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First Active Building a Better Bank  
with Sage Accpac CRM

As with many financial institutions, First Active was determined to offer its customers new 

and innovative ways of doing business. It was driven by an urgent business concern as new 

competitors were entering the market offering phone-only banking. The incumbent market leaders, 

such as First Active, knew they had to respond by offering their current and potential customers a 

wider variety of contact than through traditional branch services.

First Active’s immediate priority was to roll out an 1850 toll-free phone number to its customers. 

First Active needed a solution that would allow it to get a call center up and running as quickly as 

possible.

First Active also realized that the work that would go into offering the mortgage service over the 

phone should also be extended to other loan products, and should be tied to an Internet banking 

solution.

First Active selected Sage Accpac CRM for essentially two reasons:

1.  The product had the functionality, and the company the expertise, to deliver the first stage; a call 

center solution for its 1850 mortgages.

2.  Sage Accpac CRM had an architecture that would grow with the requirements of First Active 

from the call center to the Internet solution to ultimately reaching out to the branch and the 

franchise network.

To maximize the efficiency of the solution, First Active wanted a CRM product that could easily 

support both phone and Internet banking in a single data system, so that there would be a 

complete transparency of information across the various customer touch points no matter how the 

customer contacted the company.

Integration

Like any large organization, First Active had a massive amount of data that needed to be integrated 

with a CRM system so that existing customers could be recognized when calling. First Active held 

information on 2 million customers on an Informix Database that resided on a mainframe. It also 

needed to interface with two other applications, providing quotation and calculation routines. Sage 

Accpac CRM, in this case, used an SQL database to search and query all three databases ‘on-the-
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fly,’ which means it holds the collated information of the person on 

the database for as long as it is needed; there is no time-consuming 

upload of information that may or may not be needed and there is no 

duplication of records.

From the user perspective, this querying of databases in order 

to present full information of an existing customer is invisible and 

instantaneous.

This approach meant that other reusable components could be 

employed across the delivery mechanisms, such as the quotation 

engine. This means 100-percent consistency with on-the-fly changes 

across customer contact points.

the Intranet solution

The initial deployment for First Active was the phone banking 1850 

number. First Active wanted callers to give the opportunity to be 

offered a mortgage over the phone. The call operators at First Active 

have a Web browser installed on their PCs pointing at the Sage 

Accpac CRM Intranet URL. Once a call is received, the operator uses 

the familiar browser interface, enters the details, and produces the 

loan information (approval process, interest generator, and so forth) 

and is then able to offer customers an approval within the duration 

of the phone call. Naturally, approvals are subject to subsequent 

documented proof.

The training of the operatives on this system only took a day or two; 

it was easy, fast, and familiar to anyone who had used the Web 

previously.

The success of the mortgage solution saw it quickly rolled out to 

include other loan products, such as car and personal loans. These 

types of loans could be completed with one or two phone calls and 

have proven to be a great success at First Active.

the Internet solution

First Active then pushed on to delivering the loan portfolios through 

its Web site at www.firstactive.ie. The company employed the 

services of a web design firm to build the look and feel of the site 

and incorporated the functionality of Sage Accpac CRM into the site 

in two ways:

1.  Calculation engine – exposing the quotation engine that is used by 

First Active internally to its Web site, allowing users to calculate, 

online, the size of mortgage that they are entitled to and  

a variety of repayment terms.

2.  Online applications – users can go as  

far as receiving an ‘offer in principle’  

for mortgages on the Web site.

conclusion

First Active recognized from the outset, that there is no difference to 

them (as a corporation) between a phone and an Internet banking 

solution.

Sage Accpac CRM has been built in recognition that all contact 

points should be treated in the same manner, given the same data 

and included in the same CRM system. This is SageCRM.com, the 

reduction of divisions between how customers contact companies. 

First Active is at the forefront of delivering on this new way of doing 

business.

“ … We needed a technical solution that would 

allow us to most easily achieve our business 

goal—which was to offer our customers new and 

easier ways of doing business with us. The Sage 

Accpac CRM architectural approach, complete 

customizability and wide range of integration hooks, 

made it a successful choice for us to rapidly and 

comprehensively deploy our new channels
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