
Microsoft Dynamics 365 - CRM Case Study 

The Company 

BCR Associates are an independent cost management consultancy 

helping UK businesses save time and money by reducing running 

costs on essential spends. These include energy, telecoms, 

business consumables, insurance, finance as well as energy 

infrastructure and management. 

The company’s network of relationship managers implement new 

procurement strategies to source solutions and negotiate the best 

rates on behalf of its clients. Through its managed service BCR 

Associates provide tendering management, disaster recovery, risk 

management, supplier negotiation and renewal management. 

 

Background 

BCR Associates had used Sugar CRM for more than 4 years and 

were relying on an external partner to develop and support this 

system. 

As Jenny Bicket, the company’s IT administrator explains this 

solution was no longer meeting their requirements: 

“The system was causing a very frustrating experience for our 

users. The interface was clunky and its performance was slow and 

would often be unstable. Through our CRM partner we implemented 

changes but this wasn’t a consultative process and the system 

evolved in such a way that ultimately proved counter-intuitive.” 

 

The Requirement 

The company researched potential new systems to replace Sugar 

CRM and were quickly attracted to Microsoft Dynamics CRM as 

Jenny explains: 

“Its integration with Microsoft Office, and specifically Outlook, was a 

big consideration. Our previous system lacked email integration and 

having seen how easily Outlook emails would be tracked in CRM it 

made Microsoft Dynamics our favoured choice.” 

“I have been impressed by Preact’s relationship 
with our Operations IT Administrator where they 

have helped her develop a superb system.  

Preact are a professional organisation and respond 
well to working with our staff, like every significant 

project both sides work well when fully engaged.”  

Richard Dormer, Managing Director 
BCR Associates 

 

Overview 

Industry 

Cost Management Consultancy 

Business Situation 

BCR Associates sought a new CRM 

solution to build and maintain profitable 

long term customer relationships and 

support their business growth. 

Solution 

Microsoft Dynamics 365 is now  

deployed to 50 users. 

Main CRM Benefits 

 Greater user engagement and 

sentiment towards CRM 

 High levels of customer satisfaction 

and increased billing 

 New actionable insights gained from 

CRM data in Power BI 

 Increased productivity through 

remote and mobile CRM access 

 Increased self-sufficiency to 

internally managed and develop 
CRM 



Having identified a new CRM system, BCR Associates sought a new partner to 

implement this as Jenny continues: 

“Preact were the first company that we spoke to. We were initially attracted by the 

size of their organisation, which is similar to our own, as well as their CRM awards 

and the information on their website. From our initial engagements we found 

Preact’s team to be approachable and knowledgeable and these were important 

factors when we selected them to manage this project.” 

The frustrations encountered by the BCR Associates team with their previous 

CRM system presented a challenge when it came to gaining their commitment to 

start working with a replacement: 

“Our recent CRM history presented a series of user concerns and it required a 

major effort to get everyone on board with the project.” says Jenny. 

“Collectively, we needed to retrain our minds in terms of what CRM could deliver 

for the business and create a vision of how we wanted it to work. 

Throughout the design and build process we actively canvassed user opinion 

about how they wanted the new system to look and feel. Everyone was involved in 

this process in some aspect which included determining field names and refining 

our sales process. Overall, it was a real collective effort. 

During this stage we shared progress updates internally and previews which was 

a good tactic to develop wider interest in the project. It also created a wow factor 

when users could see at an early stage what improvements this would make.   

Preact's project documentation was especially helpful in the planning stages as it 

challenged us to think strategically about our requirements and aims prior to the 

CRM scoping consultancy.  

This proved good preparation as it highlighted a number of questions and 

considerations that we were able to distribute amongst our team and get their 

feedback prior to the scoping sessions.” 

The success of the approach taken by BCR Associates to involve its user base 

from the outset is demonstrated by this picture with the team celebrating its CRM 

launch which was repeatedly shared and liked on Twitter.  

“From our initial 
engagements we found 

Preact’s team to be 
approachable and 

knowledgeable and 
these were important 

factors when we 
selected them to manage 

this project.”  

 
Jenny Bicket 

Operations IT Administrator 
BCR Associates 

 



The Result 

In assessing the progress that BCR Associates has made with Microsoft 

Dynamics CRM in less than 12 months, Jenny is effusive in her praise: 

“Microsoft Dynamics has proved a fantastic system for us. First and 

foremost it has enabled us to better manage our customer requirements. 

Also, we can now look far more closely at our data thanks to its integration 

with Power BI which is giving completely new insights into our data that we 

never imagined were possible. 

Its management of our sales process is another example of how Dynamics 

has been a leap forward from our previous solution in terms of how it help 

us progress our leads.” 

BCR Associates relationship managers and franchisees presented the 

biggest challenge to win over but Jenny says they have embraced 

Microsoft Dynamics: 

“They had endured a tough time due to slow unreliable access to CRM. 

This was especially restrictive for them when they were attending on-site 

customer meetings.  

As well as involving them in the planning process we ensured they were 

given the necessary time and resources to make sure their CRM questions 

were promptly answered.”   

This communication combined with their own experience of using 

Microsoft Dynamics meant that these users were quickly on-boarded with 

CRM.  

