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A fresh look at the CRM
Choosing your CRM
• CRMs only work if they have a purpose, so approach a solution from an
ROI perspective.
• Leverage Dynamics CRM native features; it can simplify migration to
future versions.
• Choose a solutions partner, not vendor.
• Listen to your peers; references are critical to finding a reliable
implementation partner.
• Consider a limited cloud or hybrid solution among select departments to
proof the value of the platform.

Carel Du Toit, MD, Mint

Mint Management Technologies uses
Microsoft Dynamics CRM, because our
clients demand the best.
efore choosing a customer
relationship management
solution/tool, you should know
exactly where your business
is going and how relationship
management will aid you in
achieving your goals. A CRM tool
will certainly boost your business,
but only if you know exactly what
you plan to gain from it.
Yet despite this cautionary
note, Carel du Toit is a massive
supporter of Customer
Relationship Management
systems. With 14 years’ experience,
Mint Management Technologies
is one of South Africa’s most
reputable CRM providers, and as
a Microsoft Gold partner since
inception, it is also a leader in
implementing the software giant’s
systems, including Microsoft
Dynamics CRM .

“Dynamics CRM is a very
innovative tool,” says Du Toit, MD at
Mint. “It gives unrivalled insight into
your customers, while today’s big
data analytics trend is taking that
to a whole new level.” Social media,
even internal networks, is fertile
ground for customer relations
and modern CRM systems are
able to plug into those worlds for
useful feedback. It’s more than
just keeping customers happy:
tapping into these solutions can
produce leads and opportunities
for your business. Du Toit adds
that speed is paramount: “Ten
years ago, you could take a week
to respond to insights. Today, you
have to be far quicker and more
targeted to stay competitive.”
In fact, Microsoft CRM is just
one of a broad school of
relationship management tools,

all huddled under the banner of
xRM. Relationship Management
deployments can be used to
facilitate many groups: vendors,
channel partners, even your own
workforce. Enterprise Mobile
technologies, a Mint speciality,
have proven to be a major boon
to xRM systems, keeping a
moving workforce in touch with
company knowledge and vice
versa while on the road, at the
beach or in a coffee shop.
“An xRM solution gives a
360-degree view of your
preferred focus,” Du Toit says. “It
helps create a more agile business
model and lets you engage with
your relevant audience all the
time. And don’t forget that context
is CRITICAL. xRM/CRMs can create
context, real-time, so it’s a tool that
evolves well with a business.”
But while the benefits of an xRM/
CRM system are obvious, why
choose Microsoft Dynamics? As
mentioned, Mint has walked a long
road with Microsoft, gathering
numerous certifications and awards
along the way. A key reason Mint
prefers the Microsoft ecosystem is
because of its simplicity.
“Microsoft products plug into their
existing infrastructure with ease
and low change management
overheads. Most companies already
use Outlook, SharePoint and
Exchange, so a Microsoft Dynamics
CRM solution is a seamless addition.
Mint recently deployed such a
package to a company with over

10 000 workstations with massive
benefits to their business.”
Another advantage is Microsoft’s
robust licensing options such as
limited, full or professional on payas-you-go or on-premise CAPEX
models. Its CRM deployments
can also be very industry-specific:
many of Mint’s clients are
from the financial services and
pharmaceutical sectors. Through
Microsoft Dynamics, it can deliver
CRM solutions catered to the
strengths and demands of those
particular industries.
“IT has changed. Companies
don’t need a product. They need
a partner to help take advantage
of technology, respond quickly
and stay on top of issues such
as governance and security.
Mint takes this seriously – and
as such we’re the only South
African-owned ICT company
that is ISO 27001:2005-certified,
which is why we use Microsoft’s
implementations. They are
tried, tested and are constantly
being improved upon; Microsoft
constantly invests in its dynamic
technologies and Mint is very
happy to be a part of that journey.”

SEE VIDEO

Contact:
www.mint.co.za
011 856 4400
info@mint.co.za
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Editor’s
note
Despite using some of the more popular
social media channels, I’m pretty much
out of touch with the latest developments
here. In two minutes of downtime, I’ll
update my Twitter stream to see what’s
happening in the world, cyber-stalk old
university pals on LinkedIn, or check for
another 21 unusual pictures of global
landmarks on Facebook that someone
has reposted. But I think it’s fair to say I’m
not really an ‘active’ social media user.
However, I do understand and appreciate
the value social tools offer in giving
individuals and businesses a platform to
communicate, interact and engage. And
there’s no denying that, thanks to such
technologies, we’re truly experiencing
the next wave of harnessing the internet
to go beyond its digital boundaries and
shape the world.
One such manifestation of this shift in
societal power dynamics comes in what
Microsoft terms ‘the era of the customer’.
Spurred on by the voice social media
provides the consumer, Microsoft
asserts that companies are searching
for ways to improve the customer
experience and better service their
customers’ needs. It’s not just about
‘social’; the backdrop of a tough market
environment, where companies need
to be quicker and more agile to remain
relevant, can’t be ignored either.
In fact, the era of the customer
can perhaps best be viewed as the
combination of a bunch of factors.
‘Social’ and the market climate certainly
play significant parts, but the solutions
required to succeed in this era also draw
from a number of other computing
megatrends, namely cloud computing,
business intelligence and mobility.
Within this context, Microsoft’s
Dynamics family of CRM and ERP
solutions offers a vital platform that can

help businesses tackle this challenging
new environment.
In the pages of this Special Focus, you’ll
find out how Microsoft Dynamics not only
scales all the way from large corporates
to SMEs, but also how different flavours
are available for key market verticals, from
financial services, to retail, to public sector.
You’ll find insight into how this family of
solutions can act not only as the backbone
for business processes and project
delivery, but that it can also help in dealing
with the wealth of information created
through social platforms.
Happy reading.

Adrian Hinchcliffe
Editor
Special Focus | Microsoft | May 2014
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Zoaib Hoosen,
Microsoft South Africa

Paving the way for
an enhanced life era
Microsoft’s recent acquisitions and solution
innovations are all geared towards supporting
a future in which work, life and play are
substantially enriched through seamless
connectivity, access to life-enhancing data
and services and business innovation never
before possible, says Zoaib Hoosen, COO of
Microsoft South Africa.
May 2014 | Microsoft | Special Focus

Microsoft is planning ahead for the future,
and not just any future, but specifically
South Africa’s by aligning itself with five of
the NDP goals outlined by the government.
Story: Tracy Burrows | Photography: Karolina Komendera

What was once the realm of science fiction
is fast becoming a reality, Hoosen says. Now
consumer applications influence enterprise
applications; work and communications flow
uninterrupted across mobile phones, tablets,
laptops, PCs, TV screens and even wearable
devices. The end user’s life is simplified and
enriched through the ability to make sense of

Innovation

vast amounts of data, instant connectivity
to a world of information, and easy access
to services and solutions. “In some respects,
the future will see people almost stepping
back from technology. Thanks to the cloud,
the technology will be with them wherever
they go, in a commoditised fashion.”

Transforming Microsoft
Hoosen says this vision of the future has
prompted Microsoft to move from a focus
on software to a ‘bigger picture’ focus on
devices and cloud services. With this holistic
view, the computing giant is ensuring that
its solutions and strategies all support
seamless computing, uninterrupted access
and simplicity for end-users. While this is not
that far removed from Microsoft founder
Bill Gate’s original aim of democratising
computing, says Hoosen, this new vision
takes into account the staggering evolution
of technology and the possibilities for life and
work enhancement in future. It’s about helping
reimagine the enterprise, and stripping
away consumer fears of new technology, by
delivering advanced, secure, trusted solutions
with a familiar interface that simplifies
computing. It’s about delivering “a cloud for
everyone, one for every device,” he says.
Behind the scenes, however, highly
complex development is taking place.
Microsoft is focusing its acquisitions,
operations and development on integrated
systems and solutions that support this
new world of computing. In elaborating
on the company’s new single strategy last
year, Microsoft chief executive officer Satya
Nadella said: “If you think about what is
happening today with the proliferation of
devices and trends like bring your own device,
as well as bring your own application or SaaS
applications into the enterprise, perhaps the
toughest challenge for the IT professional is
to be both empowering the end user to be
able to do what they want to do, and at the
same time protecting the corporate asset.
And that challenge of being able to take a
people-centric approach and yet allowing the
IT professional to be a hero when it comes
to protecting the corporate asset is what we
want to step up to really do.
“So it’s this coming together that we refer
to as a cloud for everyone and every device.”

In some respects, the future will
see people almost stepping back from
technology. Thanks to the cloud, the
technology will be with them wherever
they go, in a commoditised fashion.
Zoaib Hoosen, Microsoft South Africa

Transforming business
Microsoft’s own transformation supports
the way it sees its customers having to
transform. Driven by a need for greater
agility and time to market, and new levels
of customer engagement, enterprises are
being challenged to deliver IT and service
innovation. Every business is now a digital
business and flexibility is key in this new
environment, says Hoosen.
This is why Microsoft addresses the
megatrends of cloud computing, business
intelligence, mobility and enterprise social
networking, delivering flexible solutions that
help enterprises harness the potential of
these new technologies.
With a ‘mobile first, cloud first’
approach, Microsoft is taking flexibility,
choice and value to enterprise, allowing
seamless and customisable optimisation of
cloud benefits.

Transforming society
Under the banner ‘Partnering to deliver
the future today’, Microsoft is working
to help address those shortfalls that
have seen South Africa slipping on world
competitiveness rankings.
However, Hoosen notes that the future
is not the same thing for everyone. “While
revolutionary technology may change lives
in years to come, for some in South Africa,
the future rests on something as simple as
getting a job,” he says.

Believing in realistic, sustainable
development initiatives, Microsoft has
aligned itself with five goals outlined in
the South African government’s National
Development Plan where it believes it can
have the greatest impact – empowering
youth, enterprise development, a safer South
Africa, improving service delivery and access,
and rural development.
Through initiatives such as a
R500 million, seven-year investment in
enterprise development, Microsoft is not
only empowering businesses to grow and
create jobs, but also building its own customer
base in the country, assuring sustainable
development. Its approach to local enterprise
development has won it accolades such
as the Oliver Award for Most Empowered
Multinational in South Africa. Microsoft
takes a similar approach to its significant
investments in other socio-economic and
development and environmental projects.
Its impact includes tens of thousands of jobs
created relating to the Microsoft ecosystem,
over 600 startups supported through Bizspark,
thousands of small businesses enabled with
technology and training, over 20 000 teachers
trained and over 400 000 students reached
through the Partners in Learning programme,
and over 32 000 teachers connected.
Microsoft is working with the public sector to
enhance policing, education and connectivity
across the country, and the 4Afrika initiative is
set to benefit millions across the continent.
Special Focus | Microsoft | May 2014
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Creating connected experiences
that make business sense

Business success is all about providing
the right kind of experience for
customers, employees and partners.
Doing so means transforming the way
a company designs its systems and
processes.

global PwC survey of the retail industry makes the point vividly:
consumer expectations are driving the next business model. If one
unpacks this insight, the implications for all industries are profound.
The basic point is that consumers are raising the bar for retailers. The
big game-changer has been the emergence of a new generation of
smart mobile devices - smartphones, tablets and everything in between
- a development that has created an empowered, increasingly techsavvy and demanding consumer. Consumers are using these devices
to search for information about products and services, and to make
purchases. They are also using them to voice dissatisfaction (more rarely
satisfaction) over social media channels. In short, the balance has shifted
towards the consumer.

