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Porsche Cars North America (PCNA) – prepared for CRM
• In September of 1984, Porsche Cars North America, Inc. (PCNA), became the exclusive 

importer, marketer, and distributor of Porsche automobiles for the United States. 
• The headquarters are located in Atlanta, Georgia
• Today, Porsche has approximately 250 North American personnel, all committed to 

providing the kind of dealer and customer support for which Porsche has long been 
known for. 

• The most valuable capital this company has is its loyal customers with their sense of 
Porsche responsibility. The most valuable support for this company is its work force and 
its tradition of outstanding performance.
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Staring point in 2005 & project goals
• > 10 customer databases with little/ no integration
• No holistic view of the customer along the entire lifecycle
• Systems could not provide acceptable data quality  

Very limited capabilities to provide best possible customer service

• improve knowledge of customers relations and desires and the targeted use of this 
knowledge for management decisions

• build up excellent brand experience for customers
• increase customer satisfaction
• improve customer loyalty and long-term customer relations

project goals
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Processes within CRM@Porsche

Main Processes within CRM@Porsche

Central Campaign Management 

Local Sales Support Campaign 

Prospect Contact Program 

Lead Management 

Vehicle Sales Management (Interfaces)

Customer Care Program 

Service Management at Dealer (Interfaces)

Complaint Management 

Recall/ Service Campaigns

Feedback Management / Analytical CRM  (later delivery steps)
Cross-functional and Data Quality Management
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Some hard facts …
> 2.700.000 (historical) transactions
> 1.200.000 customers/ prospects in Canada and USA

> 650.000 vehicles
> 200 dealers connected via Porsche sales/ warranty tools
> 120 users at PCNA and partners, 40-60 of which concurrent 

2 external call centers connected
1 mySAP CRM 4.0 system with Service Industry Extension

7 months implementation time following a 
3 month requirements & process definition phase in multiple markets
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Time table CRM@Porsche global design and pilot

Project start

Detailed planning, preparation

Design

Installation of systems

Prototyping 

Prototype review – PCNA

Prototype review – Global

Implementation PCNA

Interfaces

Migration & data cleansing

Application Testing

Go live Preparation

Trainings 

Post go live support 

Tasks

GO LIVE

2005

High Level

Mai June July August SeptemberApril October November

Detailed (Core, Local)

ProductionDevel./ Test

Review Workshops

Design

Design Migration programs and testing Migration

Design (Global)
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360O vehicle and customer view: CRM = Integration

Leasing/ finance
360O customer

and vehicle
view

Retail

Porsche AG/
market

External parties
Roadside

AssistanceExternal surveysExternal vehicle 
owner data Address services Letter Shops

Driving events

Club membership

Vehicle related technical
requests

Existing interface
Planned interface
Duplicate checking & 
address verification

porsche.com

Vehicle sales tools Vehicle sales system Warranty claims, recall/
service campaigns

Porsche Design
Drivers Selection
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Porsche dealerships will be integrated in three steps
Step 1:
• Dealer data is pulled from Porsche tools: sales support, sales, warranty mgmt
• Data (e.g. Leads) is automatically extracted from CRM@Porsche and provided to the dealers
• Manual on-demand data exchange for mailings etc.

No systems impact on dealer

Step 2:
• Dealers can access CRM@Porsche through a specific Dealer Portal:

– Create, view, maintain, download own customers/ prospects
– View all Porsche vehicles incl. service history
– Lead management
– Campaign Management
– Reporting

Step3 :
• Selected Dealer Management Systems are directly interfaced to the CRM@Porsche system

– Exchange of customer/ prospect, vehicle, lead data
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A quick tour through CRM@Porsche …
Cross-functional data and 
processes: 

– Customer and prospect data 
maintenance 

– Vehicle viewer and maintenance
– Manual and automatic vehicle re-

assignment
– Automatic customer/ prospect 

status management
– Automatic responsible dealer 

assignment for customers/ 
prospects based on 

• preferred dealer 
• last selling dealer 
• distance to next/ last selling 

dealer 
• etc.

– Integrated dealer database

sales dealer,
service dealer

e.g. Is new vehicle 
customer of / has 
new vehicle customer

Customer

Events

Options

Contact History: repair order, 
mailings, complaints, .
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Customer Master Data – Source of Data and Relationships (1)

Customer C1

Dealer A

Vehicle V1
Selling dealer: A

Is pre-owned vehicle customer of / 
has pre-owned vehicle customer

(1) Vehicle sale from sales system: a new customer C1 buys a 
pre-owned vehicle V1 from dealer A

– Customer C1 is created
– Vehicle V1 is created
– Relationships are created between customer C1 and vehicle V1 

and customer C1 and dealer A
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Customer Master Data – Source of Data and Relationships (2)
(1) Vehicle sale from sales system: a new customer C1 buys a 

pre-owned vehicle V1 from dealer A
– Customer C1 is created
– Vehicle V1 is created
– Relationships are created between customer C1 and vehicle V1 

and customer C1 and dealer A

(2) Vehicle sale from sales system: The same customer C1 buys 
another (new) vehicle V2 from the same dealer A 

