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Blue Star: Creating a New Climate for
Improved Service and Higher Revenues
with SAP® CRM
As India’s biggest seller of air-conditioning systems, Blue Star Limited
understands the value of after-sales customer service. So it goes the extra
distance for customers; and it does so while keeping service operations fast
and lean to ensure increasing revenue and profits. So what’s Blue Star’s secret?
The SAP® Customer Relationship Management application.
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Executive overview
Company
Blue Star Limited
Headquarters
Mumbai, India
Industry
Consumer products
Products and Services
Air-conditioning systems for
corporate, commercial, and
residential customers
Employees
2,800
Budget
Around Rs29.6 billion
(US$568 million)
Web Site
www.bluestarindia.com
Partner
IBM Global Services

Business Transformation

Top Benefits Achieved

The company’s top objectives:
•• Deliver industry-leading customer service and value
•• Increase service-based revenue opportunities and profits
•• Integrate all customer-related operations and enhance visibility
The resolution:
•• Implemented the SAP® Customer Relationship Management (SAP CRM)
application to provide a central repository for customer data that is
accessible company-wide
•• Employed full-time project team of key business users across operations
•• Implemented SAP CRM and the SAP ERP application simultaneously to
optimize customer-facing business processes
The key benefits:
•• Faster response to customer needs and inquiries
•• Improved visibility of customers, installations, and product issues
•• Cost-effective maintenance of customer installations

Read more

40%

ROI achieved (within
1 year)

30%

Service-based revenue
growth (within 1 year)

70%

Net profit growth for
service business
(within 1 year)
See more metrics

“By going with a big-bang approach and deploying SAP CRM and SAP
ERP simultaneously, we were able to get the comprehensive functionality
we needed much faster.”
Rahul Mehta, Senior General Manager for IT, Blue Star Limited
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Executive overview

Turning up the heat on customer service

Company objectives
Resolution
Business transformation
Future plans

Blue Star Limited did not become India’s premier
seller of air-conditioning systems by accident; it
is a direct result of a thorough commitment to its
corporate, commercial, and residential customers.
In fact, delivering a world-class customer experience
is the company’s top priority.

communication with customers and offering
them greater flexibility and service options. It also
meant that Blue Star needed to find smarter ways
of managing its service contracts and ensuring
visibility of its operations to find and fix problems
more rapidly.

Blue Star also realized that if it could enhance its
already industry-leading customer service, it could
also improve sales conversion rates and create
more opportunities for generating service-based
revenue. But getting there required more proactive

The company realized that in order to transform its
customer service platform, it would need to deploy
powerful enterprise software; and, after a thorough
evaluation, Blue Star chose the SAP® Customer
Relationship Management (SAP CRM) application.

“SAP CRM helped us improve key parameters such as service turnaround
time, so we can truly deliver world-class service to our customers.”
Rahul Mehta, Senior General Manager for IT, Blue Star Limited
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Executive overview

Deploying fast by deploying big

Company objectives
Resolution
Business transformation
Future plans

Blue Star needed SAP CRM to help it establish a
comprehensive central repository of customer data
that could be accessed by key people companywide. The software would allow the company to
track and manage all call activity and share critical
installation and support information with its network
of 1,200 dealers throughout India. It could also help
Blue Star reign in material and service costs by
giving users the ability to more proactively monitor
and service customer installations.

Blue Star also implemented the SAP ERP
application. To ensure that benefits were achieved
in the shortest time possible, the company teamed
with IBM Global Services to deploy both applications
simultaneously across all divisions and geographies.
One main reason for the project’s success was the
direct participation of Blue Star’s key business
users, who were commissioned to commit 100%
of their time to the implementation. The strategy
paid off. Blue Star deployed SAP CRM and SAP ERP
in just one year, and both solutions went live on the
very same day.

To leverage the full functionality of SAP CRM and
to optimize customer-facing business processes,
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Executive overview
Company objectives
Resolution
Business transformation
Future plans

Benefiting customers and the
bottom line
With SAP CRM, Blue Star now has the visibility it
needs to improve performance across its customer
service operations. The company has greater insight
into customer needs and can track and resolve
product reliability issues faster. It is also staying on
top of contracts and warranties in order to control
costs and identify more revenue opportunities.

CRM, it was able to give its customer reps the
necessary tools to quickly reconcile service calls
involving paper-only contracts; this helps ensure
greater accuracy and delivers better value to
customers. The company also achieved enhanced
visibility into customer installations, allowing it to
streamline preventive maintenance operations and
reduce related costs.

By fully centralizing call management under SAP
CRM, Blue Star managed to reduce response times
to customer queries and issues. And by integrating
optical character recognition technology with SAP

The result: Happier customers and an increase in
service revenue and profits.

Key benefits

40%

70%

30%

20.5%

ROI achieved
(within 1 year)

Service-based revenue
growth (within 1 year)

Net profit growth for service
business (within 1 year)

Internal rate of
return

5

25%

Faster service response
time (within 1 year)

Blue Star

Executive overview
Company objectives
Resolution
Business transformation
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Future plans

Setting the thermostat for continuous
innovation and value
Blue Star plans to take full advantage of all SAP
CRM has to offer. For example, it wants to employ
the application’s functionality for advanced
inventory modeling to improve forecasting and lower
inventory levels. And it wants to enhance its sales
operations using the SAP CRM sales and marketing
functionality. With SAP software, Blue Star has the
foundation it needs not only to constantly improve
its business processes, but to offer the best value to
customers and profitably grow the business.
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