“We now find these users are driving most of the ideas for CRM change 

and improvements,” confirms Jenny. “It’s been amazing to see this 

transformation!  

Thanks to the Microsoft Dynamics app for iPad they are now able to bring 

CRM and this data into their customer meetings and that’s made a big 

improvement to the outcome of these sessions.” 

Jenny says BCR Associates are using further Microsoft technology to drive 

user engagement and make decisions about further improvements to their 

CRM system: 

“We use Yammer to share CRM ideas inside the company and this works 

well by helping us quickly gather user opinions and this helps us decide on 

further customisations and functions.” 

Using Scribe Insight, Preact has integrated BCR Associates SQL based 

payment system with Microsoft Dynamics: 

“We now have an incredible amount of payment detail coming into CRM,” 

continues Jenny “I use Power BI on a daily basis and this is giving us new 

insights to forecast sales, analyse renewals, and even to predict when 

contracts will be signed.” 

“Microsoft Dynamics has 

proved a fantastic 

system for us. 

We can now look far 

more closely at our data 

thanks to its integration 

Power BI which is giving 

completely new insights 

that we never imagined 

were possible.” 

 

Jenny Bicket 
Operations IT Administrator 

BCR Associates 

 



Without hesitation Jenny believes Microsoft Dynamics CRM has 

exceeded their expectations: 

“We’ve achieved so much within less than a year since we went live 

with Dynamics! 

BCR Associates is working towards ISO9001 certification and the 

advances we've made with CRM is an important step in helping us 

reach this goal. 

As a database administrator Microsoft Dynamics has given me 

considerable freedom. The flexibility of its platform has meant that we 

are more self-sufficient and can make more changes to the system 

ourselves. 

Throughout the organisation, CRM is giving us deeper knowledge 

which is helping us focus in the right areas. 

At the start of this project our main goal for CRM was to help us build 

and maintain profitable long-term relationships and grow the business. 

We are well on the way to achieving this.  

We can see from our data that we are working with more clients, we 

are billing higher values, our customer satisfaction levels are higher 

and I personally attribute this success to Microsoft Dynamics CRM.” 

Richard Dormer, Managing Director of BCR Associates highlights the 

contribution made by their CRM partner: 

“Through a full round of procurement and scoping discussions Preact 

came out very positively through their attention to the detail of our 

business, they were not the ‘cheapest’ option but thankfully they were 

the best option.  

I have been impressed by their relationship with our Operations IT 

Administrator where they have helped her develop a superb system. 

Preact are a professional organisation and respond well to working 

with our staff, like every significant project both sides work well when 

fully engaged.”  

Jenny underscores the importance of this relationship to BCR 

Associates:  

“Put simply, Preact have been a brilliant partner for us.  

They always listen patiently to our requests and provide us with well-

reasoned answers. In some instances their consultants will query our 

proposed action and their insight helps us reach a better solution. 

When we have visited their offices we've always enjoyed very 

productive sessions, not forgetting their excellent tea and biscuits! 

We’ve always found their team to be very professional yet friendly. 

Their approach is excellent and I can't fault them. 

I thoroughly enjoy working with Preact and value their guidance. I 

would definitely recommend their services to any organisation that 

needs help with CRM.” 

“We’ve achieved so 

much within less than a 

year since we went live 

with Dynamics! 

Throughout the 

organisation, CRM is 

giving us deeper 

knowledge which is 

helping us focus in the 

right areas.” 

 
Jenny Bicket 

Operations IT Administrator 
BCR Associates 



About Preact 
 
As multiple award-winning CRM 
architects, Preact have been helping 
all types and sizes of businesses 
achieve success from their CRM 
strategy since 1993.  
 
At the heart of Preact's culture sit our 
core values, Putting Customers First, 
Being the Best and Building Business 
Together. We are committed to 
helping organisations achieve 
outstanding from their CRM solution 
whilst giving excellent value for 
money. 
 
All of our project team hold the 
highest Microsoft CRM and industry  
accreditations, ensuring that each 
requirement is expertly managed at 
every stage through our proven 
project methodology. 

 
www.preact.co.uk 
 
Tel: 0800 381 1000 
 
Preact Limited 
Vandervell House 
Vanwall Road, Maidenhead, 
Berkshire SL6 4UB 

About BCR Associates 
 
BCR Associates is one of the UK’s 
leading cost and risk management 
companies specialising in cost 
reduction and account 
management of essential business 
spend on electricity, gas, 
telecoms, insurance, HR and H&S, 
business and office supplies, 
vehicles, water and finance.  
 
The company aim to continually 
provide client satisfaction through 
innovation, consistent 
improvement and dedication to 
cost reduction analysis.  
 
BCR Associates work with B2B 
companies in many sectors across 
the UK who employ their business 
model to save money and 
administrative hassle. 

 

www.bcrassociates.co.uk 
 
Tel: 03330 433233  
 
BCR Associates Limited 
Renslade House 
Bonhay Road, Exeter 
EX4 3AY 

For more information 
 
To find out more about Preact and 
Microsoft Dynamics please call 0800 
381 1000 or +44(0)1628 661 810 
 
Or, visit www.preact.co.uk 
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