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Realdolmen helps DATS 24 to manage its B2B
customers more effectively with Salesforce

DATS 24 has been reporting strong numbers year after year in a market where this is the exception rather than the rule. At the same
time, the fuel supplier for Colruyt Group is continuing its rapid roll-out of a national network of CNG stations. A total of 95 are planned

to be in operation by March 2018. Within the framework of its growth strategy,

DATS 24 is also increasingly serving SME businesses. In order to effectively manage its relationships with its growing number of busi-
ness customers, the company needed an efficient Customer Relationship Management system. DATS 24 found a solution in the form
of Salesforce, which Realdolmen — as a trusted advisor — was able to seamlessly integrate into the organization.

Initially, all of the DATS 24 stations were located at Colruyt sites,
and the company focused primarily on shoppers and passers-
by. Over time, standalone filling stations were added, as a result
of which DATS 24 now operates an extensive network that also
attracts professional customers.

“DATS 24 has a clear and consistent strategy of offering low pric-
es all the time, everywhere. Together with our focus on efficiency
and customer service, this makes us an attractive partner for an
increasing number of SMEs. We are also aiming to increasingly
and proactively advocate CNG (compressed natural gas) in the
B2B market. Accordingly, we need to be able to monitor and
relate to our potential customers more efficiently,” explains Bram
Decraene, Head of Sales at DATS 24 Professional.

However, to take a more professional approach to this target
group, DATS 24 had to revise its strategy. “In particular, we need-
ed a more structured approach within our sales organization in
order to give us a better picture of the status of each custom-
er,” he states. “Some companies order fuel cards without any
prompting, while other potential customers need to be encour-
aged and visited. Our approach to the latter group in particular
was not especially efficient.”

“Realdolmen was able to get Salesforce
up and running in only one month. The
fact that the project went so smoothly
doubtless had much to do with thorough
preparation. “Realdolmen explained to
us beforehand exactly what we could
do with the software package, thereby

immediately giving us a good idea of the
various options available.”

BRAM DECRAENE, HEAD OF SALES
AT DATS 24 PROFESSIONAL
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COUNTRY: Belgium
SECTOR: fuel

PROFILE

Initially, Colruyt Group established DATS
24 in order to make better use of the
space around its stores. The first filling
station operated by DATS 24 — an abbre-
viation for Discount Automatic Tanking
Service — appeared in 1972. The concept
of unmanned filling stations, which

was revolutionary at the time, gained
acceptance and DATS 24 has been an
established player ever since.

As well as allowing customers to do their
shopping and fill up the tank inexpen-
sively in one go, the fuel supplier with
the green logo also invests a great deal
in sustainability. For example, DATS 24

is a pioneer in the commercialization of
CNG (Compressed Natural Gas).

CHALLENGE

DATS 24 went looking for a CRM solution
that would enable the company’s customer
consultants to monitor and manage its B2B
customers more efficiently and effectively.

SOLUTION

For DATS 24, Salesforce is the ideal
solution for dealing with B2B customers
in a structured manner. The company’s IT
partner, Realdolmen, successfully imple-
mented the solution.

BENEFITS

¢ Realdolmen implemented Salesforce
in less than one month for a fixed
price.

Salesforce enables DATS 24 to work
more efficiently and transparently and
in a more structured manner.

Salesforce works in a highly intuitive
manner, thereby enabling employees to
quickly learn how to work with it.

DATS 24 can easily do its own fine-
tuning in the future.

SOFTWARE
Salesforce

Bram Decraene, DATS 24

REALDOLMEN IMPLEMENTS NEW CRM SYSTEM QUICKLY

Previously, DATS 24 used an Excel sheet to monitor its B2B customers. All
leads and prospects were listed here. However, this tool was extremely dif-
ficult to manage efficiently.

Bram Decraene: “Eoly and Symeta, two other companies within the Colruyt
Group, were already using Salesforce and were highly satisfied. We quickly
decided to follow their example, as it gave us the added benefit of simply hav-
ing to look to our neighbors to see how the solution actually worked.”

Realdolmen, with which DATS 24 had already collaborated in the past, was
asked to manage the implementation of the software package. This was
done on a fixed-price basis, so that DATS 24 knew exactly what the cost
would be from day one.

DATS 24 has never regretted this decision for a second. “Our CRM partner,
Realdolmen, was able to get the package up and running in under a month.
The fact that the actual implementation process went so smoothly was un-



doubtedly the result of thorough preparation as well,” says
Bram Decraene. “Realdolmen explained to us beforehand
exactly what we could do with the Salesforce software, so
that we immediately had a good idea of the various options
available.”

INTUITIVE SOLUTION

DATS 24 and Realdolmen organized several workshops to dis-
cuss and fine-tune all of the various requirements and desires.
For example, at the request of the parent company, Salesforce
had to be implemented as a standalone system. “An important
requirement in setting up the system was to ensure that CRM
would not become an administrative burden. We thought long
and hard about what we really wanted and what was simply
unnecessary baggage,” explains Bram Decraene.

During the implementation, DATS 24 kept with the standard
version as much as possible. “However, one aspect that we
did customize to our individual wishes was the definition
of leads. Although leads are generally structured around a
person, we wanted one lead per company. These types of
modification were implemented very quickly,” he adds.

“We soon noticed that the package actually works in a highly
intuitive manner. Once you have made certain basic choices
and structured the most important fields, it is simple to fine-
tune the solution to meet your own specific needs. You do
not even need to know all that much about IT to do so.

We can now also do our own fine-tuning in the future without
external assistance. Now that the basic system is fully op-
erational, we also want to integrate the status of payments
and the management of cards into the solution.”

Bram Decraene, DATS 24 and Edmond Tang, Realdolmen

NO MORE PLAYING CATCH-UP

At present, six DATS 24 customer consultants are working
with Salesforce on a daily basis. With the implementation of
the software package, they now know the exact status of their
customers and the following steps to be taken. Tenders and
emails are also managed neatly. Since Salesforce regularly
sends reminders, it’s no longer necessary to play catch-up.




In addition, everyone has access to the necessary infor-
mation, meaning that anyone can assist a customer if they
need help at a given time.

Of course, as in every such project, some change man-
agement was required. “Some employees found it difficult
to take leave of their trusted Excel. Some new employees
came on board at the same time as well. Fortunately, though,
everyone quickly became used to working with Salesforce,
once again due to the intuitive nature of the software pack-
age. One of our customer consultants wanted to work with
Salesforce via the mobile app, and that also works very
well,” says Bram Decraene. “One thing we would not re-
peat, with the benefit of hindsight, is the integration of our
old Excel files into the package. The information was not
up to date, which meant that we could not do much with it
anyway.”

A STRUCTURED APPROACH FOR THE FUTURE

According to Bram Decraene, the benefits of Salesforce are
based primarily on greater transparency, increased efficien-
cy, and a more structured manner of working.

“Since our package is still a standalone system, we load our
data from Salesforce once a month into our mainframe. In
future, we intend to integrate both systems, which will allow
us to track everything even more closely and efficiently,” ex-
plains Bram Decraene.
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Since DATS 24 started working with Salesforce, the orga-
nization has also seen a steady increase of its sales in the
B2B segment. “Of course, it is difficult to estimate how large
the ‘Salesforce effect’ has been. After all, we also opened
about 10 additional stations last year. In any case, Sales-
force has become an indispensable tool for us in order to
efficiently monitor and manage our growing volume of busi-
ness,” he concludes.
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