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Municipal utilities of the future
- digital in sales and network with Stadtwerk365
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ITVT – IT Vision Technology Group
keel

Hamburg
▪ First Microsoft CRM Gold Partner in Germany

▪ Consulting, implementation, support

▪ ITVT industry solutions for the energy industry,

Industry and Telco/ISP

▪ Founded in 2001, owner-managed, approx. 150 employees

▪ MS Direct CSP and ISV with their own solutions in MS

AppsSource

▪ The only European Dynamics provider of a

integrated SaaS solution for customer engagement

(Sales, Marketing, Service) and Billing (BC).

▪ National locations:

Leonberg (HQ), Munich, Karlsruhe,

Nuremberg, Cologne, Essen Berlin, Hamburg,

Kiel, Leipzig, Biberach

Berlin

LeipzigEat

▪ International locations:

Amsterdam| Netherlands

St Petersburg| USA

Beijing| China

Cologne

data center
Nuremberg

Karlsruhe

LEONBERG

Munich
Biberach

credentials
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starting position in the market

Increasing demand for CRM solutions, but also 
for integrated solutions for the entire energy 
industry process chain, since ...

▪ ... the frequently used solution SAP IS-U 
from maintenance is up and running

Solution approach of the ITVT

▪ ... existing IT systems are no longer seen as 
a competitive advantage

▪ Extension of the already successfully introduced 
CRM solution based on MS Dynamics with the 
capabilities of an ERP system by using NAV or 
Business Central
as part of the MS Dynamics platform

▪ ... the cost pressure on 
IT is increasing ▪ Provision of standard interfaces to other 

energy management systems
▪ ... changes in the product portfolio 

require a holistic view of the customer. ▪ High degree of standardization with the option of 
providing encapsulated solution modules

▪ Summarize this solution in the 
product "Stadtwerk 365"
as (Azure) cloud-based offer
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SSttaai.ei.epartlytewrke3right6k5365

portal

CRM ERP

gages
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Stadtwerk365
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Microsoft Platform – Dynamics 365

Sales

marketing
customers

service

Business
Central
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Stadtwerk365 –
Market role supplier
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Stadtwerk365
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Example process:
Customer inquiry on site/ by phone

CRM *
Distributor Portal Manual customer registration by MA Invoice

▪ Employees are supported by CRM assistants
▪ Process steps (with mandatory fields)
▪ Rules-Based Automation
▪ Tariff comparison / calculation

completion base data

▪ network logistics

▪ energy logistics

▪ debtor and
Create contract

▪ discount plan
invest

▪ ...

distributors

customer

(lead)
On site / per
phonecampaigns stock

customer
CONTRACT Invoice

1)Collection of master data
▪ new customer acquisition
▪ customer recovery
▪ ...

▪ contract data
▪ access data

to the self
service portal

▪ ...

▪ monthly
tee

▪ periodic invoice
▪ warning
▪ ...

campaigns
2)plausibility check

▪ Newsletter
(customer retention)

▪ Bundle offer
▪ ...

3)...
recommendation / oral
to-mouth propaganda MaKo

4)tariff calculation

customer portal Example: Customer calls 
the call center

▪ base data
administer

▪ meter reading
report

▪ ...

gages 11



Example process: customer request via portal

CRM
Distributor Portal automation Invoice

completion base data

▪ network logistics

▪ energy logistics

▪ debtor and
Create contract

▪ discount plan
invest

▪ ...

distributors

portal
(Website,
Verivox,…)

customer

(lead)campaigns stock
customer

CONTRACT Invoice
1)plausibility check

▪ new customer acquisition
▪ customer recovery
▪ ...

▪ contract data
▪ access data

to the self
service portal

▪ ...

▪ monthly
tee

▪ periodic invoice
▪ warning
▪ ...

▪ order form campaigns
2)credit check

▪ Newsletter
(customer retention)

▪ Bundle offer
▪ ...

3)...
recommendation / oral
to-mouth propaganda MaKo

4)tariff calculation

A notice:
Depending on the input channel, the test 
criteria can be freely configured
→ rules as well as 

approval steps

customer portal Example: Customer calls 
the call center

▪ base data
administer

▪ meter reading
report

▪ ...
* CRM <-> BC Com 
billing relevant
are reversed back to 
the CR.

m
e

unification
information

M synchronized and

Example: open invoice tion
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contact-Registration-Invoice-customer portal
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A NOTICE:
video still

SW365 – Sales – sample process customer request 14



Offer
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contact-Registration-Invoice-customer portal

16



A NOTICE:
video still

SW365 – Sales – example process of changing suppliers 17



contact-Registration-Invoice-customer portal
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A NOTICE:
video still

SW365 – Customer Portal - Customer Communication 19



360° view
ERP integration in customer service
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A NOTICE:
video still

360° view 21



customer communication
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Opinion
Customer Center

Customer view

Customer Communication - LiveChat 24



Opinion
Customer Center

Customer Communication - LiveChat 25



A NOTICE:
video still

Customer Communication – Chatbot Video 26



campaign management
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output management

