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Enhancing customer care 
through effective use of your 
ERP system 

Introduction    
Customer care is a crucial element for the success of your 
business. Every contact your customers have with your business 
is an opportunity to improve your reputation with them and 
increase the likelihood of repeat business from them. From your 
telephone manner, to the efficiency of your order-fulfillment 
systems, almost every aspect of your business affects your 
ŎǳǎǘƻƳŜǊǎΩ ǇŜǊŎŜǇǘƛƻƴ ƻŦ ȅƻǳǊ ƻǊƎŀƴƛǎŀǘƛƻƴΦ  

These ‘moments of truth’ will have a considerable impact on 
sales – both in terms of the initial sale and, more importantly, 
the sales that can be gained over the lifetime of your 
relationship with each of your customers. How much could this 
be worth to your business in terms of the recommendations 
that they might make to family, friends and work colleagues? 

Statistics tell us that it is up to five times cheaper to keep an 
existing customer and encourage them to spend more, than it is 
to attract a new customer – worth remembering when your 
marketing budget is squeezed. 

Surveys have found that a satisfied customer will tell about 5 
other people about their positive experience. Unfortunately, 
each unhappy customer will share their experience with at least 
9 other people and some (around 13%) manage to tell 20 or 
more people! This means that your marketing department 
needs to find 2 new satisfied customers for every dissatisfied 
customer, just to maintain the status quo. 

The ERP system that you use to manage your business should 
provide functionality that fully supports your team in 
maximizing the opportunities to look after your customers and 
sell more to them. Does your current system inhibit the levels 
of care that you offer to your customers? 

What is customer care and who provides 

it? 
Customer care involves putting processes and systems into 
place to maximize your customers’ satisfaction with your 
business – taking into account every point of contact (moment 
of truth). It should be the prime consideration for every 
business: your sales and profitability, both in the short and long 
term, depends on keeping your customers happy. 

To enhance customer care, you need to look at all aspects of 
your business. Assess and redress those areas which affect your 
customers, so that when they make judgments about your 
company, those judgments are positive. When circumstances 
cause you to deliver less than you promised, call the customer 
and let them know what is happening. Tell them what you are 
doing to remedy the situation and when you expect it to be 
done. The sooner you do this, the better. The longer you 
procrastinate, the more time the customer will have to get 
upset and the more people they will tell about their bad 
experience.   

Your aim should be for your people to spend less time carrying 
out administrative tasks and more time on the sales floor  
 
 

 
 
looking after the needs of prospects and customers. Having a 
quality ERP system (we recommend Annata IDMS for Microsoft 
Dynamics AX) will allow you to automate tasks and interface to 
other systems negating the need to enter the same information 
into two or more systems and thus freeing up your staff. 

Under-promise and over-deliver 
The minimum standard should be to do what you say you will 
do, when you say you will do it. To achieve excellence you will 
need to do more than you originally promised in a shorter time 
frame.  

Customer care is more directly important in some roles than 
others. For receptionists, sales staff and other employees in 
customer-facing roles, customer care should be a core element 
of their job description and training and a core criterion when 
you are recruiting. Motivation of these team members is also 
vital to ensure that they continue to offer exceptional levels of 
care to your customers. 

But don’t neglect the importance of customer care in other 
areas of your business. For instance, your warehousing and 
dispatch departments may have minimal contact with your 
customers, but their performance when fulfilling orders has a 
major impact on customers’ satisfaction with your business.   

Annata IDMS facilitates accurate stock records including in a 
‘multi-branch’ scenario. Having accurate stock figures to hand 
across all of the branches in an organisation will boost customer 
service through the ability to give accurate information to 
prospects and customers and fulfill orders on time. 

