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	Overview

Country or Region: United States

Industry: Marketing Research and Consulting

Customer Profile

Junicon is a marketing research and consulting firm that employs 12 individuals. Headquartered in Walnut Creek, California, it provides business-to-business marketing research and consulting.

Business Situation

Because Junicon’s employees travel an average of 50 percent of the time, mobility and collaboration became key to the company’s success. Junicon needed a solution to provide secure and reliable access to company data across the globe. 

Solution

Junicon implemented Microsoft® Business Solutions CRM 1.2 on Microsoft Windows® Small Business Server 2003. The company also uses Microsoft Office Professional Edition 2003 with Office Publisher 2003. 

Benefits

· Allows for efficient communication

· Increases productivity due to availability of information “snapshots”

· Improves maintenance of business and sales opportunities 


	
	
	“Junicon has dramatically improved the frequency and quality of client communication, resulting in increased customer satisfaction and significant additional business opportunities.”

Phil Solk, IT Consultant, MidEdge Consulting



	
	
	
	Junicon provides global, business-to-business marketing research and consulting to clients. With operations in the United States, Asia, and most recently Europe, Junicon is a boutique consulting firm that successfully competes with larger consulting firms that have far more resources worldwide. It employs 12 people, who mostly work from their homes. The company’s key to success is its attention to customer service. Clients value the rapid response and personal attention that the small, focused firm can offer. Junicon recently turned to MidEdge Consulting, a Microsoft® Certified Partner, to help implement a customer relationship management (CRM) program that has helped Junicon increase its customer satisfaction level to 9.2 out of 10.
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Situation

Customer relationships are important in Junicon’s business. To provide superior service and maintain relationships around the globe, Junicon must manage projects and schedules effectively while efficiently communicating within the firm. In the past, the company struggled with connectivity while overseas and with working collaboratively on multiple projects. Junicon partnered with technology provider MidEdge Consulting to choose programs that would enable the business to succeed and also help reengineer workflow. 

“Phil Solk and his team at MidEdge were instrumental in fleshing out the ideal work process. They helped us determine what optimal workflow looked like, document it, and eventually put it into practice,” says Rob Claar, Founding Partner, Junicon. “Those policies were significant in determining that we needed a customer relationship management system.”

In determining which customer relationship management (CRM) system to deploy, MidEdge and Junicon discovered that the company needed a central database in which to house important client information. All employees, whether they are in the office or on the road, need access to client details, client history, administrative and project files, notes, and schedules. Also, because employees travel an average of 50 percent of the time, a reliable and secure way to access e-mail and stay connected to the business was another a goal. 

Further, Junicon lacked a consistent process for marketing to clients and a way to measure the effectiveness of that communication. In addition, the company found that it was not effectively managing the business cycle. When employees were busy on projects, marketing efforts and the generation of new business fell off, leading to significant ups and downs in the sales cycle. 

Solution

Working with MidEdge, Junicon implemented Microsoft® Business Solutions CRM version 1.2 on Microsoft Windows® Small Business Server 2003 to handle its database, connection, and security issues. All the company’s client information, schedules, historical proposals, and projects are now housed within Microsoft CRM. Information is easy to access, and the status of the company’s current projects is available to everyone at any time. Microsoft Exchange Server 2003, part of Windows Server SystemTM integrated server software, running on Small Business Server provides the secure, reliable connection of supports remote procedure calls (RPCs) over HTTPS. This system enables employees to access the information they need from anywhere that an HTTP connection can be made using a computer running Internet Information Services (IIS), a component of Small Business Server. Microsoft Office Professional Edition 2003 provides collaboration tools used in presentations, newsletters, sales proposals, and e-mail management. In addition, Microsoft Office Publisher 2003 is used to develop a customer newsletter.

With the implementation of the Microsoft technology, MidEdge has helped Junicon to map out its workflow and revise it to increase communication and productivity. Junicon is now looking at hiring additional partners to help meet the needs of the growing business.

Benefits

Reliable and Efficient Communication

For Junicon, accessing e-mail over a virtual private network (VPN) connection was never reliable. Traveling employees were never guaranteed access to e-mail, and while in Asia, employees experienced connection rates of less than 30 percent. Junicon’s productivity suffered greatly when employees were cut off from communication for days at a time while traveling. With Windows Small Business Server 2003 operating system—part of Windows Server System—Junicon employees can access e-mail and the CRM system through any Internet connection. This is a huge improvement that provides a reliable and more secure connection to all of Junicon’s back-end systems. Employees are able to continuously communicate with one another and update project plans. They have real-time access to e-mail, database information, and client information. In addition, security enhancements within Small Business Server provide more secure communications in Microsoft Outlook®. 

