LeasePlan UK:
accelerating growth
through better
customer service

Case study | LeasePlan

The transformation of LeasePlan UK’s customer
strategy is a vital step in the firm becoming the
market leader in leasing in 2015

About LeasePlan
LeasePlan is one of the world’s largest vehicle management and leasing groups. The
group operates a fleet of more than 1.3 million vehicles worldwide and provides
innovative leasing and fleet management solutions in more than 32 countries.
BearingPoint supported LeasePlan UK through a comprehensive review of its approach
to business, from the initial design of the customer strategy to the implementation
and management of its associated change in culture. This included:
• Refinement of value propositions to target customer needs better

‘At LeasePlan, it is our pioneering
approach that has led to us
being the recognised leaders in
leasing. We know that we must
challenge ourselves to be bold
and constantly look for new
ways to improve, grow and
enlarge our market place.
As pioneers, we have the perfect
opportunity to change the face
of leasing and improve our
customers’ experience so that
they really value what we offer
and love leasing with us. The
customer strategy we have
developed with BearingPoint is a
key foundation of how we love to
do business at LeasePlan and
BearingPoint has supported us
beyond our expectations in this
transformational programme.’
Matt Dyer, Managing
Director, LeasePlan UK

Whether fleets are
hardworking
commercial
vehicles needing
specialist advice or
perk drivers seeking
attractive reward
packages,
LeasePlan has
aligned its sales
and delivery teams
with customers’
ways of operating
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• Implementation and management of the associated change to the sales
approach and organisation of the commercial team
• Pricing strategy review
• Gap analysis of key products and services

Challenges
LeasePlan UK aims to become the leaders in leasing in the country in 2015 at a time
when the evolution of the UK leasing industry has been shaped heavily by the
economic troubles in recent years:
• The recession has induced a strong focus on cost reduction
• Despite a wide variety of customer needs and services, the market is largely
undifferentiated and increasingly commoditised
• The traditional company car market continues to be eroded by cash-for-car
opt-outs and the emergence of alternative mobility offerings
• The shift in market demand towards commercial vehicles due to growth in
logistics and construction
However, the redistribution of jobs to cheaper areas surrounding London, brought on
by the recession, has led to increase in demand for car leasing.

Solution
BearingPoint was engaged by LeasePlan UK to support its development of a customer
strategy, which consisted of customer segmentation and value propositions for the
company’s clients in the private sector with fleets of more than 100 vehicles. The
project was delivered end-to-end within a timeframe of 18 months.
BearingPoint’s team comprised automotive industry and customer management
experts who collaborated closely with LeasePlan UK to provide solid guidance and
support across a variety of areas, including:
• Building a tailored customer segmentation programme and shaping the
value propositions with aligned price points
• Optimising the commercial division: from sales (prospects and existing
business), to service organisations, through support teams (finance, product
and services)
• Designing and delivering sales training
• Supporting the development of the customer experience, marketing and
communications strategy

Approach
DESIGN

STRATEGY

1. Identify key customer
segments

1. Develop change strategy
and benefits case

2. Refine and validate the initial
propositions by analysing
customer needs

2. Develop customer contact
strategy

3. Develop the customer
experience for each
proposition

3. Design and develop the
organisation model for the
sales teams and servicedelivery team

TEST
1. Establish measures of
success and track
performance using data
supplied by work streams
2. Provide governance for the
test and learn cycles
3. Support value propositions
review sessions

4. Support further
development of the
value propositions

IMPLEMENTATION
1. Assist in implementing the
customer strategy
2. Provide programme
management support
3. Implement the change
strategy to prepare and
embed change
4. Assist in training the sales
teams and service delivery
team on the new
sales approach

Benefits
BearingPoint’s strategy to differentiate LeasePlan UK centred on looking for new ways
to improve the service the company delivers. Starting with putting customers at the
centre of what they do, understanding their customer needs and their attitudes to
fleet, LeasePlan UK have aligned the company’s expertise and fleet competencies, and
deployed resources to focus in areas of specialism that matters to their customers. The
result is the ability to serve customers comprehensively, leveraging best practice across
industries and delivering higher value. With their innovative value propositions,
LeasePlan UK now has the essential toolkit to enable it to become a leading player in
leasing, improve loyalty and grow customer numbers.

Improved market positioning, securing market share
• LeasePlan UK is now leading the way in the leasing market by offering a
differentiated and unique approach to customers
• Consistent messaging and use of standardised tools and templates through
all sales material have improved marketing efficiency and effectiveness

Better customer insight through strategic customer
segmentation, unlocking value and loyalty
• LeasePlan UK now has a deeper understanding of its customers and can
tailor its sales approach to be more relevant, innovative and proactive

‘The expertise and the
commitment of the
BearingPoint team is very
much appreciated; their
positive response in stepping
up when we sought their
assistance for extra work has
been invaluable when our
teams are facing such tight
deadlines.
‘The drive and focus of the
BearingPoint team has
ensured we remained on
schedule at all times in the
project, achieved the project
deliverables in full and also
improved other core
functions as we progressed.’
Lesley Slater, Business
Development Director,
LeasePlan UK

• An effective toolkit has equipped the sales and delivery teams to
demonstrate expertise to prospective clients and provide first-class support

Unlocked growth opportunities, building a robust baseline
for the year
• There is now increased collaboration across teams for identifying customer
leads and new products
• The empowered sales team proactively adds value to customers and
provides a tailored customer experience, while also maximising potential
growth and reducing the number of lost customers
• In 2014 LeasePlan increased its new business wins by 50%, from 18 new
clients to 27, and more than trebled the total fleet potential from these
wins, especially after winning major accounts

‘BearingPoint is working
closely to help our business
embrace change, to make
sure that the customer
strategy we have designed is
implemented and that it
realises the defined business
benefits’
Lesley Slater, Business
Development Director,
LeasePlan UK
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Committed consultants with
adaptive intelligence
BearingPoint consultants understand that the world of business
changes constantly and that the resulting complexities demand
intelligent and adaptive solutions. Our clients, whether in commercial
or financial industries or in government, experience real results when
they work with us. We combine industry, operational and technology
skills with relevant proprietary and other assets in order to tailor
solutions for each client’s individual challenges. This adaptive
approach is at the heart of our culture and has led to long-standing
relationships with many of the world’s leading companies and
organisations. Our 3,350 people, together with our global consulting
network serve clients in more than 70 countries and engage with
them for measurable results and long-lasting success.
To learn more, visit our website at www.bearingpoint.com.
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