
ABOUT THE ORGANIZATION

For three quarters of a century, Blue Cross and Blue Shield of Kansas City (Blue 
KC) has been the health partner people can trust. Backed by the strength of the 
national Blue Cross and Blue Shield Association and armed with the expertise 
crafted by decades of local experience, Blue KC is a true leader in Kansas City—
serving people in 32 counties of greater Kansas City and northwestern Missouri, 
including Johnson and Wyandotte Counties in Kansas. 

SUMMARY
Blue KC was using an outdated version of CRM and wanted to modernize. They 
knew they were missing out on opportunities to get to know their customers 
better. They wanted one source of the truth for all their customer data, instead 
of referencing different databases, spreadsheets, and documents. Additionally, 
they also needed something that could serve many different functions of the 
organization beyond sales. 

“Prior to implementing Dynamics CRM, our provider relations teams were using 
individual emails in their inboxes as well as spreadsheets to manage their ac-
counts,” says Brett Nugent, Program Manager at Blue KC. “There was no central 
repository for them to see and view the many touch points of our providers.”
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Microsoft Dynamics and PowerObjects 

Blue KC worked closely with PowerObjects, an HCL Technologies Company, to 
build a Microsoft Dynamics CRM 2016 Online solution not only for their sales 
organization, but also to roadmap how the technology would be implemented 
company-wide.

“The game changer in CRM for us was that we were migrating from a very 
autonomous and fragmented approach to a single view of the customer,” says 
Dave Kaercher, SVP and CIO of Blue KC. “In terms of its integration capabilities 
with the other Microsoft products we already had, Dynamics fit well within what 
we were trying to accomplish. The value of Microsoft and PowerObjects when 
measured against cost and capabilities, is just a better fit for us.”

Mapping for the Future

Blue KC took a long view approach to finding a technology solution and partner. 
They wanted a solution that could be rolled out throughout the entire company 
over time, not just a point solution for the sales department.
“We have two business units right now running live on Dynamics CRM: provider 
relations and large group sales,” says Kaercher. “When looking to the future, our 
vision is that Dynamics will have widespread adoption across the entire Blue KC 
footprint.”

PowerObjects worked with Blue KC on a roadmap process to identify the differ-
ent areas of their business and to explore how CRM could potentially evolve and 
streamline the underlying processes in each of those areas. The exercise involved 
in-depth conversations with stakeholders in different areas of the company to 
understand their world and mark opportunities for improvement.

SOLUTION

http://www.bluekc.com/Content/themes/base/PDF/Service_Area_Map.pdf


“We decided early on to do the roadmap process with PowerObjects, 

and it was an awesome experience. The advantages that came out of the 

roadmapping project were a clear understanding of what areas could 

benefit the most, what internal resources it would take, and how it would 

impact financials for the entire implementation.”

LYNN GIRON
IT Director of Development Operations

Blue KC

SOLUTIONS |CONTINUED|

PRAISE FOR POWEROBJECTS

+44 (0) 208 798 9204 
uk.powerobjects.com

SOLUTION

PowerObjects developed a 
roadmap for rolling out Mic-
rosoft Dynamics CRM Online 
throughout Blue KC’s entire or-
ganization. They also provided 
change management services.

BENEFITS

CHALLENGE

Blue KC needed to modern-
ize their CRM and automate 
business processes. They also 
needed a single source of truth 
for customer data.

+ One platform in the cloud 
   with all customer data

+ Sales processes built into CRM, 
   with the ability to access and 
   update from the field

+ Dashboards to provide key 
   insights into business health

“We decided early on to do the roadmap process with PowerObjects, and it was 
an awesome experience,” says Lynn Giron, IT Director of Development Opera-
tions at Blue KC. “The advantages that came out of the roadmapping project 
was a clear understanding of what areas could benefit the most, what internal 
resources it would take, and how it would impact financials for the entire imple-
mentation.”

BENEFITS

Change Management

Blue KC recognized that rolling out a new CRM system company-wide would im-
pact users at all levels of the organization, so they put together a change man-
agement taskforce. With the help of structured change management exercises 
led by PowerObjects, Blue KC prepared the entire business and end-users for a 
successful roll-out.

“Some of the key components of the taskforce were to focus on the overall user 
adoption of the system,” says Nugent. “But we also wanted to identify key per-
formance indicators and metrics that we could measure within the system as we 
rolled it out to end users.”

Streamlining the Sales Process

One of the first groups to adopt the new Dynamics CRM solution at Blue KC was 
the large group sales business. This group now uses CRM for prospecting with 
new clients, keeping track of RFP processes, and routing all renewals through an 
automated process. It also provides dashboards that give instant visual insights 
into work status, new sales, retention numbers, and more.

“Just the fact that we have visibility into these things will be something new for 
us,” says Jill Glover, Sales Manager in Large Group Sales for Blue KC. “We can 
now watch a group from the time an RFP comes in the door through the whole 
lifecycle of getting our questionnaires answered, developing rates, and monitor-
ing tasks along the way.”

Blue KC has also deployed Microsoft Dynamics in their provider relations group. 
With the new Dynamics CRM solution, all activity around provider relations is 
now tracked, including phone calls, emails, and onsite visits. 
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“The beauty of working with 

PowerObjects was that it  

allowed us to create a 

migration plan that was 

aligned with our broader 

portfolio of Microsoft  

investments.  

If I had more partners like 

PowerObjects, it would 

make my job a lot easier!”

DAVE KAERCHER 
SVP and CIO

Blue KC

CRM in the Cloud

A key component in the CRM solution that PowerObjects developed for Blue KC 
was using cloud-based technology. As part of its core IT operating model, Blue 
KC did not see a stigma around moving to cloud technology, and were eager to 
utilize that feature.

“Working with CRM 2016 Online has definitely helped us become innovative 
within our industry,” says Giron.  “Being based in the cloud has helped us to start 
to develop mobile applications for our on-the-road sales teams or some of our 
provider relations team as they’re meeting with clinics or hospitals. It’s helped us 
to be more innovative in those areas.”

Future Considerations

Because Blue KC worked closely with PowerObjects to outline a roadmap for fu-
ture uses of CRM, Blue KC is set on a path for scaling the use of CRM throughout 
the organization. 

“One of the things that we’re most excited about in the future that we haven’t 
gotten to with CRM yet is for our customer service departments,” says Giron. “I 
know we’re really looking forward to being able to use the USD service that CRM 
provides and working with PowerObjects to help us build that out, to really show 
that one customer relationship that we want to be able to support through our 
customer service area.”

The PowerObjects Relationship

Throughout the roadmapping and implementation of Blue KC’s new CRM sys-
tem, PowerObjects has provided the experience, best practices, change man-
agement, and support needed for a successful roll-out. 
“PowerObjects has been there every step of the way to provide that valued sup-
port,” says Giron. “The overall relationship has been really wonderful.”

“The beauty of working with PowerObjects was that it allowed us to create a 
migration plan that was aligned with our broader portfolio of Microsoft invest-
ments,” says Kaercher. “If I had more partners like PowerObjects, it would make 
my job a lot easier!”