Employees should be empowered to engage in a genuine 
dialogue with customers, rather than simply following a script 
or adhering to strictly monitored measures for call times. Is 
there anything more annoying than when it is obvious that 
someone is reading a speech from a piece of paper in front of 
them? This flexible approach can make personal connections 
that greatly influence customer satisfaction and loyalty. Your 
people can also create a ‘sense of community’ by talking to 
customers about their overall needs rather than solely focusing 
on the initial reason for the original call. 

‘It’s not my job’ is something that your customers don’t want to 
hear from any of your employees!  

Your people will then become a key source of knowledge about 
what your customers really want, which can be shared 
throughout your organization. They can also help to enhance 
customer service with innovation that is more likely to match to 
the future needs of your customers.  

A huge range of factors can contribute to achieving total 
customer satisfaction, but your customers are likely to take into 
account: 

¶ How well your products or services match their 
needs 

¶ The value for money that they feel they have 
received from you  

¶ How efficient and reliable you are in fulfilling orders 

¶ The professionalism, friendliness and expertise of 
your employees 

¶ How well you keep your customers informed 

¶ The after-sales service that you provide 

Recruitment of the best people, training them and how they are 



 

Technology ǀ Consulting  
United Kingdom ǀ Sweden ǀ Denmark ǀ Iceland 

motivated are crucial factors however, it is also vitally 
important that the processes and systems that your team 
members work with should fully support them. At every 
‘moment of truth’ your people should not feel that the 
processes or systems that they are using inhibit their ability to 
offer great service. 

Do you understand your customers? 
In business-to-business trading, providing a high level of 
customer care often requires you to find out what your 
customers want. Once you have identified your most valuable 
customers or best potential customers, you can target your 
highest levels of customer care towards them. Another 
approach, particularly in the consumer market, is the obligation 
to treat all customers to the highest standard. 

A ‘customer driven’ organization is one that thinks in terms of 
the customer and uses customer information to determine the 
value that you have from them and what additional value can 
be gained. ‘Customer driven’ does not necessarily mean 
offering big incentives or rewards. You should not assume that 
all of customers want to be treated in the same way. Adding the 
personal touch, which might only be a small gesture, will show 
to your customer that you genuinely care about them, keeping 
them loyal to you (and away from your competitors).  

Your ERP system should be flexible enough to support your 
team in providing the personal touches that will help to set your 
business apart from the competition. The system should be 
easy and intuitive to use so that it does not dictate, or interfere 
with, the transaction with your customer.  

As Annata IDMS integrates seamlessly into Microsoft Dynamics 
AX, users will already be familiar with much of the functionality. 
Annata IDMS is built to use all of the features of Microsoft 
Dynamics AX, so shares much of the familiar look and feel of the 
Microsoft Office suite (Word, Excel etc.). This means that your 
people will begin to use the functionality of Annata IDMS more 
quickly than with other systems and you will gain early benefits 
from your investment. It also means that your staff are less 
likely to make mistakes that will take time to rectify – getting it 
right first time will mean less likelihood of having to go back to 
your prospect / customer for the missing information. 

Merely satisfying customers is not enough to retain their 
business, and we have already discussed how customer 
retention is crucial to ongoing business success. A satisfied 
customer is a potential target for your competitors because 
they are easy converts. Profit comes from repeat customers – 
those who are willing to praise the products and/or service that 
they have received, to work colleagues, friends and family alike.  

Statistics show that a totally satisfied customer is six times more 
likely to purchase additional products and/or services from you 
than a customer who is merely satisfied. 

What information do you have about 

your customers? 
Information about your customers and what they want is 
available from many different sources, including: 

¶ The history of their transactions 

¶ Records of their communication with your business – 
phone calls, meetings etc. 

 

 

¶ Direct feedback – if you ask your customers will 
usually tell you what they want 

¶ Changes to patterns of transactions – have they 
recently stopped having their car serviced by you? 

