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As an organisation focused on product 
quality and continuous improvement, 
Imaxeon set sales and service process 
enhancements as a key company 
objective. Their existing Microsoft CRM 
solution was nearing end of life, and a 
system upgrade was required.

Imaxeon’s pre-existing relationship with 
Nexon meant that the managed service 
provider was best placed to assist with the 
upgrade project – which had a number of 
distinct goals.

“We needed to upgrade to Microsoft 
Dynamics 365,’ observed Derby Chang, 
Quality and Regulatory Affairs Manager, 
Imaxeon, “but there were features that we 
relied on heavily in the old system that was 
being phased out– both on the service and 
sales side. We had a number of wish list 
items we needed to deliver.”

“The key driver in this context was 
additional efficiency to support the sales 
team better - in terms of quotes and 
proposals - but we also wanted to make 
process improvements with how we 
managed the service contracts and the 
recurring revenue that comes from our 
existing customer base” said Derby.

NEXON’S FOCUS ON 
BUSINESS SOLUTIONS PROVES 
THE IDEAL FORMULA FOR A 
SUCCESSFUL UPGRADE

Nexon upgraded Imaxeon’s existing CRM 
to Microsoft Dynamics 365 with bespoke 
features around contract management, 
quote process management, mobile 
management and service case processes.

“We always felt extremely well supported, 
our Nexon consultant really listened to us. 
He spent a lot of time on site and working 
remotely – out of business hours as well. 
This level of support instilled immense 
confidence” said Michael Grimm, 
Radiology Business Manager, Australia / 
New Zealand.

Improving service contract management and sales processes with 
Microsoft Dynamics 365

AT A GLANCE

INDUSTRY

Healthcare

BUSINESS CHALLENGE
Imaxeon required a centralised system to 
track all national sales enquiry, opportunity, 
and service requests, while supporting staff 
in the field.

SOLUTIONS
• Tailored customer relationship 

management platform and support 
services 

OUTCOME
• Workflow automation supports improved 

customer service, process efficiencies 
and service revenue growth. 

Imaxeon provides a range of medical solutions, including radiology 
diagnostic imaging equipment, molecular imaging and nuclear medicine 
to private and public healthcare sectors across Australia. Their existing 
CRM was reaching end of life and the business had significant process 
improvements in sight. Imaxeon worked with Nexon to upgrade their 
CRM and realise the benefits of workflow automation.  

“The biggest area of impact was on the 
Service Team,” said Derby Chang. “The 
new CRM makes life so much easier. 
Managing service contracts used to be 
entirely manual. With automation we 
are able to do so much more. We can 
see things clearly and plan much more 
efficiently - and this has been reflected in 
our growing service revenue.”



“Our service contract (renewal / capture) rate has improved by 
about 20%,” explained Michael Grimm. “The new CRM is not 
the sole reason for this, but it has played a big role, in particular 
with how efficiently we manage the contract renewal process 
and service delivery itself. The new CRM has helped to manage 
these process flows more effectively.”

WORKFLOW AUTOMATION HAS A RAFT OF 
FOLLOW ON BENEFITS

Before the upgrade Imaxeon’s CRM did not allow much in 
the way of workflow efficiency. Imaxeon were impressed with 
just how many process and efficiency improvements Microsoft 
Dynamics 365 has helped to realise, including:

• Better service contract management: Service contracts 
were previously tied to equipment at client sites, and the 
way contracts were managed was largely manual, with no 
in-system approval processes. “Now the contract itself is an 
entity which makes it easier to manage. A quote is approved 
by the service manager before going out to the customer and 
this happens inside the system,” explained Derby Chang. “The 
CRM also sets up reminders, giving us great workflow and a 
clear pipeline so we can see revenue generated.”

• Streamlined quotation process: “All quotes are now 
created from CRM,” said Michael Grimm. “Not having to 
leave the CRM and go into any other system makes a huge 
difference to consistency and operational efficiency.” Price 
lists are also now centrally managed, and prices are auto-
populated within the quotation tool.

• Mobile service management: Service teams can now 
leverage a mobile app to access the CRM, including service 
notes, while on a client site. This makes reporting much easier 
and more accurate and helps improve customer service as 
teams can look up client information quickly and easily. The 
mobile app also includes a barcode scanner to help quickly 
find the system’s service history. 
  
“It took a lot of work by Nexon to get the iPad functionality up 
and running,” said Derby Chang. “It’s still a work in progress 
in terms of uptake but it does make life much easier for our 
service engineers.”

“Nexon provides us with exceptional IT 
support. They are able to navigate our 
IT infrastructure really well and help with 
whatever issue we are facing. Most recently 
it was setting up new servers and migrating 
to a new domain. Their ongoing assistance 
and problem solving is invaluable.”

Derby Chang  
Quality and Regulatory Affairs Manager  
Imaxeon

To find out more about Nexon, call us at 1300 800 000, email us at enquiries@nexon.com.au or 
visit nexon.com.au

• Improved service case process: Imaxeon’s engineers follow 
different workflows and service checks depending on the system 
being serviced - and they previously had to manually determine 
the checkboxes applicable to their particular job. Now the 
mobile app provides guided support, with the service checkboxes 
automatically customised to each procedure - helping to ensure 
data integrity and reducing room for error.

 
WORDS OF ADVICE

Finding an IT partner that puts their focus on business processes 
rather than just the technical side of things is the biggest piece of 
advice Imaxeon has to offer. 

“Go into the relationship with how you want to improve as 
business,’ advised Derby Chang, “and then scope out the technical 
side of it, rather than the other way around.”

AN ONGOING PARTNERSHIP

“Working with Nexon is effortless. Things never feel out of control 
and highly technical issues get resolved quickly. I would recommend 
Nexon to other organisations. Bring your business problem to 
Nexon and they will help you solve it,” said Derby Chang.


