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Financial serivces is changing
The financial services industry is undergoing a period of huge change driven not only by the
fallout of the 2008 economic and financial crisis, but by technological and cultural shifts
including social and mobile technologies, changing customer expectations, and the cloud.
The Microsoft vision in this new era is to help financial services companies transform from
the transaction-centric model that’s been the mainstay for many years to a customer-centric
model. Our goal is to enable financial service firms to differentiate themselves from the
competition by optimizing their customer interactions and extracting more value from their
customer relationships. In short, it is focused on delivering amazing customer experiences.
We’ve identified four key trends that span financial services verticals: the changing
customer landscape, the struggle for profitability, growth of consumerized social and
mobile technologies, and increasing regulatory compliance.

“In an industry as competitive and dynamic as
financial services, any business that ceases to
innovate ceases to grow.”

– Deloitte 2013 Capital Markets Outlook
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Addressing the Challenges
We believe that Microsoft is well placed to help financial firms address these challenges by
providing critical technology capabilities, including:


A 360-degree customer view with all your customer data, history, and analytics to
drive better, more efficient and more profitable interactions with customers.



Personalized customer experiences delivered through pinpoint targeting, offers that
are customized to meet identified needs, and highly relevant customer service.



Operational efficiency improvements achieved through familiar tools like Microsoft
Outlook and workflow that streamlines processes across the organization.



Cost-effective mobile and social technologies that are delivered seamlessly in
Microsoft Dynamics CRM, giving your staff access to relevant information and tools,
anywhere, anytime.



A platform for innovation that allows you to rapidly build out other line of business
solutions, enabling you to manage your business more holistically.

To address these challenges and enable financial service firms to become true customercentric organizations, we offer robust solutions and capabilities across four key areas.


Microsoft Dynamics marketing, to help you focus on delivering measurable return
on your marketing investments from end-to-end.



Advisor 360, providing your advisors and sellers with highly efficient, role-based tools
for sales productivity to deliver greater value to your clients and increase customer
profitability.



Microsoft Dynamics CRM service capabilities, empowering your agents to provide
customer service that’s relevant and personalized, winning long-term customer loyalty.



Extended CRM, giving you a platform on which to quickly customize and extend
Microsoft Dynamics CRM to address new opportunities throughout the business.

With Microsoft, financial services companies benefit from a proven vendor with a
commitment to the industry and a vision that spans line of business applications,
productivity tools, mobile, social, and collaborative technologies. And Microsoft provides
a world-class cloud platform that provides comprehensive enterprise-grade capabilities
and scalability with a global reach and support that businesses can trust.
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Financial services industry trends
The financial services industry is undergoing a period of sweeping changes. A confluence
of cultural, social, technological, and economic factors have come together to create a
period of uncertainty and change in financial services. But despite the challenges posed by
this uncertainty, it is also a period of huge opportunity for firms that can address them.
Financial services companies that are able to capitalize on the right technologies to
support their business strategies will be the ones that gain the competitive advantage as
we move further into the 21st century.

Rethinking the role of technology
In the 1990s and 2000s, technology transformed the financial services industry with highspeed and high-volume transaction automation, new and more powerful data analytics,
and innovations like electronic payments and transfers. Today a new wave of change is
underway, one driven by data integration, the proliferation of mobile devices and social
networks, and infrastructural innovations such as big data and cloud computing. In this
new era, business change and technology are inextricably entwined. Technology has
enormous potential to act as an engine of positive business change, opening up new
opportunities and driving a transformative focus on the customer experience.
While on-premises technology will always have a place in the enterprise, it’s the cloud
that’s driving change today–by enabling new ways of working and doing business
through a new breed of highly-flexible, globally-available technology services.

“The private banking and wealth management
industry’s trusted adviser status must be restored if
it is to prosper sustainably.”

