transactional data and prepare 
business reports without using a 
customer-centric application. The 
use of legacy database also became 
increasingly inadequate, as it not only 
held core customer information but 
also daily customer transactional data. 
As the amount of data and transactions 
grew, the database’s performance 
became painfully slow,  especially 
during peak hours. 

The VNDirect management knew that 
it needed a ‘customer-centric’ solution, 
that will empower its staff to serve their 
customers more effectively. The system 
should integrate seamlessly with their 
existing IT setup, while streamlining 
business processes across various 
departments. It should also be scalable 
enough to grow with the business. 

Solution 
For its evaluation, VNDirect engaged 
HCL Singapore Pte Ltd (HCL), a 
Microsoft® Gold Certified Partner, to 
conduct a detailed requirements study. 
It also explored the feasibility of HCL’s 
FinEdge Wealth Advisory solution, built 
on Microsoft Dynamics CRM to address 
its unique business requirements as a 
brokerage house.

Impressed with the 360-degree 
customer view, ease of use and 

flexibility offered by Microsoft 
Dynamics CRM, VNDirect appointed 
HCL to design, develop and implement 
the solution. HCL also helped with 
hardware and database sizing, and the 
migration of VNDirect’s live customer 
profile and customer transactional 
data from its existing environment 
to the new Microsoft Dynamics CRM 
environment.

“We are pleased with the level of 
service and technical competence 
of the HCL team. To ease our users 
into the new system, HCL conducted 
a Conference Room Pilot session, 
which introduced our business users 
to the functionalities of the Microsoft 
Dynamics CRM system and the FinEdge 
application. The language barrier 
was also overcome via the “Train the 
Trainer” process, where our core users 
that were familiar with English were 
equipped to train our other users in 
the local language,” said Mr Giang 
Nguyen, CEO, VNDirect Securities.

“Our staff worked closely with the 
HCL team to customize Microsoft 
Dynamics CRM to our business needs. 
HCL’s grade A project management 
skills has enabled us to get the CRM 
system up and going on time,” 
beamed Mr Nguyen. Indeed, the 
end-to-end implementation based on 
SureStep methodology, a structured 
implementation process designed to 
help Microsoft partners deliver and 
optimize Microsoft Dynamics solution 
to reduce cost and risks, took just over 
eight months. The system went live in 
December 2010.

Benefits 
With Microsoft Dynamics CRM, 
VNDirect now enjoys 360-degree 
customer views and integrated sales, 
customer, marketing and services 
processes. The enhanced customer 
insights enabled more comprehensive 
portfolio management and risk-
profiling, which helped VNDirect better 
manage its customers’ investment 
portfolios and raised service levels.  

Gained 360-Degree Customer View
Microsoft Dynamics CRM gave 
VNDirect a 360-degree view of 
customer interactions and business 
opportunities. The company now 
enjoys visibility into important 
customer information, ranging from 

“…The new system has 
helped us better target 
our sales and marketing 
efforts, thus optimizing 
our marketing dollars for 
better results.”

Mr Giang Nguyen
CEO
VN Direct Securities



customer profile, relationship manager 
and broker details, investment account 
summary, contract status, financial 
information, referrals, customer service 
requests and their statuses – all on one 
page. 

As a result, its call centre executives 
are now empowered with a quick 
and comprehensive overview of the 
customers’ historical interactions and 
transactions, helping them to better 
serve the customers.  

Established an Integrated Sales 
Cycle with Customer, Marketing and 
Services Modules
Previously, VNDirect used to designate 
different sales cycle processes for 
its various types of customers. For 
example, the specific business processes 
and the length of the sales cycle for a 
mass customer differed from that of a 
premium or institutional customer. 

Using Microsoft Dynamics CRM, 
VNDirect successfully established a 
generic sales cycle that caters not just 
to its retail customers, who contribute 
to their major business revenue, but 
also to the needs of its premium 
and advisory investors. Its flexibility 
to incorporate workflow variations 
such as wealth advisory services helps 
VNDirect effectively address the needs 
of its myriad customer types – a key 
competitive advantage in the dynamic 
world of stock broking.

By seamlessly integrating the sales 
cycle with the customer modules, 
the information on any prospects 
collected during the sales cycle, is 
now automatically captured in the 
customer profile, once a prospect 
becomes a customer. This creates a 
centralized customer database which 
empowers call center executives during 
their service calls. It also allows the 
easy updating of customer details 
whenever required. With the system 
also capturing the product or service 
chosen by the customers in the Lead 
Stage of the sales cycle, new customer 
contracts and accounts can now be 
easily created, upon successful lead 
conversion into sales. 

“Every new customer account created 
in Microsoft CRM goes through our 
comprehensive segmentation process, 
based on customer demographic and 

transactional parameters. The resulting 
customer list enables our marketing 
team to run targeted campaigns 
on specific products and services. 
Moreover, the seamless integration 
of Microsoft Dynamics CRM with our 
mail system and SMS gateway makes 
it so easy for our marketing team to 
send out promotional information to 
our customers. The new system has 
helped us better target our sales and 
marketing efforts, thus optimizing our 
marketing dollars for better results,” 
said Mr Nguyen.

