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The Phillips Group is a multi-
faceted company made up 
of multiple businesses and 

divisions with an annual revenue of 
$65 million. One of those divisions is 
a $22-million document management 
operation, managed by the ECi La 
Crosse business system. 

The Middletown, Pa.-based company 
has six locations for document 
management, including a Baltimore 
location that exists as a separate entity 
and runs a separate La Crosse system. 

This Sharp dealership was founded in 
1940 by Walter Phillips, who started 
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The Phillips Group: Managing Multiple Areas  
with ECi La Crosse

the business as a used typewriter 
store. The company was purchased 
by current owners, David and Peter 
Phillips (no relation to Walter, nice 
coincidence though), in 1984.

The Phillips Group is a large, stable 
business, and it trusts La Crosse to 
manage that business. 

Contract Billings, Reports 
& Barcode Readers 
Lenny Brown, director of service for 
The Phillips Group and La Crosse 
user, says some of the software’s best continued on p. 2 ( see Phillips)
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features are contract billings, barcode 
reading, Night Auditor, reports, and the 
overall flexibility of the software. 

“To me, the strongest part of the 
software is that it has really worked 
well for us on the contract side,” 
says Brown. “Contracts and contract 
billings, that’s what really sold me on 
the system. We went from a system 
we were on for 13 years, which was 
really a supply package where they 
just added on a contract piece–it just 
wasn’t very flexible.”

Brown goes on to say about La 
Crosse, “It’s really tough to find a 
contract you can’t fit into it. Almost 
everything the sales team comes 
up with fits into one of the methods 
we’ve built. It’s solid, it works. Let’s 
face it, in today’s industry, if you can’t 
get your maintenance contracts billed 
properly—our maintenance contracts 
are probably 95 percent of what we 
bill in service—if you don’t have that 
locked down, you’re in trouble.”

The La Crosse contracts billing is just 
one of the features that has helped The 
Phillips Group save time and money 
— and headaches. The Phillips Group 
makes use of the automated reports 
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and even keeps a full-time Crystal 
Reports writer on staff.

“We make good use of the Night 
Auditor, where we can get the standard 
reports every day. First thing in the 
morning, turn on the computer and 
there’s my inventory report.  Whatever 
report I need is there waiting for me,” 
says Brown. 

The Phillips Group is also taking 
advantage of barcode readers, 
and Brown says it has dramatically 
improved the inventory process. 

“We’ve made pretty good use of 
the barcode readers,” says Brown. 
“Probably one of the biggest time-
savers we have is the new cycle count 
and inventory process for parts. Before 
we had barcode readers, it would take 
us on average two-and-a-half hours 
to inventory a tech’s van—now we’re 
down to a half hour. It’s one of the 
biggest cost-savers we’ve seen. Our 
techs carry anywhere from $8,000 
to $10,000 worth of parts in a van. 
Inventory used to just be a nightmare. 
Some of the guys took four hours 
from start to finish because you had to 
make all of the adjustments. Trying to 
inventory 37-40 techs every quarter, it 
never got done. Now it’s an automated 
process. It’s a huge improvement.”

Brown says that using the barcode 
readers for inventory has not only saved 
time and money, but has also improved 
customer service.  “It improves our 
effectiveness. It gives techs more time 
in the field. Before, we just couldn’t 
do all the inventories.   The more you 
check inventory, the more accurate 
it’s going to be. When we did semi-
annual inventories, it was a disaster. 
Some of them would be missing half 
of what they were supposed to have. 

Now that we use barcodes, we’ve tied 
a bonus to inventory level. Half of our 
guys come in, and they’re just right 
on. The bar coding process has really 
improved our accuracy. It’s improved 
that tremendously.” 

Internal Leasing
The Phillips Group is doing well, even 
in today’s economy, and a part of that 
is due to the company’s structure and 
business model. One of the company’s 
assets is their own leasing company.

“We have an internal leasing company 
called Phillips Capital. A lot of our 
machine orders go through our internal 
leasing company. We invoice all of it 
through La Crosse: the lease portion 
and the service portion all at the same 
time,” says Brown. And if a customer 
needs to decrease their volume or 
make other changes to their contract, 
The Phillips Group can do that. “We 
do our leasing, we can be flexible, we 
can make changes. If someone needs 
to make a change, we’re responsive 
because we don’t have to go through 
a third-party leasing company.”

Because The Phillips Group does its 
own leasing, used office equipment 
is returned to the company at the end 
of a customer’s lease. The Phillips 
Group is then able to resell that 
equipment as used or return it to the 
wholesaler or, failing that, send the 
used machines to a local recycling 
company where the old machines 
are pulled apart and recycled. 

Expanding Document 
Services
In the last six months, The Phillips 
Group has also added new areas of 
document services. The company 
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opened a print shop and has added 
document storage and shredding to 
its available services. Brown explains 
that this helps the company keep 
customers, at least in some capacity, 
which it may have lost otherwise.