¶ Changes in the overall success of specific products or 
services 

¶ Feedback about your existing product and service 
range – what it does and doesn’t do 

¶ Enquiries about possible new products or services 

¶ Feedback from your customers about things they 
buy from other businesses 

¶ Changes in goods and services that your competitors 
are selling 

¶ Feedback and referrals from other, non-competitive 
suppliers 

All of this, and more, is easily accessible within Annata IDMS. 
Information is accessible directly from the customer record, 
from individual sales orders or from details that are held in the 
Customer Relationship Management (CRM) system that is built 
into Microsoft Dynamics AX. 

Managing your customer information 
It is important to plan how customer information is to be 
gathered and used within your business. Many companies will 
establish a customer care policy and then assign a senior 
manger as the policy’s champion. However, it is important to 
ensure that all of your staff members are involved, as your front 
line people will have more direct contact with your customers 
than your management team.   

Customer records can be managed using a database system or 
with CRM software. With Annata IDMS for Microsoft Dynamics 
AX, the CRM functionality is fully integrated with all of the other 
modules. The customer information is immediately accessible 
and usable as it does not sit outside of the main system. 

CRM proactively supports your people in converting leads into 
prospects and then into customers. Quotations can be raised 
for prospects and customers and the information entered can 
be used when a sales order is subsequently created. There is no 
need to maintain 2 systems. The system also allows you to view 
all transactions relating to your customers and supports 
ongoing contact with them to promote improved service and 
future sales. 

CRM also enables you to archive any information that you wish 
to keep relating to your prospects or customers. This 
information can be in the form of Word documents, emails or 
even photographs (for example, to support a claim that they are 
making). 

Note that collecting and using customer information may 
require you to register with the Information Commissioner and 
comply with data protection regulations. 

How well do you serve your customers? 
Remember the old adage that ‘what gets measured gets done’. 
Where possible, put systems in place to assess your 
performance in those business areas which significantly affect 
your customers’ satisfaction levels. Identify Key Performance 
Indicators (KPI’s) which reflect how well you are responding to 
your customers’ expectations. 

For instance, you might track: 

¶ Sales renewal rates 

¶ The number of queries or complaints that you 
receive about your products or services 
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¶ The number of complaints about your employees 

¶ The number of damaged or faulty goods returned 

¶ Average order fulfillment times 

¶ The number of contacts with a customer each month 

¶ The volume of marketing material sent out and the 
responses generated 

¶ Time taken from order to delivery 

Your customers and employees will be useful sources of 
information about which KPI’s best reflect the key customer 
service areas within your business. Make sure that the things 
you measure are driven not by how your business currently 
runs, but by how your customers would like to see it run. Your 
customers will base their views on many different factors, 
including how your competitors perform, how they are treated 
and by their opinion of the best service providers on the High 
Street.  

There are also important areas of customer service which are 
more difficult to measure. Many of these are human factors 
such as a receptionist’s telephone manner or a salesperson’s 
conduct when dealing with clients. In these areas, it is crucial 
that you get feedback from your customers about their 
perception of your customer service. 

Customer surveys, feedback programmes and occasional phone 
calls to key customers can be useful ways of gauging how 
customer service levels in your business are perceived. 

Built in to Annata IDMS is a module that will fully support your 
aim to get greater levels of feedback from your customers. The 
questionnaire module enables you to create questions that you 
wish to ask your customers, prospects and suppliers. These can 
be combined into questionnaires that can be used to collect this 
important information. The data can then be collated, analysed 
and used to re-shape the ways in which you do business with all 
external contacts.  

 

Fig. 1 ς Microsoft Dynamics AX - A typical home page 

Reporting will also assist with tracking how well you look after 
your customers. The Business Intelligence (BI) function within 
Annata IDMS presents users with state-of-the-art data cubes 
and reports.  

This feature uses Microsoft OLAP to manipulate the data in 
Microsoft Dynamics AX and to form flexible business cubes 
populated with generic IDMS data. The reporting tool includes a 
number of standardized analyses empowering managers with 
KPI´s that show the status of their business area at that point in 
time.  