– PWC 2013 Global Private Banking
and Wealth Management Survey
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Key areas of change
Key areas of change that we see affecting financial services companies today include:


Changing customer expectations and demographics



Challenges in maintaining growth and increasing profitability



The need to take advantage of growing social and mobile technologies



Increasing and changing regulatory compliance needs

Changing customer expectations and demographics
Changes in the customer landscape are having a profound impact on financial services
institutions. Traditional customer satisfaction and loyalty initiatives, while important, are
not enough in the current environment. As a result, financial firms are going beyond
traditional measures of customer loyalty and satisfaction to focus on the customer
experience as a whole. Some of the key factors driving this change include:


Changing demographics. With an increasing population of retirees, the financial needs
of a large segment of the population are growing. At the same time a new generation of
customers is entering the market, bringing radically new set of expectations. 1



Customer perception. Customer perception of financial services is still eroded in the face
of the financial crisis, which means financial firms face an uphill battle in building trust.



Customer loyalty. Customers today can easily switch firms and have a great deal
of information available when they make a choice, making customer loyalty difficult
to maintain.

Customer loyalty challenges in the banking industry

Capgemini World Retail Banking Report 2013
1

PWC: The Connected Advisor, Towers Watson Insurance Report
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Challenges in maintaining growth and increasing profitability
Even as we move into a recovery phase, achieving sustainable growth remains a challenge
for financial companies. Multiple factors have had a negative impact on the bottom line,
including low interest rates, shrinking margins, cost pressures, and increased competition,
particularly from players outside the traditional financial services sphere. There are a
number of key areas where financial firms are using technology to increase profitability
and attain growth, including:


Customer experience management. The quality of the customer experience is
increasingly proving to be a competitive differentiator in financial services.



Profitability analytics. The ability to proactively measure relationship value can help
advisors and service reps identify good opportunities and respond appropriately.



Targeted offers and personalized service. When financial firms have a complete
view of the customer, it becomes possible to deliver more tailored services and offers.



Business agility. A rapidly-changing market requires the ability to respond flexibly
and innovate rapidly.

The need to take advantage growing social and mobile technologies
The emergence of social networks, huge advances in mobile access, and the proliferation
of mobile devices have driven a sea change both in how companies work internally and
engage with customers. Younger workers and customers in particular expect a seamless
mobile and social experience in the workplace and outside it.


Multi-channel experiences. Customers expect that when they complete a transaction
through any channel, the information will be available seamlessly in another.



Mobile access for employees. Employees, likewise, now routinely expect to be able
to work without inconvenience using their choice of mobile device.



Social customer service. The new generation of customers expect a rapid response
when they use a social network to make a complaint about the brands they use.
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Increasing and changing regulatory compliance needs
Regulation and compliance remain top themes in practically every survey of financial
services trends and priorities. Capgemini is just one of the many analyst firms highlighting
the importance that regulatory compliance has taken on today: “Firms are investing in
technology infrastructure for regulatory compliance and to gain a competitive edge.”2
There’s a huge need for core technologies to facilitate compliance across systems, including:


The ability to audit interactions across channels, touch points, and repositories.



Streamlining regulatory-required processes for consistency and speed.



Role-based security and auditability of security and administrative activities.



More unified data storage, search, and retrieval functions.

“Another factor we found to be positive with
Microsoft Dynamics CRM was the ability to be
compliant with regulatory requirements in each
jurisdiction.”

– Tim Tate, Head of client Management,
Citi Private Bank
Read more at Microsoft.com/casestudies

2

Capgemini, Trends in the Global Capital Markets Industry 2012
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Delivering Amazing Customer Experiences
In an industry as competitive as financial services, a superior customer experience may be
your most important differentiator, especially when competitors can quickly imitate your
products, services, and offers. Our vision is to help financial services firms transform from a
transaction-centric business to a customer-centric business. The cloud plays a key role in
this vision through flexible services that can be accessed virtually anywhere. Microsoft
solutions remove barriers, enabling our customers to move to the cloud on their own
terms and at their own pace.

Gain a 360-degree view of the customer
Our vision begins with a holistic view of the customer that enables you to fully
understand your customers and their needs. With a single system to track all your
customer data and interactions, you give your advisors and agents the information they
need to deliver fast, personalized service. Open APIs and commonly used technologies
streamline integration of Microsoft Dynamics CRM with back office systems like core
banking, risk management, payments, financial planning, underwriting and other systems.

“To serve our customers, we need to know them in
great depth, not only every financial detail but how
they spend their time, what their kids are studying in
school, and what their goals are in life.”