Individual data/ calculation PDF/ email delivery

text modules printing/shipping
to service providers

Individual/ personalized 
images, texts and addressing 
by customer group

General template

Master data from Stadtwerk365 
or other data sources

customer history

Text or data from lists archiving28
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Customer testimonials -

campaigns

In campaign management, the
BIETIGHEIM-BISINGEN PUBLIC UTILITIES

a time saving of

600 HOURS PER YEAR
be achieved.

Rouven brother
Group Manager Customer Service
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Customer testimonials -

campaigns

BENEFITS OF PROCESSING PRICE MATCH CAMPAIGN

▪ Data extraction can be carried out independently
▪ Faster response times and flexibility
▪ Effort for ticket creation and administration is eliminated

▪ Elaborate post-processing of the data extracts to prepare for 
the serial letter creation is completely eliminated
▪ Avoidance of potential sources of error

▪ Optimization of document generation
▪ The process only has to be triggered once
▪ Selection option between overall, individual 

and customer-grouped documents
▪ Avoidance of potential sources of error
▪ Customer-grouped document generation enables savings in printing 

and postage costs and improves the outward appearance
▪ Check PDF documents with pause function during creation.
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digital workplace
Unified Service Desk (USD)
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Unified Service Desk – Use 
Cases & Sweet Spots

▪ Ideal for use in call centers, e.g

✓ customer service

✓ distribution

✓ Operational planning/ Field Service

▪ criteria

✓ Interesting from > 10 users (tbv)

✓ Focus on inbound communication

▪ Extra Benefits

✓ Multichannel communication

✓ Integration of external applications

✓ Automatic workflows
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What is USD?

▪ Integrated and configurable 
user interface for
▪ Dynamics CRM pages

▪ 3rd party applications

▪ Own modules/controls

▪ CTI integration

▪ screen pop,

multi channel

▪ Installed on desktop 
(“fat client”)

▪ Part of
Microsoft Dynamics CRM
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Unified Service Desk – Use 
Cases & Sweet Spots

Air design - supports high contrast mode

Unified Blue Theme - predefined theme
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Digital Workplace - 
Unified Service Desk

UP TO 15% HEP CTI DMS
WORK MORE EFFICIENTLY

UP TO 25%
LESS TRAINING COSTS

SOCIAL
UP TO 25% UNIFIED SERVICE DESK 360° VIEW
MORE SALES

UP TO 80%
OF CUSTOMER INQUIRIES
CAN BE SOLVED OVER 
360° VISIBILITY

ALL IN ONE APPLICATION
OFFICE APPLICATIONS

PORTAL/ ADX Crm
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Artificial intelligence
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Data sources and applications for 
energy suppliers

Market trend analysis
geodata

demographics
open data SOCIAL MEDIA • AI product recommendation

PUBLIC
DATA

PRICING CHATBOT
Rates

runtimes
subscriptions

Products

CONTRACTUAL

DATATRIBE-
DATA

Old
Residence

domestic
size

probability of termination

CROSS+UP SELLING
SALE&

CONSUMPTION
DATA

Electricity

gas
cellular

data volume

NEXT BEST ACTION
PAYMENT
DATAcreditworthiness

payment
behave e-mail

chat
Requests

phone calls

Analytics DOCUMENT EVALUATION

scoring COMMUNICATION
DATA CUSTOMER LIFE CYCLE
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Next Best Action - 
Artificial Intelligence

▪ In direct customer dialogue (call center)
▪

▪ Triggered by
▪
▪

▪ cross selling
▪
▪

▪ Current communication
▪
▪

▪ Payment behavior / creditworthiness

▪

▪ customer service

▪

▪ Predictive case management
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open offerVfeurtrightraHgseprightOrightyouK

ELECTRICITYpremium+

goodenlleenright

Argumentation:

Only until February 28th.→100 KwH allowance

CALL ASSUMPTION

Pop Ups 40
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Next best action

Process proposals for
support of employees

Next best action 42



Broadband & Co
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solutions for the
communication industry



Microsoft Platform –
Stadtwerk365 for telecommunications

Project Services
Automation

Sales
fields

service

talent marketing
customers

service

Retail
finance and
operations
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solutions for the
communication industry

sales

customer service Product &
rate management

Invoice planning

accounting realization

Purchasing & Storage



Microsoft Dynamics 365
for Field Service

customer oriented
Experienceservice contract technician

resource planning &
delivery of spare parts

connected
field service

inventory
management

mobile
apartmentoperations customer
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AUTOMATION

With Stadtwerk365 you support and retain your customers more efficiently, 

automate your processes and increase your productivity and reduce costs.

INNOVATION

In addition to components relevant to sales and marketing, 

Stadtwerk365 includes energy management and billing processes, 

customer portals and document storage.

Software is a success-critical factor, future-proof platform

core aspects CUSTOMER FOCUS

With the help of artificial intelligence, virtual clerks and an optimal

Stadtwerk365 offers embedding in the customer's ecosystem

holistic solution for energy suppliers in the digital age.
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