In addition, Microsoft Dynamics AX can be configured to have 
all of this information instantly available in an easily accessible 
area – the home page. Each employee can view the specific 

information that is relevant to them, using the new role centre 
functionality. 

The screen shot in figure 1 shows a typical home page for a user 
within Annata IDMS, demonstrating the dashboard view that 
will help to drive their regular tasks, whilst also displaying how 
they are performing against their KPI’s. 

Although the standard reporting features in the Annata IDMS 
product are powerful, the Annata IDMS BI add-on will take 
reporting onto another level. The BI tool is integrated with the 
Microsoft Dynamics AX system and its role centres. The Annata 
IDMS BI solutions will help you transform data into valuable 
information.  

¶ Flexible access to data cubes  

¶ Ready to use KPI´s and reports  

¶ Latest data in a user-friendly reporting system 
enabling informed decision making 

The data cubes are created using the same table structure as 
the Microsoft Dynamics AX system and have been fine-tuned 
for efficient data calculation. That means that managers can 
immediately explore their figures (for example, device location, 
open cases, maintenance issues etc) in a user-friendly interface 
with pivot tables and graphs.  

Customer feedback and contact 

programmes 
Customer feedback and contact programmes are two ways of 
increasing communication with your customers. They represent 
great opportunities to listen to your customers and to let them 
know more about what you can offer. 

Customer feedback can provide you with detailed information 
about how your business is perceived. It is a chance for your 
customers to voice objections, suggest changes or endorse 
existing processes, and for you to listen to what they say and 
act upon it. Feedback is most often gathered using 
questionnaires, in person, over the telephone or by post. We 
have already seen how the questionnaire module, built in to 
Annata IDMS, can fully support you in achieving these aims. 

The purpose of customer contact programmes is to help you 
deliver tailored information to your customers. One example is 
news of a special offer that is relevant to a past purchase. 
Another is a reminder sent at the time of year when a customer 
traditionally places an order, perhaps to let them know that 
their car is due a service. Contact programmes are particularly 
useful for reactivating relationships with lapsed customers. 

Do your best to make sure that your customers feel the extra 
contact is relevant to their needs and beneficial to them – 
bombarding customers with unwanted calls or marketing 
material can be counter-productive. Newsletters and email 
bulletins allow you to keep in touch with useful information. 
These bulletins can be created and stored within Annata IDMS 
and then sent out to customers using their preferred method of 
communication, whether this is post, email or text. 
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Fig. 2 ς Annata IDMS BI example 

Customer loyalty schemes 
While good overall service is the best way of generating 
customer loyalty, sometimes new relationships can be 
strengthened or old ones refreshed, using customer loyalty 
schemes. 

These are programmes that use fixed or percentage discounts, 
extra goods or prizes to reward customers for behaviour that 
benefits your business. They can also be used to persuade 
customers to give you another try if you feel you have 
successfully tackled an area where performance needed 
improvement.  

You can decide to offer rewards on the basis of: 

¶ Repeat custom 

¶ Cumulative spend or spend on a particular item / 
group of items 

¶ Orders for large quantities or with high value 

¶ Prompt payment 

¶ Length of relationship 

For example, a car wash might offer free cleaning for every 
tenth visit or a free product if a customer opts for the deluxe 
service. A mail-order company might seek to revive the interest 
of lapsed customers by offering a voucher redeemable against 
purchases – response rates with such vouchers can be improved 
by setting an expiry date. 

You can also provide key customers with loyalty cards that 
entitle them to a discount on all of their purchases. 

Most reward programmes can be set up within Annata IDMS, 
using Trade Agreements. These allow for the creation of many 
different types of offer such as discounts applied after a 
specified number of items have been sold; discounts applied 
when a specific item, or item from a particular group, is 
purchased; cash or percentage discounts offered as part of a 
transaction. These are just some of the ways that Trade 
Agreements can be used to support your business. 