Another key trend is that consumers are increasingly agnostic about
what channel they use to connect with retailers. Indeed, most use a
range of channels, for example, the internet via a mobile device to
compare prices and availability, a visit to a store to see the item and
a phone call to the contact centre for support. The buying cycle is
no longer one-dimensional or linear. Here’s the rub: consumers are
expecting a consistent experience across all channels. (See the box for a
quick snapshot of today’s consumer.)
The consumer challenge
“The challenge for retailers is that they still tend to think - and be
organised - in a very channel-specific way,” says Peter Stock, national
sales lead at PwC Exordia in South Africa. “For them to service today’s
consumers effectively, they need to integrate all their channels to
deliver a unified brand experience. In turn, this means designing and
implementing an integrated back-office operating model enabled by
agile, flexible technology.”
Stock adds that this general picture of the retail consumer can be
applied to other industries. Virtually every business sector - retail,
banking, wholesale, utilities, agriculture, logistics, to name the ones
on which PwC Exordia focuses - is facing the challenge of heightened
consumer expectations.

Snapshot of the modern digital customer

93 percent

use public search engines for initial information
discovery.

88 percent

see social channels as influential during the decisionmaking process.

60 percent

will use forums and discussion groups to inform
purchase decisions.

70 percent

say other consumers are their most trusted source of
information.

58 percent

publish their brand/product experience to ‘protect
others from a similar experience’.

In fact, it appears that just as consumers are becoming channel-agnostic,
expecting the same experience across multiple channels, so too are they
expecting the same quality of experience across industries. In today’s
consumer landscape, consumer expectations are being set in one
industry - very often the online pace-setters like Amazon - and applied to
all service providers.
The same thing is true when it comes to employees and business
partners, all of whom are developing their own expectations for
consistent service experience, seamless collaboration and flexibility. Sirius
Decisions, a leading global B2B research and advisory firm, states that 70
percent of the buying process in a complex B2B sale is already complete
before prospects are willing to engage with a live sales person, a clear
indication of the need for a company to be offering a well-engineered
customer experience to all its customers and business partners.
Designing systems to deliver
“Delivering the right kind of experience to customers, employees or
business partners means different things in different industries, but the
pressure on companies’ systems and business process architecture is
constant,” Stock says.

The other important reason for using Microsoft Dynamics, says Stock, is
the ability to scale a particular solution to cover different user segments.
For example, installing a service management solution for five internal
users can, at the right time, be rolled out to 30 frontline staff members
who can use it to better service customers.
And, in due course, the bare-bones service management solution can be
backed up by integrating the appropriate back-office financial solutions.
“It’s all about having a set of puzzle pieces that one can deploy as needed
to create a total, industry-specific solution that meets client needs - the
Microsoft Dynamics Platform helps us to achieve that,” Stock concludes.

For that reason, Stock says PwC has adopted an industry-specific approach
through its Technology Solutions Delivery Division, PwC Exordia. PwC
Exordia creates a range of solutions based on Microsoft Dynamics AX, as
well as Microsoft Dynamics CRM and Microsoft SharePoint.
“We’ve found that our clients no longer have the risk appetite for the bigbang, all-or-nothing implementations that were associated with the old
Tier 1 enterprise resource planning vendors,” Stock observes. “Today, the
focus is much more likely to be on solving a specific burning issue, but
with a long-term goal in mind. The Dynamics Platform allows us to adopt
a modular approach within a broader strategic trajectory. The old ‘openheart surgery’ approach is dead and gone.”

Contact details
www.exordia.co.za | 0860 123 321 | sales@exordia.co.za
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On the back of Microsoft’s holistic
approach to enterprise solutions and
$10 billion per annum investment in R&D,
Dynamics is seeing strong uptake.
Story: Tracy Burrows | Photography: Mzu Nhlabati

Dynamics - roadmap

Microsoft’s emerging line, Microsoft
Dynamics, is eating into ERP and CRM market
share, showing significantly stronger-thanaverage growth rates, says Kethan Parbhoo,
head of Microsoft’s Dynamics business in
South Africa.
On the back of Microsoft’s new, holistic
approach to enterprise solutions and massive
$10 billion per annum investment in R&D,
Microsoft Dynamics is seeing strong uptake
of both its on-premise and cloud offerings
among major enterprises globally and in
South Africa.
Says Parbhoo: “We’ve been growing
at four times the market rate for this past
year, meaning we’re taking share away from
entrenched traditional players in both ERP
and CRM. Microsoft Dynamics CRM is present
in most of the large financial institutions
in South Africa, while Microsoft Dynamics
GP is used in some of the world’s large
manufacturing sites, Dynamics NAV has some
of the strongest retail apparel brands and AX
has a strong presence in retail, manufacturing
and distribution,” he says.
Microsoft South Africa is focusing its
efforts on sustaining this phenomenal
growth. “We’re growing our partner channel,
recruiting new partners to complement
our existing base across AX, GP, NAV and
CRM and developing some of our more
established partners. We’re also investing
resources in Microsoft Consulting Services
to support our partners and customers in
the Dynamics portfolio with local skills. The
Dynamics team in South Africa has grown by
30 percent over the last year,” he says.
In the era of the customer, CRM is

no longer enough to keep a business
competitive. Now enterprises need to look to
extended relationship management (XRM),
says Parbhoo.

Get ready for XRM
“Companies are actively seeking ways to
improve the customer experience as they
transform their business environment. Doing
so requires better management of customer
feedback, a greater understanding of the
competition, faster time to market and
more empowered staff. Enterprises need
to respond faster, become more agile and
harness opportunities presented by new
technology trends,” he says.
“Numerous opportunities are being
presented by the four megatrends: cloud

computing, business intelligence, mobility
and enterprise social networking,” says
Parbhoo. “Customers want to harness these
trends. They want a platform that allows
them to deliver targeted content to their
customers, to access legacy information, to
share leads and information. XRM is the new
CRM driver – it encompasses any process you
need to manage what affects customers.”
Achieving XRM starts with harnessing
and understanding data and extending
interactions across multiple channels,
including social media, he says. However,
adding various new solutions in a bid to
manage new customer expectations can
present something of a challenge,
as employees grapple with multiple tools
and interfaces in a bid to track market

Numerous opportunities are being
presented by the four megatrends: cloud
computing, business intelligence, mobility
and enterprise social networking.
Kethan Parbhoo, Microsoft South Africa
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Boost Your Company’s

FINANCIAL HEALTH
with Microsoft Dynamics

Put Your
DATA TO WORK
Turn reams of data into relevant
information, and help your people take
fast, profitable action with powerful yet
simple-to-use financial management tools.

Make Managing Your
FINANCES A BREEZE
Take the chaos out of closing the
books—with greater control and insight,
you can be confident your financial facts
and figures are in order.

Use the Power
of the Cloud
ON YOUR TERMS
Spend less on software and system
maintenance—giving users more
flexibility and putting yourself in control
of what’s best for your business.

GET THE MOST
out of your money
Manage your cash flow with the most
accurate picture of your funds—from deposits
and debits to reconciliations and receivables.

Adapt to
REGULATORY
REQUIREMENTS
Be accountable, be adaptable, and be
ready—so when regulations change, you can
be compliant without busting your budget.

Dynamics - roadmap

changes, understand customer needs, and
strategise accordingly.
Microsoft Dynamics CRM and ERP
solutions have been designed to meet
the demands of this challenging new
environment, says Parbhoo.
Scaling all the way from large corporates
to SMEs, through cloud-based offerings,
Dynamics solutions under the ERP banner
include: AX for public sector, manufacturing,
distribution, retail and services (enterprise);
NAV for retail, manufacturing and distribution
(mid-market to small enterprise); and GP for
manufacturing and financial services (midmarket to small enterprise). Dynamics CRM on
premise is scalable from two users to 100 000.

Microsoft has the advantage that it
plays across so many sectors, and we can
therefore offer seamless integration, and
reduce cost and complexity.
Kethan Parbhoo, Microsoft South Africa

Agility and integration
The Dynamics family has been designed to
support speed and agility on every level,
including the important user interface.
“Keeping it simple and familiar makes
it possible for employees to get to the
information they need faster, and ultimately
be more productive,” he notes.
Another reason for Dynamics’ growing
success is the fact that it’s easy to integrate
with other BI and ERP solutions. Many large
enterprises have invested heavily in a long
SAP rollout, he notes. With SAP in the core,
Dynamics can easily integrate at branch level.
Local channel partners are also developing
locally relevant solutions, often fitted to
key market verticals. In line with the drive to
harness social media, Microsoft’s alliance with
social intelligence provider InsideView has
resulted in real-time company and contact
information from 30 000 sources embedded
into Microsoft Dynamics CRM, helping
marketing, sales and account management
professionals to engage more effectively with
prospects and to better secure deals.
A key factor in the success of Microsoft
Dynamics is cost – Microsoft claims Dynamics

can provide a total cost of ownership far
better than its competitors, due to the fact
that it offers intellectual property customised
for specific industries, a well-established
partner channel, and it leverages off the
Microsoft product portfolio including SQL,
Windows, Office, Sharepoint, Yammer and
Lync – which all integrate out of the box.
“Microsoft has the advantage that it plays
across so many sectors, and we can therefore
offer seamless integration and reduce cost
and complexity. Dynamics collaborates
closely with the entire Microsoft team to
ensure it works with the whole stack. This
almost modular approach reduces complexity
and speeds up implementation. With
one-vendor support and easy integration,
managing the entire ecosystem is simplified.
“With Dynamics, customers benefit
from innovation that delivers real business
value. Dynamics leverages Microsoft’s
investment for its other products and the
fact that across all of our products, we have

roadmaps with investments aligned to them
to support our technologies, creating a
vision our customer can buy into. They know
Microsoft Dynamics will still be around in
five to ten years, while smaller competitors
may have been acquired or consolidated by
then. Our customers are not just buying into
Dynamics, they are buying into end-to-end
Microsoft solutions – from the desktop to
ERP, devices and services and support. No
other vendor can offer that.”
Special Focus | Microsoft | May 2014
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Microsoft has aligned its focus with the four
key megatrends revolutionising global ICT
today – cloud, social, mobility and big data.
Story: Tracy Burrows | Photography: Karolina Komendera

