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Deutsche Leasing Increases Sales Volumes–

by 6.8 percent using Siebel Sales–

By adopting best practice account management business processes, some 

of our strategic account sales teams are achieving a 100 percent increase 

in sales against their targets. Across the company the average increase in

sales volumes is 6.8 percent.

—Friedel Jonker, CRM Project Manager, Deutsche Leasing
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A comprehensive business transformation

program codenamed ‘Eagle’ would be

expected to soar. And this one certainly

does. By re-modelling its business around

the customer, Deutsche Leasing is

experiencing a significant increase in 

sales revenues, a quantum leap in sales

productivity, and a dramatic improvement

in customer and employee satisfaction.

As an all-purpose leasing company,

Deutsche Leasing AG’s primary focus is 

on movable asset leasing in the German 

IT, communications, automotive, industrial

equipment, and energy markets. The

company is a member of Sparkassen-

Finanzgruppe, one of Europe’s largest

financial services groups, and employs 

1,200 people throughout Germany.

Prior to the implementation of Deutsche

Leasing’s transformation program, the

company was relying on a rudimentary 

set of sales and marketing systems to

manage customer relationships. Critical

customer and product information was

contained in various disparate systems and

spreadsheets. There was minimal

integration between each of the direct sales

and indirect, partner-driven sales channels.

And the customer communication

channels—field sales, telephone, Internet,

email, and post—all operated independently

of one another. The fundamental problem

was a lack of a company-wide integration 

of customer information. “In 1997, it was 

an innovative system,” says Friedel Jonker,

CRM Project Manager, Deutsche Leasing.

“By 2002 though, the system was difficult 

to handle and would not adapt to our

business strategy. The myriad of different,

fragmented systems we were using to

manage customer relationships were

unstable, costly to maintain, and inflexible.”

Global Reach, CRM Vision, and

Dynamic Product Development

It was clear that a CRM system would unite

this disconnected customer and product

information into a single, multichannel

system. Deutsche Leasing subsequently

invited 15 CRM vendors to perform initial

presentations to the company. Following 

a series of briefings, reference visits, and

detailed proposals by these vendors,

Deutsche Leasing chose Siebel Systems 

and system integration specialist and 

Siebel Systems’ alliance partner CSC.

“We wanted to work with a company that

we knew would be there for the long-term,”

says Jonker. “Siebel Systems’ global reach,

the company’s CRM vision, its dynamic 

and innovative product development

investment, and its ease of integration 

with our Cognos business intelligence

system, made them the ideal partner.

Our users also judged the Siebel solution 

to be the most functionally rich, and the

easiest to use.”
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Deployment Summary

• 350 users

• High user satisfaction  

Siebel eBusiness Applications

Siebel Sales

Benefits

• 6.8 percent increase in sales volumes

• Enables some sales teams to beat their

sales targets by 100 percent

• User satisfaction rating scores 8.53 out 

of 10

Customer’s Implementation Advice

• Ensure senior executive sponsorship

• Partner with an integrator with proven

CRM implementation skills

• Implement comprehensive, tailored

training plan



Deutsche Leasing has implemented 

Siebel Sales among 350 sales, marketing,

and service professionals across Germany.

The company relies on this flexible CRM

system to manage each and every aspect 

of strategic account selling. It provides 

a single source of information concerning

the customer’s profile and responsibilities 

of key individuals, the customer’s history

with Deutsche Leasing, and details

concerning their contract. The sales teams

have one-button access to their schedule 

of customer appointments, sales pipelines,

negotiated offers, sales forecasts, and the

customer’s credit scorecard. This 360-degree

view—which can be shared seamlessly

between departments, territories, and

teams—also extends to the company’s

extended network of business partners,

who market Deutsche Leasing’s services

under their own brand names.

“Siebel Sales has helped Deutsche Leasing

record a 6.8 percent increase in sales volume

in the last year, whereas our competitors’

sales have fallen by an average of 5 percent

during the same period,” he says. “By

adopting best practice strategic account

management business processes, some 

of our strategic account sales teams are

achieving a 100 percent increase in sales

against their targets. Across the company,

the average increase in sales volumes is 

6.8 percent,” says Jonker.

Cross-selling and Up-selling Services

“This single, integrated customer view is 

not only the gateway to the dramatic

increase in sales Deutsche Leasing is

experiencing—it also provides a powerful

means of cross-selling and up-selling our

services,” says Jonker. “Take the example 

of a customer in the communications

sector, who contracts out the leasing of

their automotive fleet to Deutsche Leasing.

By sharing our customer knowledge and

experience with other teams, we have the

opportunity to cross-sell other leasing

services to this customer, such as

technology, capital equipment, and 

other industrial equipment.”

The sales success of Deutsche Leasing’s

Leipzig office is testimony to the power 

of the system. Here, the sales teams have

beaten their annual sales targets by up to

175 percent, as Michaela Umlauft, the Sales

Administrator at the Leipzig office, explains.

“The system is so easy to navigate, and

processing times are so quick, that I can

quickly update customer records, the status

on leads, develop marketing lists, and

produce summarized reports,” she says.

Siebel Sales is also being used to coordinate

marketing campaigns, aimed at generating

leads and increasing awareness of the

company. “The single customer view means

we can quickly build accurate segmented

lists for a variety of campaigns,” Jonkel

continues. “We can create niche customer

lists from an analytical perspective—size 

of customer, their buying pattern, industry

sector, and geography—or from the sales

teams’ perspective, using their customer

knowledge to add names to the list. This

information is then used as the basis for a

direct mail campaign, a telesales campaign,

or an event invitation.

Building User Acceptance

Those sales teams which have achieved the

highest sales growth are those which have

adapted their sales behaviour to match the

system. According to Jonker, they use the

system as their “sales mind”, relying on best

practice strategic account management

processes to analyze every sales situation,

refine their targeting, and operate as

efficiently as possible. By sharing this

success and other similar examples with

staff across the organization, Deutsche

Leasing has created a very high level of user

acceptance of the system. “Asked about the

importance of the Eagle program, on a scale

of 1 to 10, a sample of 140 staff rated the

importance at an average of 8.53,” says

Jonker. “We were very pleased to receive

comments such as, ‘it’s the basis for sharing

business opportunities with others, and ‘it’s

an important information tool, which we

can all access, at any time’. By thinking in

terms of how to deliver the greatest value to

our customers, we have developed a highly

effective sales and marketing system.”
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Siebel Sales

Siebel Sales enables field sales organizations

to sell collaboratively across geographies,

time zones, and currencies, and scales to

meet the needs of even the largest global

deployments. With Siebel Sales, field 

professionals can accurately forecast future

business, generate customized presentations

and proposals, and easily produce customer

communications such as personalized 

invitations, thank you notes, letters, and

other correspondence.

Sales organizations can use Siebel Sales to

seamlessly share information across sales

teams, manage sales pipelines, rapidly create

customer quotes and proposals, easily 

configure products and services to meet the

unique needs of each customer, and provide

superior after-sales service and support.