– Cilla Wahlström,
Global System Owner, CRM,
SEB Wealth Management
Read more at Microsoft.com/casestudies
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Deliver more personal, intuitive customer experiences
A complete customer view helps you provide personal and relevant experiences that
delight customers and keep them coming back. For example, built-in analytics can help
identify relevant financial products and value-added services based on customer life
events, or identify cross-sell opportunities between financial lines of business. The ease of
use of the Microsoft solutions reduces administrative overhead and gives your staff more
time for customers.

Drive operational efficiencies
Natural tools that are easy to use help drive greater operational efficiency and support
people in their job role. By targeting specific workloads for automation, such as customer
onboarding, loan origination, or approvals, financial services organizations can realize
rapid return with a limited initial investment. The cloud provides new ways to
economically provide flexible solutions across physical locations and geographies.

Implement mobile and social technologies
Today’s emerging social and mobile technologies give financial firms new ways of
working and interacting with customers. For example, roving relationship managers may
use tablets in the branch to provide real-time personalized offers. Integration with Lync
and Skype can help create valued connections with customers through their preferred
channel. And Yammer gives you the power of enterprise social to build connections inside
your organization. By enabling social connections and mobile productivity inside and
outside the company, you empower a new generation of workers to deliver the kinds of
experiences customers expect today.

Create a framework for innovation
Finally, providing a flexible framework for ongoing technology innovation onpremises and in the cloud to support development of industry specific solutions will allow
you to rapidly respond to the changing needs of customers, and marketplace. Built-in
capabilities to support auditing and access control also help your organization meet the
complex needs of regulatory compliance.
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CRM Solutions for Financial Services
At Microsoft, we have identified four solution areas where we believe financial services
firms can deliver amazing customer experiences and improve profitability by becoming
truly customer-centric.

Microsoft Dynamics Marketing
With the power in the hands of customers, it is more important than ever before to focus
on delivering measurable positive return on your marketing investments. This requires not
just tools to launch marketing campaigns efficiently, but also analytics that enable you to
target and tailor them to your customers, monitor their performance, and measure ROI.

End-to-end
campaign
management
using
Microsoft
Dynamics
CRM.

Dynamics Marketing includes solutions designed to help financial firms build the pipeline
and achieve quantifiable results with a set of unified marketing capabilities that help you
segment your customer base, generate more qualified leads, identify high-probability
opportunities, and manage core marketing areas like events, ad campaigns, creative
content and landing pages.

“We now have much better insight into the business
and sales activities in the field on a daily basis.”

– Jean-Claude Swalus,
Business Solution Manager,
AXA Belgium
Read more at Microsoft.com/casestudies
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Financial service firms can further optimize their marketing efforts with powerful email
and permission-based marketing, social sentiment analysis and marketing intelligence
capabilities in Microsoft Dynamics CRM. Social listening and analytics help you to
understand customer sentiment and respond to trends impacting your brand.
AXA Belgium: AXA Belgium chose Microsoft Dynamics CRM to help the business support
brokers with targeted marketing campaigns, increasing broker visits significantly.
MKB Bank, used Microsoft Dynamics CRM to more effectively segment their customer base
and were able to reduce customer churn by 5% and double their primary customer segment.
Nedbank replaced its legacy marketing systems with an Extended CRM solution to
manage planning, budgeting and campaign execution, greatly strengthening its
marketing ROI.
Agfirst Farm Credit Bank saved over $1 million in IT costs, reduced direct mail campaign
costs 33%, and streamlined their loan approval process.

“With our new [Microsoft Dynamics] CRM, we can
get closer to our customers, because we have more
information at our fingertips.”

– Christer Filis, Head of Financial Services
SEB Wealth Management
Read more at Microsoft.com/casestudies
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Advisor 360
Today’s customers want financial services that directly address their personal and financial
goals. Advisor 360 includes Microsoft sales productivity solutions designed to help
financial firms understand their customers’ needs and provide relevant products and
value-add services that help build long term trust, maximizing customer loyalty and
profitability.

Advisor dashboard solution using Microsoft Dynamics CRM
Advisor 360 helps achieve this goal by putting customer knowledge in context to each job
role along with automated processes tailored to the user’s needs. By providing a solution
based on familiar, intuitive tools, Advisor 360 helps maximize productivity and give
advisors more time to work directly with customers.