Megatrends

Gartner calls it ‘the nexus of forces’ – the
convergence and mutual reinforcement
of four interdependent trends: social
interaction, mobility, cloud, and
information.
IDC research shows that spending
on public IT cloud services will pass $107
billion by 2017. By 2017, IDC expects public
IT cloud services to drive 17 percent of the
IT product spending and nearly half of all
growth across five technology categories:
applications, system infrastructure software,
Platform as a Service (PaaS), servers, and
basic services. However, IDC notes that
cloud should not be seen as a standalone
phenomenon in the IT market, but rather as a
core ingredient of a larger transformation of
the IT industry. And the big data technology
and services market will grow at a 27 percent
compound annual growth rate (CAGR) to
$32.4 billion through 2017 – or at about
six times the growth rate of the overall
ICT market, says IDC. Mobility and social
interaction, with their untapped potential
and vast ecosystems, are possibly too vast an
arena to cover in a single market forecast. But
global consensus is that cloud, social, mobility
and big data are changing computing, and
with it, the way enterprises are managed and
deliver services.
Cloud underpins a great deal of this
change, says Zoaib Hoosen, COO of Microsoft
South Africa. With 80 percent of new apps to
be delivered and deployed through the cloud
in future, and the majority of the world’s CIOs
aggressively embracing cloud computing,
Microsoft’s solutions are now delivered
across multiple cloud-based models. In
South Africa, where many enterprises are still
cautious about cloud computing, the ability
to scale and move workloads in and out of
Microsoft secure clouds or make use of any
number of cloud/on premise configurations
makes entering the world of cloud computing
more palatable.

Global perspective
Kevin Turner, Microsoft chief operating
officer, told Cebit last year that the numberone cloud adoption Microsoft sees continues
to be in the hybrid cloud. “The ability to have
some bits of data for some sets of users that
customers want to manage and control,

Now, complaints or likes in the
social realm are brought into enterprise
applications and managed seamlessly.
Kethan Parbhoo, Microsoft South Africa

and the ability for them to have some bits of
data for other sets of users that they don’t
want to manage, and run that seamlessly
is something we can provide and provide
very uniquely. We’ve got market-leading
and comprehensive cloud product solutions
and services in market today, and it’s the
fastest growing part of our entire business
at Microsoft. We have an enterprise-grade
cloud, the ability to have globally redundant
datacentres. We’ve got over 2 000 people
in our infrastructure and operations division
alone that manage hundreds of millions of
seats and services around the world. And that
datacentre footprint means we have the right
capacity at the right time at the right location
around the globe and the ability for us to
monitor the network 24/7, 365 days a year.”
Social is increasingly integrated into
enterprise operations, with over 85 percent
of the Fortune 500 companies Microsoft
tracks actively deploying social solutions for
the enterprise. The new releases of Exchange
and SharePoint have feeds built into them to
help enterprises leverage Facebook, Twitter
and LinkedIn information. Skype to Lync
integration, Yammer and Dynamics CRM’s
ability to tap into social are among the moves
Microsoft is making to enable customers
to capitalise on the social wave. With social
media an increasingly critical source of
enterprise information, the acquisition of
Netbreeze last year has allowed Microsoft to
bring social media monitoring and analytics
seamlessly into Dynamics CRM. “So now,
complaints or likes in the social realm are

brought into enterprise applications and
managed seamlessly,” says Kethan Parbhoo,
Head of Microsoft’s Dynamics business in
South Africa.
As the mobile wave shows no signs of
abating, Microsoft says Office provides an
exceptional experience across all mobile
platforms, so that users have the same,
seamless and familiar experience across all
the screens in their lives – from phone to
tablet, laptop, PC and smart TV.
Hoosen says Microsoft also sees a key fifth
megatrend emerging: “It’s about touch,” he
says. User interfaces are moving away from
the keyboard into a new, more natural way of
interacting with technology. As technology
becomes ubiquitous, touch and voice will
increasingly be the way users will interact with
it. From the advent of Windows 8, Microsoft
has also focused its efforts on supporting this
future demand for more natural methods of
using technology,” he says.
Special Focus | Microsoft | May 2014
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Finding the
sweet spot
“How do we become more open and
available to our customers, and give them
more value-added services through multiple
channels, while at the same time ensuring
everything is totally secure?”
This, says Microsoft Dynamics CRM sales
professional Adnan Theba, is the fundamental
question lying at the heart of any bank’s
customer service strategy. These concerns
apply not only to the High Street banks, but to
all kinds of financial services providers. Theba
refers to this as the ‘open vs secure’ conundrum.
May 2014 | Microsoft | Special Focus

Microsoft Dynamics enables financial
institutions to be accessible everywhere,
at anytime, while never compromising on
tight security.
Story: DJ Glazier | Photography: Mzu Nhlabati

Imagine the scenario of a bank with
millions of customers. At any given moment
in the day, cards are being swiped at shops
in every corner of the country, customers are
walking into branches, logging on to online
banking, sending in tweets, phoning the
call centre – the list goes on. Information is
flooding in from every touch-point, piling up
into a giant mass – unstructured and noisy.
How does the bank keep pace with this
flood of information? How does it make the
most of all the transactional information?

Financial services

How does it provide customers with a
more personalised service, and not treat
them like strangers every time they interact
on a new channel?

The pursuit of happiness
The answer lies in the combination of
people and masses of intellectual property
that banks have built around how to
manage this and Dynamics CRM 2013 is the
solution that can help them realise it. Simply
put, Dynamics enables a financial institution
to make its customers happy. It enables
easy, more relevant customer experiences.
Ultimately, it enables the holy grail: a happy
customer who spreads a positive message.
Though it’s a simple goal, it may be a
long journey to get there. The starting point,
Theba says, is ensuring buy-in and adoption
internally, at every level, and across the entire
organisation. Boasting a revamped interface
in 2013, Dyamics prides itself on being not
only easy to learn and easy to use, but also
fun to work with. The tools are intuitive
and friendly, and simplify the lives of staff
members, he notes.
As the user gets more comfortable with
the tools, they will start delving deeper into
all the possibilities that it enables – powering
better collaboration between the teams, and
sharper customer insights.
Kethan Parbhoo, head of Microsoft’s
Dynamics business in South Africa, notes
that Dynamics CRM leans on the experience
Microsoft has amassed during engagements
with financial companies from all over the
world. “We’ve given clients a set of starter kits
based on best practices that allow banks to
still make the processes locally relevant and
brand-specific. Processes such as client onboarding, query-handling, sales, and so on.”
The key, he adds, is to connect the global
best practice, with the localised requirements.
Any approach to CRM needs to fit with

Mint deploys Dynamics
into the Nedbank
environment
Carel du Toit, managing director of Mint, says
that with a multitude of platforms to choose from,
Nedbank opted for Dynamics CRM. The benefits
achieved were:

We’ve taken a set of best-practice
processes and given clients the benchmark
to manage every aspect of the client
interactions – on-boarding, queryhandling, sales, and so on.
Kethan Parbhoo, Microsoft South Africa

the South African market and regulatory
framework, as well as resonating with the
brand image and values on which the
individual company bases its business.

Complex ecosystems
Having the right network of implementation
partners is crucial to the success of ‘localising
the product’. A good example of this is
found in Liquid CRM’s recent integration of
Dynamics into a number of operating units
of a financial services giant that provides a
wide range of services in 34 countries. MD of
Liquid CRM, Roger Strain, says Dynamics CRM
has allowed the financial services provider
to make the fundamental shift from being
product-centric, to customer-centric. Several
of the company’s business units are now
benefitting from having immediate visibility
of all recent interactions with a given client, as
well as details on their broker.
“Being able to build a holistic view of
the customer like this becomes a very
potent relationship and stakeholder
management tool,” says Strain. He adds
that the implementation – though still in its
early phases – is showing definable impact
in the areas of sales, customer retention and
service levels.

Referring to the banking space, Parbhoo
says Microsoft recognises the dramatic
evolution happening to the industry. “In
terms of physical presences, banks are
moving towards a more retail-like experience
– they’re becoming more innovative, agile
and responsive to new customer needs that
are essentially being driven from outside the
financial services sector.”
The new areas of growth are things like
concierge services, rewards and benefits
programmes, and smartphone and tablet
deals. All these developments mean a far
richer customer experience that goes beyond
core banking, but also ushers in a whole new
world of complexity, he argues. In order to
manage the growing ecosystem of rewards
and incentive programme partners, services
like Dynamics become increasingly important.
The ultimate goal, says Theba, is to take
all of this customer data – the transactional
information, the social media sentiment, the
call centre reports, and so on – and transform
it into a new way of serving customers.
The future will be tailor-made banking and
financial services, serving an audience of
one. Sophisticated, constantly-updated tools
like Microsoft Dynamics will be central to
achieving this vision, he concludes.

• Intuitive user experience: Dynamics looks and works like any common Microsoft application, says Du Toit. The
familiarity of the interface has driven user adoption and ensured that the anticipated ROI objectives were met.
• Total cost of ownership: Coupled with the intuitive user experience, the flexibility of Nedbank’s Enterprise
Agreement with Microsoft meant the value proposition posed was significantly better than those of any other
product in the market.
• Flexibility: The bank was able to create a ‘Common Primary Platform’ for Leads Management and Case
Management. The primary platform’s features, functions and processes can be disseminated based on the
specific requirements for each Nedbank subsidiary and their specific user roles. So, the primary platform
was built to cater for the group as a whole, but features, processes and fields are disseminated based on the
subsidiary business unit’s requirements.
• Support: An important business driver for selecting the platform is the availability of partners capable of
assisting the bank with its needs. The Microsoft Dynamics CRM partner landscape locally is significant,
probably more so than any other CRM vendor’s, and this knowledge provides the technical decision-makers
with peace of mind that their solution will always be supported.

