Finding the right mobile tool
to support change
management at Bridgestone

About Bridgestone Europe NV/SA

Bridgestone Europe (BSEU) is a key regional subsidiary of Tokyo-based
Bridgestone Corporation, the world's largest manufacturer of tyres and other
rubber products. Bridgestone Corporation and its subsidiaries employ over
140,000 people around the world, operate 178 plants in 25 nations and sell
products in more than 150 countries. One in five vehicles in the world drives on
the company's tyres.

"Serving Society with Superior Quality” has been the company’s mission since
Shojiro Ishibashi founded Bridgestone in 1931.
Facts and Figures

12,500 employees throughout Europe / 6 regional sales companies / 9 tyre
manufacturing plants / 3 logistics centres / headquarters in Brussels / major
R&D and testing centre in Italy

Customer
Bridgestone Europe NV/SA

Solution

Resco Mobile CRM with Microsoft
Dynamics CRM 2011

Server Specifics MS Dynamics CRM
online with ADFS

Type

Public limited company

Industry

Tyre and rubber manufacturing

Organization Size
12,500 in Europe
140,000 worldwide

Headquarters
Kleine Kloosterstraat 10,
1932 Zaventem, Belgium.

Implemented By
CTG Belgium NV
http://www.ctg.com



Business Challenge

Bridgestone employs hundreds of field workers across Europe. So
mobility was one of the key requirements as the company looked for a
CRM solution that would help to define and harmonize its sales
process across 6 regions and 20 countries.

"One of the priority business requirements was to use the future
CRM application also in an offline mode. It also had to offer an
easy-to-use user interface and dashboards.” Marcel Gottlieb, Senior
Manager at Bridgestone recalls.

Based on these requirements, CTG, Bridgestone’'s CRM implementation
partner, proposed Resco Mobile CRM. “We knew about Resco before,
so when the request for offline came in, we knew who to approach.”
Geert Maurissen, Senior Project Manager at CTG, reveals.

Bridgestone started evaluating Resco Mobile CRM in the summer of
2014 with an initial purchase of 15 mobile licenses.

"We started with just a few licenses, so we could figure out what it
would be like to configure Resco on top of Microsoft Dynamics
CRM—we needed to review what impact it has on the total cost of
ownership.” Marcel Gottlieb explains.

After the initial investigation, Bridgestone came to the conclusion that
Resco Mobile CRM was a good fit despite the fact that the user
interface of the mobile client looks different from that of Microsoft
Dynamics CRM.

Solution

Now, Bridgestone equips its tyre dealers, area sales managers and field
engineers with Resco’s Mobile CRM solution. Altogether 700 of the
company’s field workers rely on mobile access to their CRM system.

As all of them visit customers, Bridgestone's high-level sales process
guides them through a series of pre-visit, visit and post-visit activities.

Application for tyre dealers and area sales managers
Tyre dealers typically visit garages that fix people's cars—they're the
resellers of tyres. Each dealer takes on a role of a salesperson and
showcases new products, their features and goes through the
purchase plan with the customer.

Additionally, Bridgestone's dealers also visit other types of customers,
which are consumers—truck fleets and farms with a number of
tractors. In these cases, the Bridgestone dealer triggers the sales by
taking on the role of a quality consultant rather than an actual sales
representative.

"We started with just a few
licenses, so we could figure out
what it would be like to
configure Resco on top of
Microsoft Dynamics CRM—we
needed to review what impact it
has on the total cost of
ownership."

Marcel Gottlieb



Area sales managers also utilize Mobile CRM as they manage teams
and visit customers.

Application for field engineers

Field engineers use the application purely for activity tracking. As they
go and inspect tyres based on claims raised by customers, they look
into the customer’s data to see where to travel. On site, they log in the
visit and share the information they enter into CRM with sales people,
so that everybody has a full overview of the customer.

All field workers at Bridgestone typically plan their visits for the week in
Microsoft Dynamics CRM and, once on the road, only use Resco
Mobile CRM on their tablets.