“Anything related to our core business, 
we want to be the vendor of choice. 
The more you are to someone, the 
harder it is for them to leave,” Brown 
explains.  “We could have a customer 
that is bought out by a national 
company, and they have to go through 
a national contract, but they’re not on 
a national contract for their document 
storage or shredding. So it keeps us in 
the account.”

Being able to do all of these services 
on one itemized invoice is also helpful 
for customer retention. Brown says, 
“We have customers that are looking 
to cut down to one or two vendors. 
They cut down to just one—and it is 
us—because we can do document 
storage, we can do the shredding, we 
can do all of their copiers and faxes, 
everything with one invoice. We do 
all of that through La Crosse. We can 
include all of those services in one 
lease payment and give the customer 
one itemized invoice.”

Brown says the La Crosse system 
helps them maintain their business 
during a down economy because it 
allows them to know what their costs 
are.  The system also allows The 
Phillips Group to easily modify their 
business model. 

“We’re always trying to think of ways 
to expand,” says Brown. “I’m not 
going to go out and service soft drink 
machines, but anything related to 
documents is ours.” 

p. 2
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Managed Print 
Services (MPS) 
is gaining 
traction in the 
marketplace 
as awareness 
increases, but 
among the 
m i d - m a r k e t 

companies it remains a relative 
unknown.  Business leaders may have 
heard about MPS but not understood 
the benefits.  These business leaders 
are beginning to realize that the costs 
associated with their printer/copier/
fax devices are not well managed 
and total cost of ownership is not 
known.  Providing a vehicle, through 
an assessment, to uncover or identify 
their total-cost-of-ownership (TCO) is 
a value that interests them.  Finding 
ways to reduce this expense furthers 
their interest in discovering the value of 
an MPS offering.  

If your approach to prospects focuses 
solely on these two points, the end 
result will be disappointing to your 
organization.  Yes, it is true the points 
listed are critical elements to the 
success of MPS, but they are not 
the only benefits.  More times than 
not, I will see sales specialists focus 
solely on capturing the costs for a 
prospect—committing to a significant 
cost savings (sometimes as high as 
30%)—and the opportunity goes 
nowhere.  Why is this?

For one the specialists have not 
identified the right person in the 
organization who can effect change.  
If they have, then they may not 
have clearly identified the value of 
outsourcing device management 
in relationship to the challenges 
the prospect is having in handling 
it in-house.  And if the specialists’ 
approach focuses on cost savings, 
then they usually have set unrealistic 
expectations that cannot be realized 
in the final stages when a proposal is 

MPS – It is not just about reducing their cost
presented.  The end result is no deal or 
a deal with disappointing margins.

Capturing the value of MPS must 
extend beyond cost savings in order 
to increase your close rate and to win 
opportunities with healthy margins.  
This takes time and a great deal of 
effort.  There are no quick fixes. 

It starts with the initial meeting with 
your prospect, understanding the key 
contact’s role in the organization and 
what the current business process 
looks like.    From this you will look 
to understand how this could be 
improved, what areas are of particular 
interest to your prospect, how 
much they are willing or interested 
in unloading or outsourcing this 
responsibility, and what the steps are to 
implement change (approval process).  
Once you have accomplished this, you 
now are in position to move to the next 
phase—the assessment.  If you haven’t 
uncovered a clear understanding, then 
you should not move forward with 
the assessment.  Doing so will only 
increase your failure rate.

During the assessment, beyond 
capturing page volumes, you are 
continuing to look for inefficiencies, 
hidden costs, and areas of improved 
value that an MPS engagement will 
bring to your prospect.  Technology 
redundancy; new technology acquisition 
process; supply inventory build-up; 
obsolesces in the supply inventory;  
service needs of the equipment; 
response times to the service needs; 
number of vendors providing support, 
supplies or service; aged technology; 
over/underused technology; internal 
man-hours needed to support the 
current fleet; end-user satisfaction 
levels; specific printing needs in certain 
departments; and cost associated with 
the supplies, service, and internal man-
hours are all important factors that you 
should focus on and capture during the 
assessment process.  

If the prospect understands the 
value of MPS (as conveyed by you 
in the initial meeting) and they have a 
true desire to understand what their 
current costs are and want to move 
forward with this approach, they will 
be a willing participant in helping you 
capture the necessary information.  
If they are not, then you have not 
accomplished what you set out to 
accomplish in the initial meeting and 
once again moving forward will only 
increase your failure rate.

From here you are now in the position 
of summarizing and quantifying the 
cost associated with their existing fleet.  
Before you put this into a proposal 
form, you will want to review your 
initial findings with your prospect.  This 
involves summarizing the number 
of assets, total print volumes, over/
underutilized assets, the business 
processes involved with supporting 
the fleet, uncovered problems with 
the existing fleet (i.e., service needs, 
inventory build-up, obsolescence, 
etc.), and suggested redeployment 
and technology refresh.  You are not 
looking to review their actual page 
cost at this point; this will come in the 
proposal phase.  You want to validate 
the overall findings and reconfirm the 
interests in moving forward before you 
spend the time to prepare a proposal.  
This step will increase your chances of 
closing this opportunity.