Special Focus | Microsoft | May 2014
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Lucy Ehlers,
Microsoft South Africa

Building for
tomorrow
Globalisation, integration, collaboration,
convergence and sustainability – these
are more than buzzwords. They’re
serious issues that manufacturers have
to overcome in order to succeed in an
increasingly competitive market. CRM
and ERP solutions are leading the way in
providing the industry with scalable and
flexible architectures that can be tailored to
meet varied requirements.
May 2014 | Microsoft | Special Focus

The manufacturing sector is facing a
mercurial and competitive future that
demands it invest in technology that will
make it agile and sustainable.
Story: Tamsin Oxford | Photography: Mzu Nhlabati

“Manufacturers need visibility to monitor
and respond to risks, otherwise they will miss
out on opportunities for growing and gaining
more market share,” says Lucy Ehlers, sales
solution professional, Microsoft Dynamics ERP.
“They also need to be able to change business
requirements to give stakeholders more
visibility, especially with global operations, and
to streamline costs. Those that are unable to
give their customers more socially connected

Manufacturing

solutions as well as competitive products will
lose out to those that can.”

Challenges the industry faces
One of the leading trends in the
manufacturing industry is how much more
connected and informed the customer
has become. The internet has given them
the power to access data, see immediately
what’s available on the marketplace and
compare feature points at a faster rate.
“This trend has seen manufacturers
change the way they operate so they can keep
up with customer demand, and many are
manufacturing spare parts with final assembly
based on customer orders,” says Derek
Sargent, solutions architect: Manufacturing
Solutions, AccTech. “It’s a fundamental shift and
those manufacturers that haven’t been able to
do this seamlessly and efficiently have suffered,
and some have fallen by the wayside.”
Ehlers also points out that increasing
legislation changes facing the manufacturing
industry are a very real challenge.
“If you think of mining, they work across a
supply chain and need to look at hazardous
chemicals, manage any environmental impact
and ensure it’s safely stored,” she says. “A
robust CRM and ERP solution will ensure
these businesses are working according to
sustainability and safety regulations and give
them visibility where they need it most.”
Cost is another issue. A high degree
of competition is coming from large
manufacturers in countries such as China,
which has affected the South African market.
“Many Cape Town clothing and knitwear
manufacturers have been hit by this price
pressure and the industries challenged will
never be able to match the pricing of the huge
volumes produced by China,” says Sargent.
“If you go back to what the customer wants,
manufacturers with strong visibility and
flexibility are more reactive and can offer what
the client wants and charge a premium for the
service.”
Globalisation brings its own issues to the
table, introducing changing demographics
across a global market, increased demand
for sustainability, as well as expansion into
new markets that need new ways of working.
This asks that the business have superior
collaboration and communication systems
in place to make the most of the challenges
and adapt to different languages and cultural
requirements. It’s a giddy bag of threats

The major advantages of advanced
CRM and ERP solutions, if they’re
implemented correctly, are flexibility and
visibility.
Derek Sargent, AccTech

Why Microsoft?
Microsoft AX 2012 is a versatile ERP and CRM solution that has got a strong following thanks to its integration
across all areas of the business. AX 2102 Release 3, due out in the second quarter of 2014, builds on its original
qualities but adds in extended warehouse management capability as well as an enhanced transport management
feature. It increases the innovation levels by connecting employees and customers and suppliers through an
integrated solution with robust collaboration tools that use social content and media to connect the entire supply
chain for increased visibility and efficiency. Every stakeholder can then understand their requirements and adapt
and innovate with greater speed and flexibility.

and challenges, but fortunately there is
technology for that.

Technology as a solution
“A robust CRM and ERP implementation
can tackle many of the problems around
globalisation and market threats. A global
company can get multi-site control from
a single head office that can see each
subsidiary or branch, how they are doing
in their environment and offer a view of
the company as a whole,” says Ehlers. “It
can provide global insight into planning
and operational capabilities and deliver a
consolidated view that can help improve
efficiencies and drive down costs.”
Through this technology, this industry
has seen improvements in functionality,
processes and logistics on a number of levels
ranging from RFID barcode monitoring
systems to backward and forward integration
into their supply chains and into their
distribution networks.
“The major advantages of advanced CRM
and ERP solutions, if they’re implemented

correctly, are flexibility and visibility, which
are sorely needed,” says Sargent. “CRM
allows collaboration in an organisation,
improved customer communications, more
effective management of the supply chain
and improved visibility of information within
the system.”
Customer demands and changes in
the manufacturing environment, from
factory downtime to production planning,
can all be monitored and controlled
through a rich CRM and ERP solution. It
can also engage staff, boost productivity
and attract talented employees as well
as offer actionable insights and business
intelligence for improved customer
response times and proactivity.
“Driving these efficiencies is vital as
customers are more demanding and under
their own financial pressures,” says Ehlers.
“Customers want solutions that are tailor-made
to suit each one of their needs and we have
made manufacturing our focus – the solutions
we have allow this industry to overcome the
threats and turn them into opportunities.”
Special Focus | Microsoft | May 2014
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Lucy Ehlers,
Microsoft South Africa

Retail’s future:
personalised,
predictive, intuitive
While the classic tenets of the retail industry
still hold true in 2014, new technology in the
areas of mobility, big data, social media and
the cloud is changing the game for everyone
involved – from retail executives, to front-line
and shop-floor staff, suppliers and partners,
and, most importantly, the customer.
Without strong, centralised systems to
keep on top of all of this, the retailer ends up
sewing new channels and value-adds into the
customer experience – ultimately creating
a patchwork quilt of disparate and varied
May 2014 | Microsoft | Special Focus

In the future, South Africa’s retailers
will live or die based on the quality of
their omni-channel strategy. Satisfying
customer demands across all channels
will require sophisticated technology.
Story: DJ Glazier | Photography: Mzu Nhlabati

experiences across each channel, with no
unified brand experience.
The new face of retail is ‘omni-channel’
– where physical and virtual channels are
seamlessly presented to create enhanced,
personalised experiences to the customer at
every stage in their purchasing journey.
Microsoft’s sales professional for
Dynamics ERP, Lucy Ehlers, believes that in
South Africa, we’re on the cusp of a truly
omni-channel retail environment. Consumers
are becoming ever more comfortable with

Retail

purchasing online, and researching and
price-checking from smartphones and
tablets – often while standing on a retailer’s
shop floor.
Today’s consumer is cost-conscious, techsavvy and willing to switch brand loyalties
at the drop of a hat. So, providing the very
best customer experience – regardless of the
type of retail industry one is in – becomes an
absolute necessity, she says.

Getting personal
Ehlers notes that providing the kind of
personalised, hassle-free and intuitive
experience that customers demand, requires
a complex interlinking of retailer systems.
The Microsoft Dynamics ERP solution,
she says, is “trimmed to fit perfectly into a
specific retailer’s environment – connecting
point-of-sale, store operations, merchandising,
e-commerce, call centres, marketing, customer
care and financial management.”
Simply put, Microsoft Dynamics CRM
and ERP reduces complexity for retailers.
These tools optimise every aspect of the
retailer’s internal operations, allowing
them to focus on what matters most:
empowering their employees, providing
unique experiences to customers, and
delivering on their brand promises.
“Dynamics delivers the customer insights
that retailers so desperately need, giving them
a better understanding of the strong points
in their operations, the weak points, and the
opportunities they may be missing,” she says.
One area of huge opportunity is the
emerging field of big data. Dynamics allows
retailers to better track customer behaviour
– down to the individual level. “This enables
clearer segmentation, a more tailored and
targeted approach, and even the beginnings
of predictive sales,” Ehlers says.
This personalisation can be something as
simple as dynamically rendering a newsletter
to feature a red jacket for Bill (who recently
purchased a red item of clothing), but when
Jane gets the same newsletter, she sees a
blue jacket.
“We’re still only really scratching the
surface when it comes to understanding all
of the doors big data will start opening for
retailers,” she says.
Dynamics ERP also has significant benefits
to staff within the retail environment, notes
Ehlers. “Sales assistants on the floor can be
empowered with comprehensive product
information at their fingertips. We want to
ensure that from a tablet device, the staff
member can pull up all the information that

Dynamics ERP is trimmed to fit
perfectly into the retailer’s environment –
connecting point-of-sale, store operations,
merchandising, e-commerce, call centres,
marketing, customer care and financial
management.
Lucy Ehlers, Microsoft South Africa

Where we’re heading
The retail experience of the future will likely
make use of the following innovations:

•
•
•
•
•
•

Self-checkout systems
Price-check devices and services in-store
Payment via cellphones (tap ‘n go, mobile wallets, etc.)
Location-based services and promotions
Fully-enabled smartphone and tablet shopping
More personalisation (e.g. engraving, selecting from a
range of designs, colours etc.)
• Social media sentiment will inform stock decisions

he needs at any point, to give the customer
the most informed, useful service possible.”

Many steps ahead
Jeffrey Mann, MD at Just Dynamics Software
Solutions, believes wholeheartedly in the
power of Microsoft Dynamics ERP solutions.
Everything, from the name of his company,
to its singular focus on this product suite,
lives and breathes Dynamics.
Just Dynamics was in fact one of the first
South African companies to start providing
what was then the precursor to Microsoft
Dynamics NAV – known as Navision. “Since
Microsoft has taken over the development
and evolution of the product, we’ve seen a
significant investment,” he notes, describing
how it has grown into the powerful engine it
is today.
Mann points to the strong integration into
the rest of the Microsoft stack, leveraging the
likes of SharePoint, Office and SQL, whether
on premise or in the cloud, to make Dynamics
ERP a more compelling value proposition than
its peers that stand alone, disconnected.
“Microsoft also has a clear, published
roadmap for the next few years. Very few
other suppliers can commit to that – so it
gives our clients a huge amount of confidence
and peace-of-mind,” he says.

Mann and his team have recently
completed a large-scale Dynamics NAV
deployment in retail chain Stuttafords –
extending Dynamics’ use from merely the
finance function, to the whole gambit of
merchandising and stock management
through to the Point of Sale in the store.
“Stuttafords began with very disparate
systems, updated in a batch format and not
in real-time, so it became difficult to get an
accurate and centralised view over what was
happening in their stores across the country.
“Following the implementation,
Stuttafords executives have far better
visibility and control over the 190 points
of presence,” Mann says. “They can decide
which items to push centrally out to the
regions, they can build an accurate real-time
picture over the operations, and extract
whatever information they need – plugging
it all into sophisticated BI tools.”
The Stuttafords example perfectly
illustrates the power of Dynamics, notes
Microsoft’s Ehlers. She points to the
roadmap of product enhancements in the
pipeline, and says that once a retailer gets
into the Dynamics ‘fast lane’, it will continue
accelerating and breaking further away from
its peers, as technology takes an ever-more
central role in retailing.
Special Focus | Microsoft | May 2014
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Microsoft Services
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Surveying the sales
pipeline

Running a sales and delivery pipeline
blindly can incur huge costs for firms in
professional services, engineering and
construction. Implementing integrated
CRM and ERP can close the opportunitysales-delivery-support loop and give a
sharp view of what’s going on.
Story: Therese van Wyk | Photography: Mzu Nhlabati

Delivering complex projects gets more
interesting every day. Professional services
firms still have to manage cost – knowing
that the right people are on the right project,
where expenses are generated, where overruns
happen, where the delays are that cause
overruns. Time management, complete and on
time billing are critical.
Engineering and construction firms
have to do all that and also time physical
May 2014 | Microsoft | Special Focus

delivery of materials on-site, manage the
consequences of every upstream problem
in their supply chains, or pay eye-watering
penalties for running late on projects. Now
these firms face new pressures.

