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Introducing Federated Insurance’s Sales Desk, a new customer

relationship management database

As part of our efforts to streamline our work processes and
tools, Federated Insurance has launched a new customer
management tool that will help different teams save time and
make the jobs of Federated Insurance’s sales force a little
easier,

We spoke with Mary-Anne Derrick, Sales Trainer at Federated
Insurance’s Winnipeg office, about the new tool and the ways
it will support Federated Insurance’s business goals.

What is "Sales Desk"?

Sales Desk is a customer relations management tool designed
to help Federated Insurance sales employees provide the best

W ==l

service and product offerings to customers by giving the team a more complete understanding of each
customer’s need and history with us.

The tool is built on the Microsoft Dynamics platform, which is the same system used to manage relationships
with brokers at Northbridge Insurance.

On the Federated Insurance side, the tool is primarily aimed at the sales team because they directly
communicate with our customers.

A great tool that fits Federated Insurance needs

We asked Mary-Anne what made Sales Desk such a great fit for Federated Insurance. “The tool is much
simpler and more user friendly than what we were using before - the old system was so complicated that a lot
of our representatives preferred using a pen and paper!” explained Mary-anne. "Now all they have to do is
complete four mandatory fields, and their prospect is protected.”

Here are a few more reasons the launch of Sales Desk is such great news according to Mary-Anne:

® Federated Insurance’s customer-facing teams will be able to access information from their BlackBerry.
When they do, they can search for a customer's name and access everything they need to know about
the account. If it is their account, they can edit from the field. If the account does not exist in Sales
Desk, the sales representative can create the entry from their mobile device. The exception to this is
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premium-specific information - that's not available in order to protect account privacy between
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On the Federated Insurance side, the tool is primarily aimed at the sales team because they directly
communicate with our customers,

A great tool that fits Federated Insurance needs

We asked Mary-Anne what made Sales Desk such a great fit for Federated Insurance. "The tool is much
simpler and more user friendly than what we were using before - the old system was so complicated that a lot
of our representatives preferred using a pen and paper!” explained Mary-Anne. "Now all they have to do is
complete four mandatory fields, and their prospect is protected.”

Here are a few more reasons the launch of Sales Desk is such great news according to Mary-Anne:

+ Federated Insurance’s customer-facing teams will be able to access information from their BlackBerry.
When they do, they can search for a customer's name and access everything they need to know about
the account. If it is their account, they can edit from the field. If the account does not exist in Sales
Desk, the sales representative can create the entry from their mobile device. The exception to this is
premium-specific information - that's not available in order to protect account privacy between
representatives.

Sales Desk offers Risk Services Coordinators an efficient reporting system to produce their weekly
reports. With the tool, itll take five minutes to put a report together - with the old system, it could take
45 minutes to an hour to do the same thing!

* The program allows us to customize our database so that it fits the needs of the different classes of
business and customer segments we insure. For example, as we focus on growing in the small business
segment, we can modify how much information we collect about our small business customer, which is
much less than what we would need for a larger, more complex account.

+ The tool allows users to search for data alphabetically, by area, or by parent company.

Ensuring the successful launch of Sales Desk

Launching Sales Desk required an important time commitment from the team. "We encountered a few hiccups
on the way and we've done a lot of work on migration. I spent the month of March going through over 2,000
records to ensure that they all had a differentiation in order to eliminate duplicate accounts,” explained Mary-
Anne. “The work involved in cleaning up the old data invelved many members and a lot of time - six members
in Winnipeg alone!”

What's next for the project? "We launched Sales Desk around June 16th so we'll be shutting down the old
system 90 days after that,” said Mary-Anne. "That way, employees will still be able to use it as a lookup tool
but won't be able to put anything into it.”

Training for new employees on how to use Sales Desk will be on-going and job aids will be available for them
on LearningLink.

The IT, Federated Insurance Sales & Sales Training, Leamning & Development, and EPMO teams did an amazing
job working on this project. Sales Desk will go 2 long way towards making the lives of our Federated Insurance
Sales Representatives much easier.
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