“[Microsoft Dynamics CRM] helps agents
understand their customers better, displaying
all the products of interest to a customer on
just one screen.”
– Turhan Özgüner, Senior Vice President,
Sales and Branch Management,
ING Bank Turkey
Read more at Microsoft.com/casestudies
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Financial services firms can improve their focus on the customer and help drive growth
with broad advisory capabilities including deal planning, next best offer, product renewals,
financial planning, and insightful dashboards and inline visualizations. Additionally, via the
powerful workflow capabilities of Microsoft Dynamics CRM, processes such as
customer/account onboarding, loan origination, product enrollment or renewals can be
automated across the organization. And seamless integration to Lync, Yammer, and
Skype, help advisors/sellers connect with their customers and colleagues anywhere,
anytime.
ING Bank Turkey: ING Bank chose Microsoft Dynamics CRM to give their sales, marketing
and service personnel a holistic view of their customer interactions.
Volkskreditbank (VKB) increased the number of customers each salesperson supports by
32% in one year and improved sales efficiency 9% with Microsoft Dynamics CRM.
Yapi Kredi increased private pension fund customers by 17%, fund size by 50%, and
increased call center cross-sales 10 fold.
Société Générale greatly improved client portfolio management and cross-team selling
with a single tool to view all client information.

“We can deliver solution to our clients in a much
more relevant way because we understand their
needs. We know what they’re interested in and what
their preferences are, which means we can target
them better.”

– Dena Brumpton,
Global Chief Operating Officer,
Citi Private Bank
Read more at Microsoft.com/casestudies
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Microsoft Dynamics CRM Service Capabilities
Every interaction with a customer, from an online balance check to an in-person meeting
is an opportunity to turn your customers into loyal advocates. With today’s customers, it is
essential that you not only provide them with fast, accurate service, but also proactively
reach out with information, financial products, and offers that are relevant to their needs.
This becomes possible when agents have a unified experience that includes customer
data, collaboration, and context-rich guidance across all customer channels.

Holistic customer view in Agent 360 Template for Dynamics CRM
Microsoft Dynamics CRM service is designed to help win long-term customer loyalty with
effortless customer service that’s responsive and personalized, including through web,
social, chat, mobile, and phone channels. Streamlined tools that empower agents to be
more effective and productive help to drive successful resolution while keeping the cost of
service down.

“We’ve embraced the software of a company that
helps us treat people like people—Office 365,
[Microsoft Dynamics] CRM, and Yammer from
Microsoft. With the technology working for us, we
can focus on the really important stuff.”
– Paul Marriott-Clarke,
Commercial Director, Metro Bank
Read more at Microsoft.com/casestudies
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Financial firms can help transform how they service their customers with Dynamics Service
capabilities including robust case tracking and resolution, intelligent queues, SLA and
entitlements management, as well as seamless service scheduling, self-service, and
knowledge management capabilities. The new Unified Service Desk (USD) for Microsoft
Dynamics CRM also provides a single unified experience for call centers that want
aggregate key call center related systems into a unified agent console in turn streamlining
service resolution and improving staff productivity. And embedded Lync and SharePoint
capabilities make it easy to find and communicate with experts and colleagues to resolve
service issues.
Garanti Pension and Life: consolidated customer data and automated business processes,
resulting in a 75% reduction in resolution time and an 18% improvement in quality of service.
Oschadsbank used Microsoft Dynamics CRM as the foundation for their call centers,
servicing over 117,000 customers in the first twenty-four days and ultimately reducing
costs and greatly improving the capacity of their call centers.
Saudi Investment Bank reduced loan application time from days to minutes and complaint
resolution time by 60% by creating a set of standardized tools in Microsoft Dynamics CRM.

“Above all, [Microsoft] Dynamics CRM saves time
and increases efficiency, leading to greater
productivity. One login provides access to multiple
tools, the program is more intuitive to use, and data
searches are more efficient.”

– Isabelle Dufex,
Head of Institutional Client Relations,
Société Générale
Read more at Microsoft.com/casestudies
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Extended CRM
In order to keep pace with the competition and a rapidly-changing business environment,
it is essential that financial services companies be able to move from ideation to
completed solution rapidly and at a low cost. By providing the underlying development
framework, Microsoft Dynamics CRM lets financial services organizations create new
solutions and iterate rapidly.