Pipeline basics
Customers of professional services firms are
driving costs down, forcing lower margins.
Customers now require projects spanning

Professional services

several countries, time zones and operating
divisions. Increasingly, every staff member
in their position as trusted advisor with the
customer can be expected to identify sales
opportunities, but these can easily get lost
before the sales department follows up.
Consulting, engineering and construction
firms find the South African market
more saturated and their local old-boy
relationships less relevant in the rest of Africa,
forcing a steep learning curve in new business
development.
The need to mitigate increasing risk on
large, complex projects nudges firms towards
something other industries have grappled
with longer: pipeline management for
opportunities, sales and delivery, integrated
with customer and vendor relationship
management. Typically, a firm implements
CRM and ERP solutions to accomplish this.

From blind to visibility
Without pipeline management says Bruce
Nicholson, Dynamics architect at Microsoft
Services, “you end up blind in a way, not really
knowing what’s going on in the business.”
Once CRM and ERP are in place, however,
it becomes possible to have a single view of
the customer and the business.
“I can understand my sales pipeline and
project delivery pipeline together. Now I have
visibility and I can make good decisions. I know
what demand can mean to my business and
how I need to build up to deliver. Maybe a lot
of projects are coming to an end and I need
to ramp up selling. Consultants at clients
can easily capture sales opportunities, which
the sales department can follow up on. New
opportunities can start feeding the engine
again and I don’t have a lot of people sitting on
the bench,” says Nicholson.
The single view of the business becomes
sharper, says Glenda Miles, partner sales
executive at Microsoft.
“I can see who I can assign to what project
when. With scarce skills that cost a fortune,
you can move the right expert to the right
project at the right time and communicate to
the customer when you can accommodate
them,” says Miles.
Even better, modern ERP solutions provide
the view that extends to work-in-progress
billing: accurately knowing how many hours
have been worked but not billed yet, crucial
to managing the customer relationship
and avoiding possible disputes. Good

Without pipeline management, you end
up blind in a way, not really knowing what’s
going on in the business.
Bruce Nicholson, Microsoft South Africa

Apps closing the loop
Firms can manage their interactions with their customers, their suppliers and their opportunities effectively with
Microsoft Dynamics CRM. This solution encompasses the entire customer care and supplier management, sales
capturing on mobile devices, sales team and real-time sales pipeline management, and marketing planning,
automation and pipeline management.
On the ERP front, Microsoft Dynamics AX (Axapta) delivers capabilities to manage financials, human capital,
projects and project accounting, supply chains, business intelligence and reporting.
Microsoft Dynamics CRM and ERP solutions are enterprise grade solutions and with built-in integration between
Microsoft CRM and AX limits implementation costs and makes the combination affordable to small and medium
enterprises. Organisations with existing head-office SAP ERP implementation or similar can add Dynamics AX to
connect satellite offices and branches and sync sales data back to head office.

management of work-in-progress can be an
early warning of problems on a project, which
enables proactive management on a project
as opposed to reactive management.

the cheapest or the highest-rated for BBBEE?
CRM lets me add relational history with a
vendor, tracking conversations and issues
we’ve had on service delivery in the past.”

Timing on-site delivery

Signing new business

When an engineering or construction firm
builds a mine or a sports stadium, the real
constraint is delivery of materials, says Shaun
Dale, MD at Enterprise Cloud, a Microsoft
Dynamics partner.
“I know of projects that have tanked in the
tens of millions of rand because cable could
not be delivered on time and they had to
bring it in from India,” says Dale.
A well-implemented ERP solution can help
answer a key question, he adds. “Have we
ordered the right equipment and materials
to arrive on site at the right time, so that our
guys can get going building on that project?”
Dale adds that CRM helps answer another
key question: “Which vendor is the best
to deliver critical materials for the project
according to his track record, even if he isn’t

CRM is invaluable when looking for new
customers in new regions. An engineering
firm can figure out how many stakeholders
a project really has (including the supply
chain), then leverage these contacts to
create opportunity and also turn cold sales
calls into warm ones. When a customer
engagement comes to an end, it’s easy to set
a reminder to follow up in two years’ time for
new opportunities. CRM contacts can also
be leveraged to start cross- and up-selling
complimentary and value-added services.
Managing opportunity and delivery
pipelines can be significantly improved
by implementing both CRM and ERP. The
visibility this brings can enable better
informed decisions and improved focus on
new business development.
Special Focus | Microsoft | May 2014
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Technology to
transform the public
sector
Whether customer or citizen-facing
organisations like it or not, we are moving into
the era of the customer. This means private
and public sector entities alike need to focus
more strongly on improving the customer
or citizen experience and servicing the
customers’ needs.
This new focus is creating a transformation
in the business environment, with
organisations seeking to be quicker and more
agile, in order to remain relevant to their
customers. From a public sector perspective,
however, in order to effectively transform in
this manner, there are numerous challenges
that must first be overcome.
According to Peter Stock, national sales
lead at PwC Exordia, these challenges include
May 2014 | Microsoft | Special Focus

The spotlight is firmly on customer service,
with automation as a key driver.
Story: Rodney WeidemanN | Photography: Karolina Komendera

issues such as a lack of finance function
effectiveness, problems around revenue
enhancement and inaccurate billing, cashflow
problems and cost management issues.
“Public sector organisations also need
to resolve challenges around supply chain
and contract management, the difficulty in
reporting to multiple stakeholders, and issues
around management reporting, business
intelligence and decision support. They also face
performance reporting and potential challenges
both with year-end closure and financial
statements, as well as the reportback and
visibility around grants management,” he says.
Piers Matthews, solutions strategist at
nVisionIT, adds that with such a strong focus
on service delivery, it’s unsurprising that

Public sector

the primary challenge here is a lack of coordinated processes and systems to execute
service effectively.
“Challenges are not related to lack of
funding, staff commitment or even effective
policies and regulations, but rather to weak
co-ordination between processes, people and
systems that support service delivery,” he says.
“More crucially, an overreliance on
manual human intervention in day-to-day
trivial processes – which could easily be
driven through automation – results in office
workers focusing on the menial tasks and
neglecting true client servicing.”

Government departments and
municipalities can use flexible, cloudbased technologies to embrace the four
megatrends of cloud, mobility, social
media, and big data.
Ashley Sanichar, Microsoft South Africa

The technology response
Matthews says that appropriate technology,
used at the right levels, will improve turnaround
and accuracy. With the right technology and
processes, gains can be realised within months
of production enablement.
“The key is to identify where processes
are typically going wrong, outline where
automation and tracking can assist and foster
the internal perception that citizen servicing
is the primary organisational driver.”
Jaco van Zyl, Dynamics CRM SSP at
Microsoft South Africa, suggests that a
vendor management solution with supplier
information and competencies will solve many
of the challenges faced by the public sector.
“A solution like this is designed to monitor
the tender process and manage vendor
rotation, as well as contributing to making
the procurement process more open, while
creating an audit trail. With the addition of a
30-Day Invoice Tracking solution, public sector
entities can also ensure that vendors get paid
on time. Solutions like these have been localised
for the South African market and are available
on the Dynamics CRM platform,” he says.
Ashley Sanichar, industry solutions lead
for public sector at Microsoft South Africa,
adds that government departments and
municipalities can also use flexible, cloudbased technologies to tackle these challenges
and to embrace the four megatrends of
cloud, mobility, social media, and big data.

A new system
Stock points out that Microsoft’s CityNext
initiative is ideal for assisting governments
– as well as citizens and businesses – to
transform their cities and their futures.
“Through Microsoft CityNext, the public
sector can take advantage of a broad portfolio
of products and technologies, a global
network of partners, and a long track-record of
successful education and social programmes.

“We see Microsoft ERP and CRM as core
building blocks for Microsoft CityNext,” he says.
“ERP, for example, can be utilised to
address a number of local issues, while also
extending reach into areas such as project
and service management, fleet management,
facilities management, grants management
and even safety, health, environment and
quality management.”
Microsoft ERP not only makes data
entry simpler says Stock, it also addresses
compliance with government reporting
requirements. Furthermore, workers can
get a broader view of financial priorities and
check resources against budget objectives to
support vital citizen and constituent services.
“Software can proactively track revenues,
expenditures and personnel resources
against defined budget objectives, while
the system can also manage complex
regulatory, budgetary, and grant compliance
requirements,” says Stock.

Analysing big data
Sanichar indicates that big data analytics
can genuinely help government make a
real impact. Public sector agencies collect
unprecedented amounts of information, which
has little value unless analysed to gain insight.
“Big data analytics provides the backbone
for breaking down information within and
outside government to easily and costeffectively spot trends, deliver efficiencies
and create insight. Such analytics would be
useful in relation to transportation and traffic
optimisation, disaster event preparedness,
logistics planning, improved research,
pandemic tracking, social network awareness,
fraud detection and economic forecasting, to
name a few.”
According to Matthews, using big data
and predictive analytics can also lead to some
big wins in the safety and security arena –

predicting behavioural criminal patterns and
using analytics to gather patterns of criminal
activity by location. As an example, he points
to how the city of Chicago has used big data
and analytics to direct police patrols and
presence to measurably reduce criminal
activities in specific city blocks.
“Other public sector wins would be in
predicting citizen presence at various service
centres and thus being able to manage load
and experience. Predicting support calls
at corporate call centres using time series
modelling, so numbers can be properly
planned and resources properly allocated, is
commonplace in the private sector. This can be
easily translated to the public sector as well.”