"They were excited about Resco from the beginning— they really
liked the flexibility in the planning that the Mobile CRM app
provides. Some synchronize the app once at the beginning of the
week and once at the end of it, others do it daily.” Geert Maurissen,
Senior Project Manager at CTG, notes.

Apart from activity planning and visit reports, Bridgestone utilizes the
customer master, a 360° view of the customer, and a built-in
connection to an application that provides field workers with product
stock availability and manages orders.

"When you launch this app within Resco Mobile CRM, it takes the
customer data, so you don't have to navigate twice. You're
immediately in the right context.” Marcel Gottlieb explains.

Benefits of using Resco Mobile CRM
realized by Bridgestone

Offline capability

The desired mobile solution had to satisfy one challenging
requirement; that is the possibility to work offline. Even in Europe,
where Internet connectivity is generally perceived as very good, there
are areas and countries like Norway, Sweden or Ireland with poor 3G
and 4G support. Bridgestone’s remote workers can now work
regardless of Internet connectivity.

Higher user acceptance

Some of Bridgestone users were inquiring about the different user
interface of Resco Mobile CRM compared to Microsoft Dynamics CRM,
but a larger group claims that the application is actually very easy to
use on the tablet. Even to an extent, that the app is actually easier to
use than the CRM system itself, so they prefer to use the tablet.

In one of the regions, people actually use Resco Mobile CRM only on
their mobile phones, as it seems to be more convenient for them.

"They were excited about Resco
from the beginning— they really
liked the flexibility in the
planning that the Mobile CRM
app provides. Some synchronize
the app once at the beginning of
the week and once at the end of
it, others do it daily."

Geert Maurissen
Senior Project Manager at CTG



Ease of implementation

Having already experience with additional developments, Bridgestone
anticipated that using Resco on top of MS Dynamics CRM could be
potentially risky and would lead to significant effort in the configuration
and development. But, as Marcel Gottlieb declares, that was not the
case.

"Resco Mobile CRM was easy to install and the configuration effort
proved to be less than originally expected. When we have new
developments on the Microsoft side, to have these developments
available in the Resco client is less demanding than originally
thought. We know we have an overhead if we do configuration in
MS CRM—we have to change that in Resco as well. But it's not
huge, so it's not a problem." Marcel Gottlieb assures.

Resco’s support

"The most positive surprise was the interaction with Resco as a
company. Very customer focused, listening, agile and supportive
throughout the project life cycle.” Marcel Gottlieb reveals.

Bridgestone wished to use some of the functionality the new user
interface of Resco Mobile CRM brought. Even though the new user
interface was initially planned and available only on Android and iOS
powered devices, Resco made it available also on Windows 8 to
support the customer’s wishes.

"We were very happy with the reaction from Resco to make it
happen." Marcel Gottlieb continues.

As Bridgestone's pan-European CRM project was one of the major
ones for the company that year, the deployment of CRM was gradual,
in line with its strategy.

"We took an agile approach for the whole project—everything was
done step by step. Changes to the Resco client were done at the
same time as the whole implementation was in process. It took
about 6 to 7 months for the mobility part to be ready and then we
had 2 to 3 months of testing, where the sales reps were given the
application and would come back to us with suggestions and
comments.” Geert Maurissen from CTG adds.

Now, CTG and Bridgestone plan for the second phase of the project,
which will cover an upgrade of Microsoft Dynamics CRM as well as
adoption of new requirements.

"We will be talking also about what new features to introduce to the
mobile client, for example route planning is something we'll be
looking into." says Geert Maurissen.

"Overall we're satisfied, that's absolutely true. Credit where credit is
due.” Marcel Gottlieb, Senior Manager at Bridgestone.

"The most positive surprise was
the interaction with Resco as a
company. Very customer
focused, listening, agile and
supportive throughout the
project life cycle.”

Marcel Gottlieb
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Learn more about Bridgestone
Europe NV/SA

www bridgestone.eu
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technology on the move

Learn more about Resco Mobile
CRM www.resco.net/MobileCRM
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