KYC 360 Template for Microsoft Dynamics CRM
By providing a flexible data model and easily customized user interface, as well as robust
analytics, dashboards, workflow, and security capabilities, Extended CRM frees you from
worrying about application infrastructure so you can focus on building powerful solutions.
Extended CRM also helps support regulatory compliance solutions with built-in access and
privileges control, auditing, process automation, and communication privacy settings.

“We spent much more time actually solving real
business needs, as opposed to addressing the
technical details of how to implement a user
interface, for example.”
– John Wall,
Business Technology Manager,
Zurich Services Corporation
Read more at Microsoft.com/casestudies
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Zurich American Insurance Company built a global risk engineering application based on
Microsoft Dynamics CRM while greatly reducing reliance on outside developers.
Captrust Financial Advisors used Extended CRM to build more than 20 business
applications, and saved the equivalent of 24 full-time admin staff.
Metro Bank has made personalized customer experiences the hallmark of its retail
banking business with Microsoft Dynamics CRM, using it beyond traditional customer
management to include managing community events, safety deposit boxes, fraud
notification and more.
Maybank used Extended CRM to automate contract and invoice management, reducing
the amount of time to process each contract by 80% and improving cash flow
management.
Today, customers are using Extended CRM to create a wide variety of solutions, including:





Account onboarding
Loan origination
Credit analysis
Regulatory compliance






Broker management
Underwriting
Risk management
Portfolio management






Asset management
Agency management
Vendor management
Performance management

“What impressed me most was how quickly we could
develop our contract management system. ... Our
time-to-value was very quick and very large.”
– Herbert Poh Cher Hian,
Head, Group Finance Strategy & Systems,
Maybank
Read more at Microsoft.com/casestudies
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Microsoft Dynamics CRM
Our goal is to help financial services organizations transform how they sell and serve their customers,
outsmart the competition, and boost operational efficiencies.

A flexible platform
With Microsoft Dynamics CRM you not only get one of the most comprehensive and holistic CRM
solutions in the market, but also a flexible platform and an industry-leading development framework.
Rich out of the box capabilities for marketing, sales, and service, as well as built-in social, mobility, and
analytics along with the flexible platform truly give you the best of both worlds.

Familiar tools
Microsoft provides the most familiar productivity tools in the world. With Microsoft Dynamics CRM you
get not only a familiar and intuitive user experience, but also seamless integration with commonly used
productivity tools like Microsoft Outlook, Excel, and Word as well as the power of Lync, SharePoint, and
Yammer, all right within CRM.

A partner you can trust
Microsoft has decades of experience in delivering innovating solutions with strong return on
investment. With over 6,000 customers in financial services, comprising over a million individual users,
Microsoft Dynamics CRM is an established leader in the industry. Our global partner network provides
expertise, solutions, and services worldwide that are tailored to the needs of financial services firms. And
with over 30 years of experience developing innovative software solutions, Microsoft is a company you
can bank on for today and tomorrow.

Power of choice
Microsoft gives financial services organizations the power of choice: choice in how you purchase, choice
in how you access, and choice in how you implement the solution. Microsoft Dynamics CRM provides
on-demand and on-premises solutions based on the same architecture and code base. Microsoft
Dynamics CRM Online is hosted in 8 datacenters around the world and offers the confidence of a 99.9%
financially-backed SLA. Microsoft Dynamics CRM Online offers verified compliance with global
standards including ISO 27001 and EU Model Clauses.

The Microsoft Cloud
Microsoft provides a global cloud built for business, providing enterprise-class capabilities, scalability,
and support. We’ve built our cloud solutions to be flexible by design, to provide financial services
companies with services that meet their unique needs. And our solutions are focused on people, built to
provide connected, consistent experiences built on familiar tools.
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Conclusion
Microsoft Dynamics CRM is designed to serve the needs of financial services companies today and to
provide a framework upon which to grow. With a deep commitment to the industry and a history of
innovation, Microsoft is well positioned to serve as a trusted vendor for financial services companies
into the 21st century.
To get started, please visit our Financial Services website to view a demo, see customer success stories in
action, chat with a sales representative or find a partner that’s right for you.

For more information about Microsoft Dynamics CRM solutions
for Financial Services, visit Microsoft.com.
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