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Toyota Tsusho Africa  (Pty) Ltd
Elevates Service Levels without Increasing Staff with .Biz IT Service Management Solution.
Customer Name
Toyota Tsusho Africa
Industry

Automotive
Product 

.Biz Developers Edition

ITSM

Business Need or Business Benefits Realized
· Reduced Call Wait times
· Improved Call Resolution time

· Improved Customer Satisfaction 
Results

· By using the new Survey Module, Management is able to follow-up with customers 
· Improved escalation procedure allowing managers to be on top of critical issues
· Able to meet and exceed SLAs with alert system.
· Improved Staff productivity


Customer Summary
Toyota Tsusho Africa (Pty) Ltd is a wholly owned subsidiary of Toyota Tsusho Corporation, originally founded as a trading and supply-chain specialist of the Toyota Group.  Established in 2000, Toyota Tsusho Africa has evolved to form a multi-business enterprise, comprising 

both Automotive and Production Support capabilities, strategically located to ensure optimal service and delivery output to all customers.
Toyota Tsusho Africa’s Automotive Division operates from Johannesburg to provide key support to seven Toyota Tsusho Corporation acquired Distributors, across Africa. A further two regional support offices have been established in Nairobi, Kenya and Luanda, Angola. Toyota Tsusho Africa is supported by approximately 280 staff members.  

Challenges

Toyota Tsusho Africa (Pty) Ltd. required a web based ITSM solution on a Microsoft platform that could be rolled out in numerous countries in Africa without a high cost.  With an economic downturn, it was challenging to launch a new ITSM solution which would fulfill their needs with regards to future growth, ease of use and implementation, and yet be cost effective.   An ITSM solution based on ITIL’s best practices was a requirement for the tool, to allow client’s issues to be processed, allow audit information to be easily accessed and ensure that the Service Level Agreements were adhered to.
The software’s flexibility would allow Toyota Tsusho Africa to configure .Biz to support for each of its Distributors unique needs.  
Solution

Initially, Toyota choose to implement a customized version of the  Incident and Survey Module  from the .Biz Developers edition.  After this was successfully rolled out, the Service Management Module and Change Management modules were brought online.  For implementation, the company engaged EasyAccess Business Solutions Consultants to scope and design the system, configure it according to their requirements and take the system live – in just a 3 week period.  
.Biz now serves as the central database for all information about Toyotas clients and Distributors.  Looking ahead, Toyota will be able to maintain a high level of service that inspires the kind of customer loyalty so fundamental to its success.