Gained Comprehensive Portfolio 
Management and Risk-Profiling 
Capabilities
With Microsoft Dynamics and 
FinEdge’s wealth advisory module, the 
company now enjoys comprehensive 
views of its customers’ portfolio spread 
and Net Asset Value, for any specific 
period. 

With less time spent collating these 
information manually, more focus is 
placed on analyzing customer profiles, 
which includes evaluating the risk 
adversity of its customers. This enables 
VNDirect to create a model portfolio of 
its customers, which is then compared 
with the index portfolio (benchmark) 
already stored in the system, to know the 
portfolio performance of the customer. 
These new insights enable VNDirect to 
better target and serve its customers 
with the right products and services, 
based on their transactional patterns, 
portfolio spread and risk adversity. 

Increased Management Visibility 
with Comprehensive Analytics and 
Reporting 
Gathering the necessary data for 
analytics and reporting used to be a 
tedious and time-consuming process 
for VNDirect. 

The extensive analytics and reporting 
capabilities offered by the new system 
provides VNDirect with valuable 
insights into customer investment 
information, such as Net Asset Value 
analytics which show the percentage 
of customer investment in shares 
grouped under various risk categories. 
This information gives VNDirect’s 
business users a more in-depth 
understanding of their customers’ risk 
profiles, enabling them to provide 
better advisory services to improve 

“…HCL’s grade A project 
management skills has 
enabled us to get the 
CRM system up and 
going on time.” 

Mr Giang Nguyen
CEO
VN Direct Securities



their customers’ investment earnings. 
 
“With the advanced reporting 
functionalities of the new Microsoft 
Dynamics and FinEdge system, the 
VNDirect management can now 
track our earnings from the high-
value customers more effectively. The 
visibility into our sales performance 
across different hierarchical levels and 
time periods, with the capabilities to 
compare actual sales revenue against 
the target value, empowers the 
management to make more timely 
and accurate decisions in the highly 
competitive marketplace,” explained 
Mr Nguyen.

The new system’s powerful reporting 
features also enable the VNDirect sales 
team to view the revenue split between 
a supervisor and his subordinates for 
any product across any period. Its 
dynamic performance-linked incentive 
management system also allows the 
human resource department or senior 
management to define incentive slabs 
and calculate commissions for different 
sets of customers, based on the 
transactional revenue generated. 

Enabled Effective Case Management 
Processes
Unlike previously, where customer 
service requests were manually tracked 
without defined processes and proper 
documentation, the new system 
offers VNDirect a well-defined case 
management process and workflow. 
For every new customer enquiry, a 
Service Request is created, categorized 
by Request Categories, Types and 
the Required Action sought by the 
customers in their requests.  

With the new system, VNDirect’s senior 
management now has the visibility into 
the specific agents assigned to each 
service request. Its integration with 
the company’s web portal also allows 
its customers to view the number 
of service requests they have raised 

through the portal and their respective 
statuses.  Status reports of service 
requests can also be printed out easily 
for reference. 

“To enhance our customer 
responsiveness, we have also 
implemented an escalation mechanism 
in our Service Requests, pegging 
it against pre-defined service level 
agreements. The new solution’s 
workflows allow escalations via 
mail notifications, which alert the 
management to unresolved service 
requests. This helps to increase the 
sense of accountability amongst our 
staff, which encourages  them to 
monitor their customer queries more 
diligently,” said Mr Nguyen. 

In the bid to improve customer 
service levels in the long run, the 
new system also enables VNDirect 
to create and maintain a knowledge 
base of frequently asked queries and 
the appropriate action that have been 
taken to resolve frequent customer 
complaints. 

Accelerating Customer Service to 
New Levels
“Implementing a CRM system is 
VNDIRECT’s long term vision and 
commitment to improve our customer 
service quality. The Microsoft Dynamics 
CRM system we have implemented, 
which comes integrated with the 
FinEdge solution, is very flexible and 
easily customizable for integration 
with our business processes. Within 
a month of roll-out, the new system 
has proven its ease of use with our 
staff. They are now very comfortable 
with using the system to capture our 
customer interactions and needs,” said 
Mr Nguyen. 

He added, “Looking ahead, we are 
confident that the system will help to 
accelerate our service levels to achieve 
our goal as the most trusted and best 
quality stock brokerage in Vietnam.”
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About 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
For more information about 
Microsoft Dynamics, go to:
www.microsoft.com/dynamics

For more information about 
HCL Technologies , 
call +65-6273-8288 or visit the Web site 
at http://www.hcltech.com/

For more information about 
VNDirect Securities, call 844-3972-4568 
or visit the Web site at 
www.vndirect.com.vn
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