It is possible to apply Trade Agreements to all customers, to 
groups of customers or even to an individual customer – giving 
you a huge amount of flexibility in offering the loyalty incentives 
that best fit with your customers. Through built in reporting, it 
is then possible to track the success of individual promotions, 
enabling decisions to be made to get even more benefit from 
the way that they are used. 

Employees who deal with customers’ orders should be fully 
aware of current offers and should keep customers informed. 
Sometimes brochures and other marketing materials are the 
best way of getting word out about a new customer incentive. 
Any Trade Agreements that have been set up are triggered 
automatically when a particular customer, product or 
combination of the different factors are selected. This means 
that the offer will not be missed by the member of staff 
processing the sales order. 

It is worth remembering that, while short term rewards are a 
great incentive for your customers, their view of the overall 
service you provide will have a much greater influence on their 
loyalty.  

How can you increase sales through 

offering excellent customer care? 
Your existing customers are among the most important assets 
of your business. They have already chosen you instead of your 
competitors. As we have already seen, keeping their custom 
costs far less than attracting new business, so it is worth taking 
extra steps to make sure that they are totally satisfied with the 
service that they receive.  

It will also be worthwhile trying to predict what kinds of 
products or services that they might want in the future.  

Predicting future needs 
Most companies don’t make the effort to anticipate what the 
customer will do – or need – next. If you do so, you can become 
dramatically more responsive in your customers eyes and gain a 
significant benefit over your competition. If you know that 
something is going to affect your customer at some time in the 
future, whether it is tomorrow, next week or in 3 months time, 
take responsibility to call the customer rather than waiting for 
them to make contact with you. 

You can make these ‘predictions’ by looking for patterns on 
your web site, analysing comments or complaints that you 
receive, orders from other customers or even from returned 
items. These predictions can then be incorporated into your 
overall customer service plan. Reviewing trends, either in your 
sector or in another consumer sector, might generate some 
ideas for future enhancements to the customer service offered 
by your business.  

There are a number of techniques which can be employed to 
increase sales to existing customers, including:  

¶ Provide a free customer helpline 

¶ Answer frequently asked questions on your website 

¶ Follow up sales or service with a courtesy call 

¶ Provide free products that will help customers look 
after or make the most of their purchases 

¶ Send reminders when services or check-ups are due 
– by letter, email or text 

¶ Offer preferential discounts to existing customers on 
further purchases 

¶ Offer customer training so that they can maximize 
the benefits when using the purchased item 

Existing customer relationships are opportunities to increase 
sales because your customers will already have a degree of trust 
in your recommendations. 

Up-selling and cross-selling 
Cross-selling and up-selling are ways of increasing either the 
range or the value of what you sell by pointing out new 
purchase possibilities to existing customers. Alerting customers 
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when new, upgraded or complimentary products become 
available – perhaps through regular emails or newsletters – is 
one way of increasing sales. We have already seen how these 
bulletins can be created, stored and sent directly from Annata 
IDMS. 

To retain your customers’ trust however, never try to sell them 
something that clearly does not meet their needs. Remember, 
your aim is to build a solid, long-term relationship with your 
customers, rather than make quick, one-off profits. We have 
already seen that a satisfied customer will contribute to a 
business for years, through their purchases and through 
recommendations and referrals of your business. 

Attaining, or retaining, market leadership is not going to be 
solely based on your CRM software orientated activities. It is 
also going to be highly dependent on what kind of service that 
you offer and how good it is. Those organizations who strive to 
be proactive about genuinely useful services, high customer 
service levels and the overall quality of the service will gain a 
competitive advantage over their business rivals. 

The key element in becoming a market leader is to offer 
something that the customer perceives is of value to them, as 
well as ultimately offering value to your company. A simple 
example is the ability to offer flexible service times. Using the 
service scheduler built in to Annata IDMS will definitely be of 
value to your customers as it will increase the convenience for 
them. As it is an integral part of Annata IDMS, it is a no-cost 
option for you. 