Once you have accomplished the 
above, you are now in the position 
to make your proposal.  If you have 
done your due diligence, you have 
positioned the value of MPS and the 
importance of significant cost savings 
has been minimized.  Your proposal 
at this point may show a savings at 
implementation, but the amount and 
importance has not been the sole 
focus of your process, resulting in 
increased close rates and proposals 
with healthy margins.

by Ed Carroll – 
Principal, Strategy 
Development, Inc.
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Service Management
This seminar is designed to show you 
beginning and advanced concepts of 
Service Management, which includes 
proper setup and procedures of service 
records, such as service plans, non 
chargeable parts, item types, customer 
records, items, item meter records, se-
rial records, and serial meter records.
August 11 – 13

Advanced Crystal
This seminar is designed to help 
you understand advanced concepts 
of Crystal report design, as well as 
methods and techniques on how to 
create your own custom reports with 
La Crosse data.
August 18 – 20 

Class Schedule

To register send an email to support@lacrossesoftware.com or call 877.766.6445

End of Month
Learn how easy it is to close out a 
month in La Crosse. 
August 19

Dashboards
We will review each dashboard. See 
the changes that can be made to 
graphs, how to set up the DFB dash-
board and more.
August 26

Basic Order Entry:
We will run through the basics of order 
entry. Entering a supply order, entering 
an equipment order, reviewing the dif-
ferent types of orders, invoicing, credit 
memos, invoice voids, order voids
September 16

Advanced Order Entry
We will discuss work flows, advanced 
invoice printing options, order merge, 
and review key right click options.
September 23

Rev It Up!
PowerPoint presentation of enhance-
ments available in the 9.6 update.
October 28

FREE Webinars
August 19 – 21
Recharger
Las Vegas, NV

August 31 –  September 2
Sharp Dealer Meeting
Washington D.C.

September 24 –  September 25
BTA Fall Conference  

Upcoming Tradeshows

Save The Date!
Regional Users Meeting 2009
When: October 18-21
Where: Irvine, CA

Hello, my name 
is Tyler Pongratz 
and I have been 
a developer for 
ECi La Crosse 
for about four 
years.  I am a 
.NET developer 
and work on 
both Windows 

applications and web applications.  

Tyler Pongratz,  .NET Developer
Employee Spotlight

Tyler Pongratz

Another platform I work with is 
Microsoft’s SQL, which is La Crosse’s 
backbone.  SQL makes La Crosse a 
great product to develop, and it also 
allows our customers to create their 
own custom add-ins and reports.  I am 
currently finishing up the application 
that will link the La Crosse database 
to the ECinteractive web site.  This will 
be a great feature for our customers 
that want a user-friendly, feature 

rich, web 2.0 ecommerce site.  I also 
work on the integration between the 
La Crosse system and our strategic 
partner MWA Intelligence.  We use the 
latest .NET framework to sync the two 
systems together. Finally, I work on 
our Wireless Bar Coding application, 
which allows our customer to review/
update inventory in the warehouse - 
real time - wirelessly.  I look forward to 
talking with you.



Did you know?
Current Release being  
shipped: 9.1

MWAi approved release: 9.1

Did you know... 
That you can set up routes in the 
service grid simply by clicking on the 
map button to the far right at the top 
of the service grid?  You can create a 
best route or customize your service 
route by selecting way points.

Did you know... 
That Net1 could save you money on 
your credit card processing?  Call 
Rick at 573-893-8930 ext. 243 for 
more information.

Did you know... 
That La Crosse can integrate with any 
of the managed print programs and 
the manufacturers to automatically 
download meter readings for faster 
more accurate billing?  

Did you know... 
That the La Crosse system has its 
own built in Help Desk to quickly 
assess the Problem Code for a 
selected Item Number?  Right click 
on a call in the Service Grid and 
scroll down to Help Desk.  Enter the 
Problem Code and click “Load”; 
instantly all calls ever logged with the 
selected Problem Code appear.  You 

can then view comments, parts and 
call detail for each call.  Reference 
this screen before going on the call 
to see what parts you may need and 
you will reduce your Interrupt rate, 
and save money on labor costs.

Did you know...
That the service grid can push calls to 
Outlook for scheduling techs?  Simply 
right click on the call and select “Create 
Outlook Appointment”.  A UDD file has 
to be set up for this to work so contact 
our support for assistance.
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*Hurry, sale ends September 30!

Save Today on Products that Simplify Business Management!
Planet Press
Convenience at your  
fingertips!
Free training included!
Email invoices, control print workflow 
and distribution of documents, 
eliminate manual keying

U/SQL & Data Dictionary
Custom reports!
Pinpoint what you are  
looking for!
Specify information to create your own 
reports
Reach business goals by getting the most 
out of your business by accessing your 
most important data

Bar Code Hardware
Saves time!
Cut your inventory time!
Accurately counts and controls 
inventory, eliminates data entry errors, 
reduces staffing for shipping and 
receiving

Hurry!Sale Ends9/30/09Hurry, REGISTER at ECiSolutions.com/HotSummerDeals
to find out more about these solutions!