Keeping the customer happy
Ultimately, says Matthews, when one
considers that public sector services are often
critical to a citizen’s ongoing existence, then
managing these experiences correctly is
perhaps even more important than creating a
happy customer in the private sector.
Van Zyl agrees, pointing out that
effective case management for all requests
and applications for service and problem
reporting and complaints is vital.
“At the heart of this is a case management
solution such as Dynamics CRM, which can
drive the process from start to finish and
provide the information to improve service
delivery and identify bottlenecks,” he says.
Sanichar suggests that in a mobile and
social media connected society, there is a
huge expectation for government to provide
up-to-date, personalised services.
“These services should ultimately be
delivered through citizen-centric apps and
multi-directional feedback with citizens,
businesses and government employees
using a ‘People First’ approach to
technology,” he concludes.
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Creating exceptional customer
experiences requires integration
“There is only one boss. The customer.
And he can fire everyone from the
chairman down, simply by spending his
money somewhere else.”
– Sam Walton, 1977
n today’s highly connected world, more so than ever, the customer is
redefining how organisations are doing business. The way in which
we connect is constantly changing too as the devices, social networks
and services we use constantly evolve and we need to be able to fully
integrate these as part of the customer experience.
4.5 billion of us are connected to social media and there is a 70%
increase in the use of social channels for service. It’s becoming a faster
path to resolution than traditional channels and gives the customer
the power to hold companies accountable. Today’s highly opinionated
customer understands that power and knows how to use it. They have
expectations and they have choices. They also have a voice, and it is
loud and far reaching.
According to Gartner, 75% of interactions that companies have with their
customers are service-based and it is in these interactions that trust is
either won or lost. 86% of customers are willing to pay more for better

customer experience and engaged customers are four times more likely
to buy from them again.
Customer service is becoming increasingly critical to maintaining
business edge and competitive advantage. Customers are demanding
that their trust be earned – that they are recognised as more than just a
number, that they are seen as unique human beings, each with a distinct
set of needs..

nVisionIT believes that to remain competitive businesses need to:
Earn loyalty
• Connect to customers through their
channel of choice – web, social and mobile
• Provide customers with personalised
service across every touch point
• Understand social sentiment to proactively
address issues.

Empower service professionals
• Provide agents with all customer
information needed to service customers
from one app
• Provide agents with the right answers to
timeously address customer needs.
• Guide agents to make the right decisions
based on segments, entitlements and SLAs.

Drive service resolution
• Increase effectiveness (cases per agent)
while decreasing costs per case
• Decrease response times by increasing first
contact resolution.
• Provide innovative customer self-service
scenarios.

At nVisionIT we are all about building seamless end to end integrated solutions. As a leading Microsoft integrator we enable our
customers to provide unique experiences by marketing smarter, selling more effectively and providing care everywhere.
We believe this is imperative because as organisations acquire new technology and optimise existing products, the challenge is always how to get
component A to talk to component B for a seamless customer experience. It is in our DNA to enable smart solutions that deliver customer experience
to multi-channel touch points. We ensure that as a business you engage and connect to all your customers across a consistent high quality experience.

If you are interested in how technology can help you earn loyalty by improving your CRM, empowering service
professionals and driving service resolutions, contact

Tel: +27 11 287 1400 | Email: info@nvisionit.co.za | Web: www.nvisionit.co.za

Great Plains

Emil van Zyl,
Microsoft South Africa

The modern ERP
headed for the cloud

Microsoft Dynamics GP is evolving rapidly,
with Office 365-integrated ERP in the
cloud scheduled for imminent release.
Story: Donovan Jackson | Photography: Karolina Komendera

The city of Fargo in North Dakota is primarily
famous for two things: one is the eponymous
Oscar-winning Cohen Brothers’ movie
and the other is the Great Plains enterprise
resource planning solution. Acquired by
Microsoft in 2000 and integrated into its
Dynamics product line as the ERP for small

companies capable of scaling all the way to
big business, Microsoft Dynamics GP today
is a modern, highly flexible solution with a
bright future in the cloud.
That’s according to Emil van Zyl, partner
sales executive at Microsoft South Africa,
who says the solution has come a long way.
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The Dynamics GP Factory
We understand the specific demands of large
corporate entities as well as the nuances around
future-proofing their systems.
Blessing Muvuti

one thing Praxis understands,
it’s how to meet the complicated
demands of large entities, be they
government or corporate.

(Left to right)
Blessing Muvuti,
Financial Systems
Manager, Yugasen
Naidoo, CEO, Praxis

The right development team can bend
Microsoft Dynamics GP to your will.
t goes without saying that one
size does not fit all. But even when
you can pick from a variety of
options, this may not be enough to
meet the nuanced needs of your
company. Such a statement could
not be more true than when talking
about an Enterprise Resource
Planning solution, because
implementing something of this
calibre will have an impact across
your business. So it has to be done
right, obviously, but it should also
be implemented on your spec.
“One reason we support the
Microsoft Dynamics GP suite is
because it allows for seamless

integration with third-party
software,” says Yugasen Naidoo,
CEO of Praxis. “The core
implementation stays the same,
so there’s no disruption when
upgrading the system, yet at
the same time we’re capable of
deploying custom software that
takes advantage of Dynamics’
features. We are the factory.”
Unlike many other integrators,
Praxis didn’t start as a solutions
provider, but a development house.
Over the past 20 years, it has been
expanding its services into catering
integration solutions, particularly
for the public sector. If there is

“One of our recent projects is with
the Independent Development
Trust,” says Naidoo, adding with
pride that it involved the division
of an established financial and
project management system
into 20 separate systems.
The division was to support
separate geographic regions
and to differentiate between
administrative and managed
funds. Data from the old system
was divided, balanced and
migrated to the new environment
during an annual holiday
break. Integrating systems
were reconnected to the new
environment and the server
architecture moved to the cloud.
He also cites a grassroots system
sold to Indian firms. But the real
feather in Praxis’ cap is its broad
clientele in the public sector, which
include the Public Investment
Corporation, UThukela Water and
the Office of the Public Protector.
“Praxis is the only Level 1 BEE
Microsoft Dynamics GP partner
and a Microsoft Gold partner,”
says Blessing Muvuti, Financial
Systems Manager at Praxis. “We
understand the specific demands
of large corporate entities as well
as the nuances around futureproofing their systems. This is
one reason why Praxis uses
Dynamics GP: it’s simple to deploy
on a large number of systems and
straightforward to maintain, all

while supporting custom add-ons
that we provide.”
But the focus is not solely on
the public sphere: the larger
Praxis family includes a broad
and distinguished list of large
corporate clients.
“Public institutions and large
corporations are not all that
different,” says Muvuti. “They both
have complex processes with a lot
of data that needs to flow across
an intricate web of interactions.”
But embracing custom solutions
also means a company requires
a good understanding of their
needs, says Naidoo: “An ERP
will affect the entire vertical
of your company. Little is left
untouched. So you should take a
holistic approach towards such a
solution: where are you headed
in the future? What do you need
from your data and processes?
An ERP is a very serious
purchase, so give due diligence:
consult a company like Praxis to
help understand your needs.”

Contact:
www.praxis.co.za
011 484 0900
info@praxis.co.za

Great Plains

“In fact, with the release of the latest edition
slated for May, Microsoft Dynamics GP is
going into the cloud as part of Microsoft’s
broader strategy for the future,” he notes.
That’s a reflection of the investment in
research and development that has consistently
gone into Microsoft Dynamics GP over the
years, which has seen versions that provided
just financial, procurement and distribution
functionality, transform into a powerful ERP
system with extensive functionality.
But it is the standout features of Microsoft
Dynamics GP to which Van Zyl draws attention.
“Probably the most remarkable characteristic
of all is that this solution can be deployed as a
single user system, but can scale up to over
1 000 concurrent users,” he says.
This reflects the conscious intention
behind Microsoft’s strategy for Dynamics GP,
he continues. “And that was to provide a
solution that can meet the needs of a startup
in the garage, and stay with that business
when it grows into a multinational concern.”
Further reflections of this intention
are apparent in the multi-currency and
multilingual features of the software:
expand your business across the border
and the Microsoft Dynamics GP expands
neatly with it. And that’s a strategy that
Van Zyl says has resonated with the market.
Today, there are over 47 000 businesses
around the world using the software, and
1 500 partners providing implementation,
support and consulting services to keep it
running smoothly.

Particular strengths
While a fully functional and flexible ERP
solution, Microsoft Dynamics GP has
particular strengths in some of its modules,
most notably the financial management
modules. Capable of handling multiple
currencies and multiple interest rates, its
analytical accounting is ideal for businesses
where complex calculations (such as
compounding interest) are necessary.
Project management and project accounting
make the solution ideal for government
departments, while grant management
(and with it the standard built-in fund
administrator component, considered a
rarity in the ERP world) makes it ideal for
non-profit organisations.
Ideally suited to mid-market companies
that require a powerful, but flexible ERP
system, Microsoft Dynamics GP provides
agility on a cost-effective basis, enabling
clients to adapt to changing business
circumstances, and to manage change and

Probably the most remarkable
characteristic of all is that this solution can
be deployed as a single user system, but can
scale up to over 1 000 concurrent users.
Emil van Zyl, Microsoft South Africa

growth. It’s an ability that is of strategic value
to a number of clients.
Security is also built into the system,
through role-based access control. This, says
Van Zyl, prevents users from exceeding their
authority, thereby preventing the possibility
of fraudulent activity in the system. “Security
of this nature is particularly valuable for
government organisations as it directly
supports their efforts to achieve unqualified
audits and eliminate corruption by preventing
users from manipulating the business
system,” he notes.
Microsoft Dynamics GP also has
powerful integration tools, allowing
the solution to operate seamlessly with
bespoke business applications that can
be found in industries including financial
services, logistics and parastatals.
Customers value the investments
made into the solution, viewing Microsoft
Dynamics GP as adding strategic value
to their organisations. One such client is
the South African Civil Aviation Authority
(SACAA), which has a Microsoft Dynamics GP
implementation that is supported by Praxis
Computing. SACAA financial accountant
Tony Reddy says: “Our intent is to be rated
as one of the top civil aviation authorities in
the world. To do that, we selected Microsoft
Dynamics GP because it has a complete vision
for business applications that goes beyond
simple stand-alone accounting software or
an ERP solution. Microsoft Dynamics GP has
empowered the organisation to improve our
stakeholder relationships.’’
At another of Praxis’ clients, the
Independent Development Trust, IT manager
Eric Toba says Microsoft Dynamics GP is
a cost-effective solution for managing
and integrating the different functions of
the organisation. “It’s easy to deploy and
configure, and with its modular approach, you

can license only the functions you currently
need, with the option of adding users and
additional capabilities in the future. At IDT, we
use Microsoft Dynamics GP across 11 regions
and all of our 100 users can use the system
concurrently with no problems.’’