Once you have identified an innovative way to offer great 
service to your customers, you do not want to be restricted by 
the limitations of your ERP system. Your system should be 
flexible enough so that you can offer the new service to your 
customers with only a few set-up changes or minor 
modifications to the software. For example, many businesses 
are using the functionality of Annata IDMS to give customers 
and business partners access to their orders via a web portal so 
that they can keep up to date with their order progress.   

Many of the changes that you are likely to want to make within 
Annata IDMS can be implemented by people within your own 
team, as long as they have been trained in the relevant areas. 
You will not necessarily need to spend huge amounts of money 
on software development to gain the benefits that you want 
from your system. 

Future proof your business 
The other benefits that are potentially available using Annata 
IDMS relate to the future proofing of your business. Every year, 
many thousands of hours are invested in Research and 
Development (R&D) for both Annata IDMS and Microsoft 
Dynamics AX. This R&D spend results in enhancements to the 
overall system, many of which will reflect the best practice 
available within the industry, thus giving you suggestions as to 
how you can further improve the service offered to your 
customers, streamline your business and implement any 
industry relevant changes.  

Communicate with your customers   
Another key element in offering excellent customer care 
revolves around ensuring that you communicate with your 
customers when the need arises. This may be to inform them of 
the status of an item that they have ordered from you (if they 
do not have access via the web, as mentioned above) or it may 
be to inform them that the service has been completed and 
their vehicle is ready for collection. Different customers will 
have a preferred method for communication, whether that is 
telephone, email or text and your system should be flexible 

enough to communicate with the customer using their 
preferred method. With Annata IDMS, this process can be 
automated by linking the status of the order (or service) to the 
message being sent. This means that your customer gets great 
service without your business having expended any additional 
effort. 

Dealing with customer complaints 
Every business has to deal with situations in which things go 
wrong from a customer’s point of view. How you handle these 
situations is crucial to the overall success of your organisation. 

However you respond, don’t be dismissive of your customer’s 
problem – even if you are convinced you are not at fault. 
Although it might seem contradictory, a customer with a 
complaint represents a genuine opportunity for your business: 

¶ If you handle the complaint successfully, your 
customer is likely to prove more loyal than if nothing 
had gone wrong 

¶ People willing to complain are rare – your 
complaining customer may be alerting you to a 
problem experienced by many others who silently 
took their custom elsewhere 

Complaints should be handled courteously, sympathetically and 
– above all – swiftly. Make sure that your business has an 
established procedure for dealing with customer complaints 
and that the procedure is known to all of your employees.  

The basic framework for effective complaint management 
should involve: 

¶ Customers need to know where and how to make a 
complaint 

¶ Develop a system for record keeping – this should 
include communication to all levels of management 

¶ Process and record complaints – assign to an 
individual as a single point of contact 

¶ Acknowledge the customers’ complaint – using the 
telephone will speed up the process 

¶ Investigate and analyse the complaint – get both 
sides of the story 

¶ Resolve the problem in a manner consistent with 
your organisational policies 

¶ Follow up – was your customer satisfied with the 
resolution? 

¶ Report on patterns of complaints and lessons to be 
learned 

¶ Insist that departments develop an action plan based 
on complaint patterns 

If you are proud of the way that you rectify problems (by 
offering a ‘no-questions’ refund, for example) make sure that 
your customers know about it. Your method of dealing with 
customer problems is one more way to stay ahead of your 
competitors. 

The commitment and continuing involvement of company 
management is critical to successful complaint resolution and to 
the optimum use of complaints as a management tool. 
Managers will help to find new ways to improve both the 
complaint management system and the fairness of the solutions 
offered to your customers. 

It is possible to manage the customer complaints process 
through the CRM module within Annata IDMS. This opens up 
the opportunity for alerts to be used to remind people of 
responses that are required. These alerts can appear in Annata 
IDMS or can be set up to appear as activities within Microsoft 
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Outlook. This familiar and easily accessible reminder will help to 
handle complaints as quickly and efficiently as possible.  