– Vehicle V2 is created
– Relationships are created between customer C1 and vehicle V2 

and customer C1 and dealer A

Is new vehicle customer of / 
has new vehicle customer

Customer C1

Dealer A

Vehicle V1
Selling dealer: A

Vehicle V2
Selling dealer: A

Is pre-owned vehicle customer of / 
has pre-owned vehicle customer
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Customer Master Data – Source of Data and Relationships (3)

Is new vehicle customer of / 
has new vehicle customer

Customer C1

Dealer B

Dealer A

Vehicle V1
Selling dealer: A

Vehicle V2
Selling dealer: A

Customer C2

Is service customer of / 
has service customer

X
X

(1) Vehicle sale from sales system: a new customer C1 buys a 
pre-owned vehicle V1 from dealer A

– Customer C1 is created
– Vehicle V1 is created
– Relationships are created between customer C1 and vehicle V1 

and customer C1 and dealer A

(2) Vehicle sale from sales system: The same customer C1 buys 
another (new) vehicle V2 from the same dealer A 

– Vehicle V2 is created
– Relationships are created between customer C1 and vehicle V2 

and customer C1 and dealer A

(3) Repair Order from warranty system: another customer C2 
has a warranty repair order for vehicle V2 at dealer B

– New customer C2 is created
– New relationships are created between C2 and V2 and C2 and 

dealer B
– The existing relationship between C1 and V2 is terminated (end 

date is set)
– The existing relationship between C1 and Dealer A „is new 

vehicle customer“ is terminated

Is pre-owned vehicle customer of / 
has pre-owned vehicle customer
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A quick tour through CRM@Porsche …
Data quality processes and
reporting:

– Duplicate handling: flag & 
merge mode

– Address verification/ 
correction and „rough“ 
search with 3rd party tool

– Processes to handle invalid 
postal addresses:

• Identification and priority –
based processing

• Temporary exclusion from 
specific mailings

– Processes to handle 
“suspicious” customer names

• Identification and 
processing

• Temporary exclusion from 
specific mailings
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A quick tour through CRM@Porsche …
Interaction Center: all-in-one

(1) Identify customer and contact-
coordinator incl. customer search 
by vehicle

(2) Contact history
(3) Assigned (historical) vehicles
(4) Workspace for

• Lead / complaint processing
• Vehicle details (attributes, events, 

options, history)
• Customer fact sheet

(5) Alert messages
• open recall campaign(s) for 

customer’s vehicles(s)
• Mail blocks
• Potential customer loyalty issue
• Etc.

1

2

3
4

5
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A quick tour through CRM@Porsche …
Porsche vehicles are Integrated into
the interaction center application

All vehicle fields are organized on 
various tabs: 
• A „Partner“ tab showing the 

relationships to the current 
customer, sales and service dealers

• An „Options“ tab showing the 
vehicle options

• A “History” tab showing past 
owners, dealers, events and related 
transactions (e.g. complaints, 
breakdowns)
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A quick tour through CRM@Porsche …
Campaign management and list loads:
– Customer care program
– Prospect contact program
– Sales support campaigns/ national 

mailings with > 200.000 addresses
– Synergies with other business units, 

E.g. „pull all customers with vehicle 
younger than 4 years, MSRP > 
70.000 USD who live in Manhattan“ 
for the „Indicator“ watch launch
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A quick tour through CRM@Porsche …
Customer Care Program to 
increase customer satisfaction and 
loyalty:
– Example: externally conducted 

satisfaction survey via web/ phone 
after every vehicles and service 
events on dealer level
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A quick tour through CRM@Porsche …

Contact “Fuzzy” search

Address verification and 
correction

Dealer Assignment

Info material requests, 
questionnaire and scoring

Optional: capture to do / follow-up

Requested material is automatically 
transferred to fulfillment house

Rule-based automatic lead transfer 
to responsible dealer

Track to do’s / follow-up’s

Capture & qualify lead

Follow-up processes

Create/change 
prospect

Capture lead 
details

Create follow-
up contact

Monitor to do‘s

Search 
prospect

Create lead

Lead Transfer
to Dealer

Info Material
Shipment

Le
ad

Fa
st

 E
nt

ry

Lead Management
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Lead fast entry – screen overview
1. Custom-build 

screen interaction 
center screen 
„Lead fast entry“ 
with

2. Scroll bar to 
navigate to all 
fields

3. Buttons for 
search, 
confirmation, 
save, clear, send 
lead to dealer (via 
e-mail)

4. Country-specific 
defaults

1

2

3

4
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Lead fast entry – prospect search
1. Process step 1: 

enter prospect 
name and 
(optionally 
address)

2. Hit search button
3. Pop-up with 

possible 
duplicates appears

if the search is 
cancelled, the 
data remains in 
the screen to 
capture a new 
prospect