When new employees join the firm, they are trained on Microsoft Business Solutions CRM 1.2 and then can acquire additional training themselves. Microsoft CRM keeps historical proposals, client details, history, and pricing information in a single location. Because Microsoft CRM is user friendly and contains all pertinent client information, new employees can become informed about clients and client history two months faster than without it. In addition, pricing methods per region have been entered into the system, helping to ensure consistency throughout client interactions.

Rise in Productivity

Now, at all times, any employee can check the status of the business. Time zones no longer hinder the location or transfer of information across offices. Employees can spend their time developing client relationships, rather than waiting to speak with one another to get the information they need. Because all client notes are kept in the database, employees feel compelled to keep better records. For example, whenever a gift or card is sent to a client, that fact is recorded for anyone to review. 

These notes ensure that anytime employees come into contact with a client, they will instantly be up-to-date on the relationship. As a result, the company has seen an increase in productivity of 15 to 20 percent per employee. 

Junicon struggled with marketing and sales promotion in the past. It lacked systems for consistent marketing and promotions and a way to inform clients of current events within the firm. To address those needs, Junicon uses Microsoft Office Publisher 2003 to create a client newsletter, which it distributes quarterly. In Microsoft CRM, employees flag clients interested in receiving marketing materials. When the newsletter is ready, it is automatically sent to those clients, and the delivery is recorded in the clients’ history. Junicon has seen an increase in requests for proposals since the newsletter inception and can directly trace many of the requests back to newsletter distribution.

“Junicon has dramatically improved the frequency and quality of client communication, resulting in increased customer satisfaction and significant additional business opportunities,” states Phil Solk, IT Consultant with MidEdge.

Consistency in the Business Cycle

A common challenge in the consulting business is fluctuations in the sales cycle. Typically, it is difficult to maintain the sales cycle drive that generates new business when the resources of the company are involved in multiple projects. For a small company—and Junicon was no exception—the busiest times are the most difficult times to generate new business. However, Microsoft CRM is helping Junicon employees develop better habits that maintain consistent contact with clients. Employees track interactions and set up follow-up reminders, so phone calls are prompt and regular. In recent months, Junicon has experienced a more stable business cycle because Microsoft CRM forces the upkeep of sales opportunities even during the company’s busiest weeks. 
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Microsoft Business Solutions
Microsoft Business Solutions offers integrated business applications and services that allow small and mid-sized organizations and divisions of large enterprises to connect employees, customers, and suppliers for improved efficiency. The financial management, customer relationship management, supply chain management, and analytics applications work with Microsoft products such as Microsoft Office and Windows to streamline processes across an entire organization, giving businesses insight to respond rapidly, plan strategically, and execute quickly. Microsoft Business Solutions are delivered through a worldwide network of channel partners that provide specialized services and local support tailored to a company’s needs.

For more information about Microsoft Business Solutions, go to:

www.microsoft.com/businesssolutions/ 
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Software and Services


Products


Microsoft Office 2003 Professional


Microsoft Office Publisher 2003


Microsoft Exchange Server 2003


Microsoft Small Business Server 2003�
Solutions


Microsoft Business Solutions CRM





Hardware


Dell Dimension desktops


Dell laptops�
�
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For More Information


For more information about Microsoft products and services, call the Microsoft Sales Information Center at (800) 426-9400. In Canada, call the Microsoft Canada Information Centre at (877) 568-2495. Customers who are deaf or hard-of-hearing can reach Microsoft text telephone (TTY/TDD) services at (800) 892-5234 in the United States or (905) 568-9641 in Canada. Outside the 50 United States and Canada, please contact your local Microsoft subsidiary. To access information using the World Wide Web, go to: � HYPERLINK "www.microsoft.com" ��www.microsoft.com�





For more information about MidEdge products and services, call (650) 854-2846 or visit the Web site at: � HYPERLINK "www.midedge.com" ��www.midedge.com�





For more information about Junicon products and services, call (925) 556-0220 or visit the Web site at: � HYPERLINK "www.junicon.net" ��www.junicon.net�






