Details of communication with your customer can be kept so 
that it can be referred to in the future, should the need arise. 
The reporting system embedded within Annata IDMS can then 
be used for further analysis so that trends (around type of 
complaint for example) can be identified and can be used to 
highlight issues that may have caused the complaints in the first 
place. 

Obviously, complaints could be used as one of the KPI reporting 
areas available on the dashboard. This would mean that 
accurate information is always available, both for the user and 
their supervisor. 

Conclusion 
The customer care policies that you adopt and the ERP system 
that you use should not be viewed in isolation. A well designed 
and correctly implemented ERP system, such as Annata IDMS 
for Microsoft Dynamics AX, can be used to enhance the levels of 
satisfaction experienced by your customers. 

Having a series of carefully chosen Key Performance Indicators 
(KPI’s) that reflect the actual needs of your customers will help 
to ensure that you maximize the care that you offer to your 
customers as well as enabling your team to make the most of all 
sales opportunities. Review the KPI’s regularly – this is made 
easy as part of the dashboard reporting.  

The information that you hold within your ERP system should 
not be the property of the IT or Finance Department. It must be 
accessible and easily understandable  by the staff on the front 
line so that they are able to act quickly and deliver the personal 
touches that will keep you ahead of your competitors.  

Your ERP system should be flexible enough to cater for your 
needs both now and in the future. It should be able to cope 
with the innovation that you and your team introduce to your 
business. It should, in some situations, become the driver for 
the way that your business adapts to the changing needs of 
your customers. This will be based on the best practice that is 
available from other business sectors that could be applied to 
your industry. This will help to ensure that your business is 
future proofed and not vulnerable to quicker reacting 
competitors. 

Business success depends on many factors. Key amongst these 
will be the way that your customers’ needs are catered for by 
your team and by the effectiveness and efficiency with which 
your business operates. Central to achieving these aims will be 
an ERP system that enables your team to enhance customer 
service on a daily basis.  

Annata IDMS for Microsoft Dynamics AX is just such an ERP 
system. 
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Annata IDMS for Microsoft Dynamics AX 

The Annata Import and Dealer Management System (Annata 
IDMS) is a solution for importers, wholesalers, dealers and 
service providers in the automotive industry. It is built as an 
add-on to Microsoft's Dynamics AX ERP software. It utilises the 
standard features of Microsoft Dynamics AX as well as extensive 

additional features specifically designed to support the 
automotive downstream business. 

The solution can be viewed as a twofold delivery:  

¶ A set of additional forms, reports and work 
processes specifically designed for the automotive 
industry  

¶ A set of best practices on how to utilise both 
standard Dynamics AX, as well as the automotive  
add-on for the automotive importer and dealer 
industry  

The solution is built as a multi brand solution (i.e. the importer 
and/or dealer can handle many different brands of vehicles and 
devices and different manufacturer's requirements) in a single 
system. Annata IDMS is built in a way that it can handle all kinds 
of vehicle such as cars, machines, heavy machinery, forklifts and 
quarrying equipment, to name a few.  

In Annata IDMS for Dynamics AX,  it is easy to:  

¶ Register detailed information on each vehicle for use 
throughout the supply chain  

¶ Track historical data for each vehicle throughout its 
entire lifecycle  

¶ Register and work with different delivery statuses on 
each vehicle and therefore have on-hand 
information on what you have, where and when  

¶ Have an overview of the import process from the 
initial purchase order to delivery to the end-
customer  

¶ Reduce delays in the sales process by having 
updated fleet information immediately available  

Best practice   

¶ Support best practice in vehicle sales with easy 
configuration of a vehicle during the sales process  

¶ Create mass and/or individual purchase orders based 
on pre-defined configurations and/or ad-hoc 
configurations  