1

2

3
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Lead fast entry – (1)
1. When having found a 

existing record via 
“fuzzy” search and 
confirming the record …

2. the existing prospect 
data fields are pre-filled 
and can be changed if 
needed, e.g. company 
name, address, phone, 
…

3. the contact history and 
vehicles owned are 
displayed

1

2

3
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Lead fast entry – (2)
Continued data entry:

1. When scrolling down, 
additional data fields can be 
entered 

2. Prospect data fields such as 
phone number

3. Lead data fields, such as 
group, source campaign

4. (score-relevant) questionnaire

1
2

3

4
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Lead fast entry – (3)
Selected features:

1. Based on the selection of a 
vehicle make: 

2. The list of (relevant) models is 
dynamically pulled 

Total: > 2.300 vehicle models 
stored with a score value

Use:
• Capture currently owned 

vehicles and competitive 
interest vehicles for scoring

1

2
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Lead transfer to dealer – immediate transfer to dealer
• If needed, 

leads can be
immediatly
transferred
to a dealer
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A quick tour through CRM@Porsche …
Complaint Management – powerful 
tool support for best possible 
service:

• Work list with 
– indication of new/ changed cases
– Display of potential loyalty issue
– priority-based alert functions 
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A quick tour through CRM@Porsche …
Complaint Management – powerful 
tool support for best possible 
service (cont.):

• 3-dimensional categorization
– Customer request
– Problem
– Solution

• Overview on past goodwill costs 
per customer

• In-place access to entire vehicle 
history incl. repair orders
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A quick tour through CRM@Porsche …
Recall/ service campaigns –
integration into processes:

• Alert messages for interaction 
center users:
open recall <campaign ID> 
“<campaign text>” exists for 
vehicle <VIN> <description>”

… appears when a customer is 
confirmed who owns a vehicle 
with an open recall.

• The agents’ actions are subject 
of the respective (call center) 
process definitions.

1
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A quick tour through CRM@Porsche …
Recall/ service campaigns – integration 
into processes:

• Recall/ service campaign look-up per 
vehicle in the following business 
contexts:
– Customer/ prospect has a question on 

a specific vehicle:
• “Have all service actions/ recall 

been processed?”
• “Is my vehicle affected by a 

specific recall?” 
– Decision support for customer 

commitment regarding goodwill:
• the completion of related service 

campaigns indicates “how well a 
vehicle was serviced”
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A quick tour through CRM@Porsche …

mySAP CRM

Warranty
System Customer

Techn.
Problem
at dealer

Contact history

A potential customer loyalty
issue exists and is shown
in alerts and reporting, if …

Complaint

User

Repair

Roadside activity

Technical request

Rule based:
• 2 complaints on the 

same vehicle, or
• 1 roadside assistance 

activity & 1 recall
• 2 repairs on the same 

part 
• …

Roadside
Partner

“Pro-active complaint 
management” based 
on “loyalty issue 
reporting”:
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A quick tour through CRM@Porsche …
“Pro-active complaint 
management” based on 
“loyalty issue reporting” 
(cont.):

Potential customer loyalty 
issues are validated and 
handled  by a dedicated 
group.
Customers are contacted 
pro-actively – if 
appropriate.

Result: satisfied and 
loyal customers.

Example: 
“Customer Loyalty Issue Reporting”

Real life example: 
customer response
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A quick tour through CRM@Porsche …
• Reporting along all processes

– Customer and vehicle reporting
– Dealer reporting
– Customer commitment reporting
– Campaign reporting
– Lead conversion reporting
– …
– Recall / workshop campaign

completion reporting
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3 months after go live: what PCNA has achieved …
• Significantly improved data quality, through

– Central customer, prospect and vehicle database
– Address validation
– Duplicate identification and handling
– Plausibility checks
– Data quality reporting 
– Data quality management processes

• Less manual data cleansing
• Visibility of data maintenance quality on dealer level
• Significantly improved visibility on customer relations
• Improved process quality of prospect contact and customer care program activities
• Improved service quality in the context of complaint management
• Synergies with other Porsche business units

• Starting point for new processes such as pro-active complaint management based 
customer loyalty issue reporting with very positive customer feedback
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Success factors
• Strong focus on clearly defined and agreed scope and objectives incl. strong 

management support
• Early involvement of all departments
• Intensive trainings
• Ease-of-use
• Post go live support incl. multiple post go live „are you happy“ workshops
• Excellent on-demand support by SAP AG
• Excellent team/ team-work: Porsche AG, PCNA, Mieschke Hofmann und Partner

• About Mieschke Hofmann und Partner (MHP)
– Process & IT consulting with > 270 consultants
– Specialized in the automotive industry
– 74,8% Porsche-owned
– Special Expertise Partner mySAP CRM, ERP, SCM, PLM, BI,

SAP for Automotive
– Development Partner SAP Dealer Business Management (DBM)
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What is next …
• Implementation in major 

European markets and Australia

• Implementation of new processes

• Extended retail integration and web-based user-interface

• Analytical applications

Atlanta

Reading Leipzig
Zuffenhausen

PadovaMadrid

Melbourne

Paris
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Questions & Answers
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