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Case Study Summary

U.S. Screen Print & Inkjet
Technology

Tempe, Arizona

Manufacture, Garment
Decorating

To consistently share customer
information between 35 + customer
facing staff and support staff

To share sales data throughout the
entire organization (while keeping
QuickBooks data secure)

To automate the process of tracking
large sales

To track and follow through on the
processing of sales opportunities
To automate and track general
customer follow ups

QuickBooks Enterprise Edition
Legrand CORP Edition

Legrand Accounting Link

Legrand Customer Service Module
Legrand Item Tracking Module

Customer data is shared across all
facets of the business in one central
repository.

Improved clientele experience from a
customer service perspective.
Management can view the status of
customer communications and
customer service issues.

Service team have reference to when
replacement goods where shipped
without needing access to
QuickBooks.

Improved company workflow by

allowing internal tasks to be issued
and the status tracked.

Business Background:

U.S. Screen was established in 1979 by
leading industry experts, Scott and Pat
Fresener. The Institute offers books, videos,
DVDs, hands-on workshops, and software
solutions for screen printers, including
FastFilms™, the industry's number one
color separation program; FastRIP™,
software that allows film positives to be
printed on an inkjet printer, and, the hottest
new product in the industry - Fast T-Jet™, a
complete line of direct-to-shirt inkjet printer.

Business Challenge:

With over 35 customer facing staff, U.S.
Screen needed a way to share customer
data, for not only sales and customer
service staff, but through the entire
organization.

QuickBooks Enterprise Edition was being
used to share some of this information, but
it was not appropriate for all staff to have
access to the accounting data, and there
was a user limit.

"Our company has a turnover in excess of
30 million and 50 employees, we love
QuickBooks but were reaching its limits for
user access.” Scott Fresner, Director.

“We had been looking at going to an
entirely new Accounting system because of
the 10 user limit of QuickBooks Enterprise
2005. We spent time and money
investigating both Great Plains and SAP.
When the Enterprise user limit was raised
to 15 with a promise of 20 we then felt we
would stay, ONLY if we could find a good
CRM.”
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“It has helped to bring our whole
team together onto the same
page, from sales to customer
service to accounts, even repairs
and the warehouse. “

For an organization selling high value items,
U.S. Screen had no formal way to track
sales opportunities or follow ups which was
hurting their bottom line.

“Most of my sales guys were using Post-it
Notes. We did $14M last year using this
method. Heck, maybe we could have done
$20M if we'd had Legrand!”.

When Customer Service staff were
speaking with customers, reps could not be
certain, firstly, whether the customer was in
the database and, secondly, if the issue
being reported was already opened and
being processed by another Customer
Service rep. The challenge was to find a
QuickBooks integrated CRM solution.

“We were never confidant when looking at a
customer as to what their service history
had been or whether their issue had been
resolved and how.”

“We once had a customer mention they had
reported the same issue to 3 service people
and none of them seemed to know the past
details, the comment which sticks in my
mind was ‘are your guys even on the same
page’'?”

Solutions Overview

U.S. Screen selected Legrand CRM for
three fundamental reasons. Firstly, due to
the intuitive nature of the software and its
general ease of use. Secondly, the
QuickBooks Accounting Link allowed the
transfer of data between Legrand CRM and
QuickBooks. Finally, U.S. Screen selected
Legrand CRM because it addressed the
challenges facing the business.

Legrand CRM has become the central
customer database for all departments
allowing staff to track, action and record
customer interactions.



In addition to managing customers, contacts and details,
tracking customer issues was at the forefront of its needs.
U.S. Screen required a solution that would allow for the
tracking, recording, assigning and reporting of customer
service issues, which would allow for a complete view of the
customer experience in one database.

The initial system (20 users) was installed and running in 3
days, with the data converted from the old customer service
database.

Since having Legrand CRM, internal processes have evolved
and changed creating a more efficient and effective
workplace. The solution continues to evolve enveloping other
functions making it a powerful business tool.

Results:

Since installing the Legrand system, U.S. Screen is able to
share customer information and data across all facets of their
business.

Accounts staff have reference to the last correspondence with
the customer, and sales staff are able to see when the last
purchase was made.

This has resulted in an improved clientele experience from a
customer service perspective. When a customer calls, it takes
only moments for the staff member to see all information
regarding that customer, and are able to help them
accordingly.

About Legrand CRM

“The ability to share the customer data has definitely improved
our customers experience for service. Not only can | check
how many open support issues there are but all the service
team can reference when replacement goods were shipped
without needing access to QuickBooks”

It has also improved U.S. Screen’s internal workflow by
allowing tasks to be issued and the status tracked.

“We how have a system (other then emails or post-it notes) to
assign staff members tasks, and even better we can easily
see if they have been completed”.

Legrand CRM has allowed each department to easily
reference other department’s data. The sales team can refer
to a client's outstanding issues quickly and easily, which
allows them to keep the customer informed. The system
allows any staff member from any department to issue tasks
to other departments, which automatically triggers a detailed
automated email to the specified person.

“It has helped to bring our whole team together onto the same
page, from sales to customer service to accounts, even
repairs and the warehouse. “

Legrand CRM enables SMEs to capture and integrate information about customers, suppliers, sales and marketing, and share this information
across the business. As a result, businesses are able to increase sales from existing customers, strengthen their customer relationships, customer

service and drive better sales and marketing decision-making.
Legrand CRM is available in three easy-to-use editions:

PRO Edition provides for a database of up to 15,000 contacts and is targeted at growing businesses with three to 10 users; and

CORRP Edition which includes all of the functionality of PRO but is scalable to large corporations requiring five to 50-users.

About Legrand Software

Legrand Software develops customer management and sales operations software systems. It produces and markets Legrand CRM, a leading

customer relationship management (CRM) software aimed at 1 to 50 users.

The company was founded in 2000 by managing director, Alain Legrand. Legrand CRM is sold in 26 countries through offices in Australia and the
United States and affiliate partners in New Zealand, Britain, Ireland, and Belgium.

Legrand CRM enables SMEs to capture and integrate information about customers, suppliers, sales and marketing, and share this information
across the business. As a result, businesses are able to increase sales from existing customers, strengthen their customer relationships and drive
better sales and marketing decision-making.

Legrand does not sell direct to customers. It uses a reseller channel distribution model where IT consultants sell, deliver and implement the
software. This model enables Legrand Software to focus on product development and marketing.

Contact Information

www.legrandcrm.com  info@legrandcrm.com Pho ne: 1888 361 0611