Save time and money 

¶ Reduce the in-house item master by maintaining an 
external supplier's item table. Easy transfer of 
individual items to internal item master table when 
they are required  

¶ Control and monitor emergency orders in an 
efficient, integrated process  

¶ Manage vehicle loans and rent-outs and monitor the 
status of each loaned or rented vehicle  

¶ Manage recalls and notifications for groups of 
vehicles by predefined configurations and/or ad-hoc 
configurations  

¶ Manage formal dialogue with outside agencies, e.g. 
vehicle registration office  

¶ Organise vehicle servicing with efficient workshop 
management (e.g. time-slot placements and 
reservations)  

¶ Control and monitor the claims process, thus 
securing efficient revenue generation through claims  

¶ And more......  



 

Technology ǀ Consulting  
United Kingdom ǀ Sweden ǀ Denmark ǀ Iceland 

Experience 
Annata has been working with Dynamics AX and its 
predecessors since the very beginning. Our highly skilled and 
professional team has jointly achieved hundreds of full life-cycle 
projects in dozens of countries around the globe. We are proud 
to say that our customer retention rate is probably second to 
none. We aim to work with our customers for the long term. 

Expertise 
We are a focused Microsoft Dynamics AX, Microsoft BI and 
Cognos BI team, and we have the references and certificates 
available to demonstrate our capability to deliver. 

Annata’s expertise is multi-dimensional and demonstrates our 
ability to positively impact our customers’ people and business. 
We are experts in the methodology needed to succeed in 
implementing new business management solutions. We are 
experts in setting up and maintaining the right service 
environment for a progressive and sustainable future for our 
customers. We know how to put together the right team for 
each project, we have both the skills and tools for major and 
minor development tasks and we have in-depth knowledge in 
multiple industries and strong skills and expertise in many 
business processes. 

You can trust us! 

Reputation 
We are trusted advisors for many prominent businesses around 
the world. Our aim is to continue to build success on reputation. 
To quote Tami Reller, Corporate Vice President, Microsoft: 

ΨΩ!ƴƴŀǘŀ ǘǊǳƭȅ ǳƴŘŜǊǎǘŀƴŘǎ Ƙƻǿ ƛƳǇƻǊǘŀƴǘ ŎǳǎǘƻƳŜǊǎ 
are to Microsoft and makes the extra effort to make 
ǘƘŜƛǊ ŎǳǎǘƻƳŜǊǎΩ ŜȄǇŜǊƛŜƴŎŜǎ ǘǊǳƭȅ ƳŜƳƻǊŀōƭŜΩΩ 

For us, reputation is everything.  

Why choose Annata? 
Annata is a group of highly motivated professionals, who 

through creativity, collaboration and commitment, help 

customers excel in their business. The group is represented 

through its affiliated partner; Crossroads Partner Inc. 

throughout North America and  through its own offices in the 

United Kingdom, Sweden, Denmark and Iceland. Annata is also 

represented in most regions of the world through strategic 

partnerships in Australia, Asia, Africa, Europe  and South 

America. 

The IDMS team has many years of experience in the machinery 

and automotive business, as a solution and service provider but 

also from the inside, as former employees in machinery and 

automotive companies. 

About Annata IDMS 
Annata IDMS is a vertical ERP software solution for importers, 

dealers, distributors and service providers of construction 

equipment and motorized machinery. It supports multiple 

brand-specific requirements throughout the IDMS supply chain. 

Annata IDMS is built by experts with deep knowledge of 

automotive industry specific processes and vast experience in 

software integration and development. 

Annata IDMS uses standardized Microsoft Dynamics AX features 

and specifically developed add-ons for your industry needs. The 

development of the solution follows a best practice 

methodology which minimises upgrade efforts and version 

handling. 

Contact us 
Learn more about making Annata your trusted advisor and 

business management systems partner. Contact us today. 

Please find further information on our website 

www.annata.co.uk or send an e-mail to info@annata.co.uk. 