Into the cloud and on to the future
With Microsoft focused intensely on delivering
solutions for the cloud, Microsoft Dynamics GP
is very much along for the ride, says Van Zyl.
“Microsoft has a cloud strategy that is reflected
in offerings such as Azure and Office 365;
Microsoft Dynamics GP has already run on
Azure since July 2013 and you can run an ERP
system in a web browser in the cloud, as well
as on an application on your computer. That
means total versatility for the ERP solution.”
Those familiar with Microsoft’s Office
productivity tools (a category into which the
great majority of computer users fall) find
Microsoft Dynamics GP easy to use, with a
familiar user interface and workflow, adds
Van Zyl.
Perhaps best of all, the release scheduled
for May 2014 also includes Active Directory
integration for the first time, paving the way
for the convenience of single sign-on across
Office 365 and Microsoft Dynamics GP.
“With the productivity tools, users can access
dashboards at the same time as when in
Office 365, allowing productivity tools to
become more of a business tool – without
changing software providers, or web
browsers for that matter,” he enthuses.
With a roadmap to 2018 and an update
cycle shortened to just six months (as the
pace of development in the cloud era
necessitates frequent revisions), “Microsoft
Dynamics GP is a flexible, highly adaptable
and rapidly implemented ERP solution that is
the choice of South African businesses with
growth ambitions,” Van Zyl concludes.
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Tracey Newman,
Microsoft South Africa

IT provides the secret
weapon for South
Africa’s SMEs
There’s a lot riding on South Africa’s small
and medium-sized enterprises (SMEs), seen
by many, including government, as the
solution to the country’s high (and growing)
unemployment problem.
It’s not a pretty picture. According to
Stats SA, 24.1 percent of the population is
unemployed, while the World Economic
May 2014 | Microsoft | Special Focus

Research by the Boston Consulting Group
shows how the country’s vital SME sector is
using technology to compete and grow jobs
— with a strong emphasis on the cloud.
Story: James van den Heever | Photography: Mzu Nhlabati

Forum says around half of South Africa’s
18 to 34-year-olds are out of work, among
the highest rates in the world.
Huge population increases, particularly
within this very youth segment, are one
driver; another is the phenomenon of jobless
growth. The latter has seen sectors like
agriculture, traditionally a big employer, shed

SMEs

some 300 000 jobs over the past decade
while growing in value – thanks to the use
of technology to drive greater efficiencies.
It seems clear that mining, another
traditionally large employer, will go the
same route in the wake of the prolonged
strike in the platinum industry.
Jobless growth is a particular
characteristic of large businesses.
Unsurprisingly, governments all over the
world are looking to SMEs to reverse this
trend and create the jobs needed. SMEs
already employ 61 percent of the South
African workforce, and global research
indicates that a healthy SME sector is vital to
creating more jobs.
“Microsoft has long focused on
developing technology solutions for the
SME market, globally and in South Africa, so
we are eager to understand just what kind
of role technology is actually playing on
the ground,” says Tracey Newman, senior
channel manager for Microsoft South Africa.
“That’s why we sponsored a comprehensive
research project by the Boston Consulting
Group across many major geographies,
South Africa included.”
Interviews were conducted with 100
individuals with significant IT responsibility
within SMEs in South Africa during February
and March 2014.

Microsoft has long focused on
developing technology solutions for the SME
market, globally and in South Africa, so we
are eager to understand just what kind of
role technology is playing on the ground.
Tracey Newman, Microsoft South Africa

SME fast facts
• SMEs employ 60 percent of the South African
workforce
• SME cloud users earned 15 percent more revenue
than lower-tech peers
• 77 percent use the cloud
• 60 percent see mobile as a future focus
Read the press release on the results at
http://www.microsoft.com/southafrica/press/
Pages/Default.aspx

IT use linked to success
“The key take-out for me is that 42 percent
of SMEs identified as technology leaders, the
first to adopt and master new technologies,
created new jobs since the last survey in
2011 – as opposed to only 21 percent of
technology followers. Cloud users also
outperformed less tech-savvy SMEs in
revenue by 15 percent,” Newman observes.
“The link between IT and business success is
quite clear.”
The research also confirms that the majority
of SMEs continue to use Microsoft Office
products and solutions to improve productivity.
Internet Explorer remains the application of
choice for browsing. There has also been a big
growth in the use of communications tools by
SMEs, with Skype being the most popular (46
percent), followed by BlackBerry Messenger (30
percent). Technology leaders are more likely
to use these tools than followers (58 percent
versus 23 percent).
The global research shows that Microsoft
is trusted by the majority of emerging-market
SMEs (51 percent) as the partner to help them
prepare for new technologies.

Relatively few SMEs use enterprise
software. Among those that do, Sage is the
most popular among leaders (27 percent) and
followers (37 percent) alike.

Up into the cloud
However, having enterprise software available
through the cloud means that SMEs can
benefit from the economy of the cloud, making
enterprise-grade solutions affordable for small
business. Microsoft South Africa offers hosted
CRM solutions through various partners – and
essentially this is giving small business the exact
same engines that power enterprise.
Furthermore, a critical element of the
implementation of enterprise solutions is
ensuring that staff are intuitively able to
adopt the solution. Microsoft Dynamics
operates through an interface that end-users
already know and use. The big question is
what SMEs are hoping to achieve by using
IT. According to this research, IT investment
is driven primarily by the desire to improve
internal efficiencies (91 percent), optimise key

business processes (90 percent) and reduce
cost (87 percent).
The research shows that South Africa’s
SMEs are embracing the cloud. Use of this
model has risen by 12 percentage points
since 2011; now 77 percent use this model.
Dropbox remains the most popular cloud
solution (66 percent), while Microsoft
products such as Office 365 are used by just
one-third (32 percent).
South Africa’s SMEs see cloud computing
very much as part of their futures. Fifty-five
percent believe that cloud computing is
crucial for any small organisation with growth
ambitions, and 59 percent believe it is going
to be increasingly important to the success
of SMEs.
However, 51 percent remain convinced that
cloud computing is actually more relevant to
large or global organisations than their own.
“Our cloud business in South Africa is the
quickest growing business unit in Microsoft
globally, and a lot of that growth is driven
by SME uptake,” Newman says. “SMEs are
using cloud to solve key challenges: backing
up data, providing greater reliability and
less downtime. IT is a vital business tool but
they don’t have the resources to maintain
on-premise systems and support. Cloud
gives them access to leading technology
affordably, and without the hassles.”
This is particularly relevant when one
considers that 47 percent of SMEs predict
they will spend less than ten percent of their
operating costs on IT, with a third planning to
spend only up to R29 999 in the current year.
Future IT investment priorities include,
as one would expect, cloud computing (53
percent) and big data (54 percent). The big
future focus, though, is likely to be mobile,
with 60 percent seeing it as a priority.
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Getting To Your Business’ Truth
points of sale. Before adopting the
Dynamics NAV ERP system, it had
to batch compile data from different
outlets. This was not only slow, but
made it impossible to respond to
changes and opportunities. But
Dynamics NAV changed that, giving
a natural agility to the company and
its diaspora of outlets.

The beauty of a
Dynamics NAV solution
is that it’s built with the
Microsoft ecosystem in
mind. So if you already
use Microsoft Office or
SharePoint, Dynamics is a
natural fit.

Jeffrey Mann,
Managing Director,
Just Dynamics

Making sense of your company data is
vital – and easier than you think.
RM, XRM, ERP, BI, are you keeping
track of all the jargon yet? Anyone
but the most astute observer
of technology might find their
head spinning. There is so much
happening and a chorus warning
of the dire consequences to your
company if you don’t adopt these
trends. Alas, it’s not all hot air –
better business efficiency through
analytics and intelligence is
stepping up to a new level, one that
should be considered carefully.
Managing a business is not a new
enterprise, nor is understanding its
customers or functions. But Jeffrey
Mann, Managing Director at Just
Dynamics, notes that this causes a

lot of fragmentation: “The problem
is that a company can often end
up with more than one version of
the truth. Organising knowledge to
get a clear picture of your business
has never been simple. But this is
why the ERP/CRM/XRM/BI space
is so exciting right now: it’s not
only making these insights much
easier to gather, but expanding it
tremendously.”
Just Dynamics would know: it’s
the oldest Microsoft Dynamics
NAV partner in South Africa, a
relationship that spans 16 years. In
fact, it has been implementing the
solution even before Dynamics
was available in the country. So it

has seen the Dynamics ecosystem
evolve and grow to enable new
insights and management options
for companies. A natural question
then to ask: why consider a
resource planning or relationship
management implementation?
“The best place to start is looking
around your industry. Solutions
can be tailored to the vertical of
an industry, so many integrators
specialise in certain sectors.
Just Dynamics places a special
focus on manufacturing, retail
and service. This distinction is
critical, because every industry
has nuances that can only be
exploited by a partner who
understands that industry.”
One Just Dynamics customer is a
major fashion retailer with over 190

“The beauty of a Dynamics NAV
solution is that it’s built with the
Microsoft ecosystem in mind. So
if you already use Microsoft Office
or SharePoint, Dynamics is a
natural fit. There are also Microsoft
Certified add-ons tailor-made for
specific industries. For example,
we implement LS Retail and
Pebblestone Fashion to meet the
Retail and Manufacturing fashion
industry needs.”
This is why Just Dynamics, a
Microsoft Gold partner and 2012
ERP Partner of the Year winner,
stands by Microsoft’s solutions. It
has been best positioned to see
Dynamics evolve and Mann is
more excited than ever: “Although
we started with ERP, expanding
to CRM/XRM and BI services has
been natural. Microsoft is investing
a lot into Dynamics, and also
embraces new developments in
server technology, connectivity and
licence regimes. I’m more excited
than ever to work in this arena – the
only constant is change and that
change has been mind-blowing.”

Contact:
www.just-dynamics.co.za
+27 11 421-4800
sales@just-dynamics.co.za

Skills

Nqobile Dlamini
Microsoft South Africa

Creating a skills
ecosystem

The skills shortage isn’t going to resolve
itself. Fortunately, companies like Microsoft
are implementing programmes to create a
pool of skilled and employable job seekers.
Story: Donovan Jackson | Photography: Karolina Komendera

While it may be a bit of a favoured South
African pastime to discuss the problems
facing the country, at Microsoft, the approach
tends to be one of action, rather than words.
That much is apparent in the work of Nqobile
Dlamini, citizenship lead at Microsoft South
Africa, who explains how the company is

going about addressing the shortage of
talented IT professionals.
“What’s important about Microsoft’s
approach is that we’re partnering to deliver,
both with our business partners and also
with society. Locally, our priorities include
youth empowerment and one of the biggest
Special Focus | Microsoft | May 2014

If you’re thinking

of implementing Microsoft CRM
Are you getting the value you expect from your CRM software?
If not, perhaps get in touch to find out how you can.
For us, service
experience and
technical capability go
hand in hand.

Projects

Over 150 successful CRM
projects since our start
in 2004.
Over the past 10 years we’ve gained
invaluable experience working closely
with clients like Old Mutual, Sanlam,
Momentum, Business Connexion,
WWF and Kalahari.com.

Our aim is to provide a first class
service experience, in line with our
technical skills.

CONNECTING
TECHNOLOGY
AND PEOPLE

Our process
ensures easier
user adoption.

We’re Microsoft
Dynamics CRM
specialists.

Our service methodology helps solve
the biggest challenge in CRM –
getting your staff to actually use it.

Specialising only in Microsoft
Dynamics CRM helps us stay
completely focused in helping you
achieve more with the product.

Cape Town (Head Office)
+27 (0)21 422 2616

Johannesburg
+27 (0)82 923 2469

www.liquidcrm.co.za
info@liquidcrm.co.za

LIQUID CRM
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challenges we face today: unemployment,”
says Dlamini.
It is, she adds, a challenge that
transcends business and is entrenched at
the community and social levels, too. “At
Microsoft, we’re aware that something must
be done. It can’t be left to government alone
to get young South Africans working.”
Dlamini points to the ironic gap that
exists between companies desperate for
qualified, talented IT professionals, and
the reality of large numbers of equally
desperate job seekers. It’s into this gap that
Microsoft steps.
“There are those people with the skills to be
successful and those who don’t have the skills
or even the opportunity to get those skills. It’s
this that we must change,” Dlamini says.

Leveraging reach
As the lynchpin in a network of partners that
delivers its technologies to market, Microsoft
is using its ability to reach broadly across
society to bring graduates and school leavers
up to speed and into the fold. “It’s one of
the most important actions that Microsoft is
taking. We’ve developed programmes that
address the skills gap very clearly. We know
that among our partners, there’s difficulty
in getting the right people to meet their
capacity needs, and this is affecting their
business performance. At the same time, the
youth is unemployed as they don’t have the
skills and are not trained to be employable,”
says Dlamini.
With its programmes, she continues, a
direct line is established to partners that
advise on certain skills they require for the
efficient running of their businesses. That’s
matched to unemployed graduates who are
placed in an internship. “Microsoft provides
formal training to develop the particular
skill required by the partner. As long as the
candidate has a degree and has potential,
we’ll give them the skills,” Dlamini says.
The internships are noteworthy, too,
occupying a full 12 months and resulting
in an internationally-recognised Microsoft
certification. “Those who complete the
internship have a skill that’s in demand. Even
if they’re not placed full-time at one of our
partners, they’re far more likely to get a job
elsewhere,” she notes.

We’re aware that something must be
done. It can’t be left to government alone
to get young South Africans working.
Nqobile Dlamini, Microsoft South Africa

Getting on board
Explaining how graduates are identified
and come on board, Dlamini points to
Microsoft’s international YouthSpark
programme. “We run an event in each and
every province. What we do is target young
people, some of whom are at university,
others are unemployed graduates, and some
are dropouts. Those who are interested are
put into different streams which best match
their ability; for example, app development,
entrepreneurship, or the non-profit sector.
Technology today has such a broad reach
that it impacts on all of these areas and many
more,” she says.
Dlamini says the YouthSpark events
aren’t just a learning day and an event, but
represent the start of instituting a ‘lifestyle
code’ to help young people engage with the
working world more effectively.
The programme doesn’t just instil the
necessary technical skills, however. Just as
important, says Dlamini, is the ability to
interact, cooperate and collaborate in a
corporate environment. “This is a model
where we want people to work and be
employable. As part of the internship, they
get formal training, which includes life skills
and other soft skills with on-the-job learning.
It’s a managed process, which is why the
model works. It’s holistic and geared at
helping youths to become better people.”
Just how well does the programme work?
Dlamini has some numbers to hand. “So far,
we’ve put 8 000 people through and over 76
percent are employed full-time,” she says.

“We’ve had amazing stories, such as where an
individual was unemployed for four years until
he underwent this training and found work.”
Dlamini believes that while the
programme satisfies an immediate business
need for skills, it also goes much deeper.
“Initiatives like this help the country. What I
love about it is that it’s a working model; it
talks to government policy, it talks to a social
issue and it talks to a business issue,” she says.

More than a ‘pet project’
Undoubtedly, the stakes are high. “It must
work. If it doesn’t, business will fail. No
business owner wants their organisation to
fail, so the buy-in is a considerable factor, as
business owners focus on things in which they
have a vested interest,” Dlamini adds.
“For us at Microsoft, the programme is
more than just a ‘pet project’. It’s strategic
and critical, representing an investment in
talent that addresses societal problems and
dovetailing with government policy.”
It is, she adds, very satisfying work. “It’s
rewarding to be in a position to be able to
do something about the problems we face
as an industry and as a society. This model
can and does work; through the ISETT
SETA (Information Systems, Electronics and
Telecommunications Technologies Sector
Education and Training Authority), we have
secured support funding for the next three
years, which is an encouraging endorsement
from a government that has said, ‘we need
more working models’. And this is a model
that really works well.”
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At a glance
Local offices
Johannesburg
2013 William Nicol Drve
Bryanston
2191 Johannesburg
Tel: +27 (0) 11 361 9000

Umhlanga Rocks
Suite 308/309, 3rd floor
Granada Square
16 Chartwell Drive
Umhlanga Rocks
Tel: 0860 2255 67 (CALL MS)

Office locations
around West, East
and Central Africa
•
•
•
•
•

Cameroon
Ivory Coast
Kenya
Libya
Mauritius

•
•
•
•
•

Microsoft’s
global employee
breakdown

Namibia
Nigeria
Senegal
Tunisia
Zimbabwe

Fast Facts - Microsoft

Pretoria
Brooklyn Court
West Wing, 2nd floor
361 Veale Street
Brooklyn
Tel: 0860 2255 67 (CALL MS)

Engineering

43 622

Sales and marketing support group

49 728

Finance, HR & Legal

4 558

Business Functions

3 024

Fast facts – Microsoft Dynamics

In 1975, Bill Gates and Paul Allen developed the
first programming language called BASIC, and
by 1978, year-end sales figures had hit $1 million.

Today, Microsoft has
offices in more than
110 countries and
employs approximately
100 000 people
worldwide, as at the
end of June 2013.

Cape Town
Golf Park 3
Engen House
Raapenberg Road
7925 Mowbray
Tel: +27 (0) 21 659 3900

In fiscal year 2013,
Microsoft’s global
revenues were
$77.31 billion, with net
income at $22.12 billion.

• Microsoft Dynamics is a line of ERP and CRM
software applications.
• Microsoft Dynamics ERP has four primary
products:
- Microsoft Dynamics AX (formerly Axapta)
- Microsoft Dynamics GP (formerly Great Plains
Software)
- Microsoft Dynamics NAV (formerly Navision)
- Microsoft Dynamics SL (formerly Solomon IV)
• Microsoft Dynamics CRM is a customer
relationship management application sold
separately

Selected financial highlights FY 2013 (year ended June 30, 2013)
2013

2012

Revenue

$77.31B

$74.30B

Net Income

$22.12B

$23.60B

FIVE
WAYS
to make your supply chain

MORE

DYNAMIC
Base Decisions
On More than
a Hunch
supply chain by putting
your data to work—
collecting and combining
it with powerful
analysis tools—so you’ll
always know what you need
and where it needs to be.

Embrace
Change
Move beyond yesterday’s
notion of adaptability
to an SCM system that
supports your growth
and allows you to adapt

Know What Your
Customers Want
Before They Do

needs.

Identify and
predict opportunities
to delight your
customers, all while
increasing your sales

Work from
Actuals, Not
Averages
Track actual landed
costs and get a
clear picture of your
with increased visibility
and control over your
production and
inventory.

Avoid
Disruptions
Identify vulnerabilities no matter
where they occur in your supply
chain, and plan ahead to avoid
disruption in your business.

N

PLA

B

7 Strategic Ways

to grow your business with Microsoft Dynamics®
Replace your overworked, undersized or outdated
accounting software with a business solution from Microsoft
to improve efficiency from the field to your front desk.

1.Grow without

Since 1990, big business
has eliminated jobs
while small businesses
added jobs.

growing pains

Are you ready to grow?
Database size, transaction and user limits holding you back?
Overcome constraints and drive business growth without adding employees or
complexity. Microsoft Dynamics removes bottle necks to drive productivity and
accelerate growth.

3.Establish

With small business
accounting packages, even the most simple processes, like
invoicing and month-end closing can take hours...even days to
complete. Automate and streamline repetitive tasks to free
up time for more important matters.

Instead of wasting hours combining financial statements and keeping countless
spreadsheets straight, simplify your financial management. Microsoft Dynamics
supports multiple databases, business units and companies, delivering insight
across your growing business.
of all frauds occur in one of six departments:
● accounting
● operations
● sales
● upper management
● customer service
● purchasing

5.Transform the

6.Focus forward

way you work

Role-tailored dashboards put the
information your people need
right at their fingertips. As familiar
as Microsoft Office, Microsoft Dynamics
delivers the flexible, secure deployment
options that keep everyone
productive – at the office, at home,
or on the road.

business
processes

4.Support multiple companies

internal controls
When users can make
changes to financial entries
without audit trails, your
company is at risk. Take
control and reduce your
chance of fraud with
Microsoft Dynamics.

2.Simplify

Instead of looking at reports limited to past performance, get real time insight
into current activities and developing trends. Microsoft Dynamics delivers the
information you need to achieve your
business priorities.

of employers report increased
productivity from telecommuters

7.Get down to business

You can implement Microsoft Dynamics without
interrupting your business. It’s a flexible solution
supported by a global network of local reselling
partners – with industry knowledge. Start with what
you need today and add what you need later—
whether its in the cloud or on your servers. And
RapidStart Services can have you up and running in
days not weeks.

Top 3 Benefits
Customers Receive from
Partner Engagement
u Knowledge of Microsoft
Dynamics capabilities
to drive operational
improvements
u Gain a trusted advisor with
industry know-how to tailor
solutions to your business
u Local service after the sale
to support ongoing business
innovation.

Sources: http://www.sba.gov/content/small-business-trends, “Is Your Business Ready for ERP?” Focus
Research July 2011, http://www.acfe.com/rttn-highlights.aspx, Guidebook Microsoft Dynamics Enterprise
Applications for SMBs, Nucleus Research June 2012, http://www.teleworkresearchnetwork.com, Information
Week Enterprise Applications Survey, April 2012

