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CUStomer success Story by Nici Sandberg, ECi Marketing

Modern Business Machines:
Empowering Employees Through Technology

businesses are increasingly rare,

Modern Business Machines (MBM)
continues to thrive. Fritz Merizon,
grandson of company founder Isaac
Merizon and the third-generation
owner of the 52-year-old Appleton,
Wisconsin-baseddealership, attributes
much of MBM’s success to the hard
work and dedication of its employees.

In a time when successful family

“The stability of our sales, service
and support people has been a huge
contributor to our growth,” Merizon
says. ‘As a customer, if you're dealing
with the same person over time, you're
going to have a much better experience.
If you look at dealerships struggling
with turnover, especially in their sales
department, it's very unlikely that you'll
see any meaningful growth.”

Industry: Office Equipment
Type of Dealership: Canon

Employees: 93, 32
technicians

Merizon has been

Dealership: with MBM for 23
Modern Business years, beginning
Machines as a sales rep

and eventually
assuming control
of MBM from his
father, Bill Merizon,
in 1997.

Annual Sales: $25 million

Tools for
Success

Peter Mariahazy,
director of technology and human
resources for MBM, also cites good
employees as a big part of MBM’s
success, and points outthe importance
of supporting those employees with
the technology to help them succeed.
MBM chooses the ECi La Crosse
business system to automate and
manage everything from equipment
sales to service to billing.

“Our organization is built around a
very employee-empowered model,
meaning we don’t have your typical
dispatcher,” Mariahazy explains. “The
techs in the field have a large say in
managing their own book of business.
There is a primary and secondary
tech assigned to each machine.
Calls come in to a customer support
area and the software automatically
prompts them to send the call to the

primary technician or, if the primary
tech isn’t available, to assign it to the
secondary tech.”

ECi La Crosse automatically sends
relevant information, including
the call number, machine ID, and
problem description to technicians’
cell phones. If both the primary and
secondary techs are unavailable,
the call is routed to MBM’s Technical
Resource Coordinator and either
assigned to an available technician
or handled by the in-house help
desk. This help desk, manned by
one of MBM’s technicians, provides
immediate response to customers
with issues that can be resolved by
phone, avoiding unnecessary visits to
customer sites.

This non-traditional structure requires
that managers, customer service
personnel and technicians have easy
access to information. Having virtually
all of the company’s operations tied
togetherthroughoneintegrated system
makes life easier for employees.

“Having one package with all the
different ~ components...employees
have familiarity with the different parts
of it and they’re not jumping from
software to software,” Mariahazy
explains. “They don’t have to go to an
industry service dispatch tool, then a
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separate accounting package and then
a billing package. It's all integrated and
that’s made a huge difference.”

MBM Today

Over the last half century, MBM has
evolved from a 3M copier dealership
to the 10th largest independently-
owned Canon dealership in the
United States with 93 employees,
including 30 technicians and five
service support personnel, over 4,000
customers, and approximately 7,000
serial numbers in the field.

While service and sales of equipment
and consumables account for the
majority of MBM’s $25 million annual
revenue, the company’s document
management business and an in-
house finance division - MBM holds
the paper on most of the equipment
it leases - also make substantial
contributions to the bottom line.

MBM also derives revenue from service
training. In addition to being a Canon
dealer, the company is a Canon Certified
Training Center, providing training to
technicians from other dealerships as
well as its own employees.

Commitment to Technology

MBM'’s history and business model
reflect an ongoing commitment to
leveraging technology to improve
operations. MBM was the firstcompany
to implement the original version of
the La Crosse software back in 1983
and Mariahazy served on the dealer
focus group that helped to develop
the current ECi La Crosse system
(originally known as NextGen).

Mariahazy also cites flexibility and
easy access to the company’s data
as key benefits of the latest software.
It has not only helped MBM address
a number of customer service issues,
including batching machines for
billing, but the open database format
enabled MBM to develop its own
custom applications.

“We created our own Web site using
the [La Crosse] data behind the
scenes and much of the functionality
built into that database, Mariahazy
explains. “Separate systems would
be much more difficult to work with.”

MBM has now implemented Intelligent
Workforce from MWA Intelligence, Inc.
With the company’s non-traditional
service structure, technicians are
seldom in the office. Armed with
Blackberrys  running Intelligent
Workforce, MBM'’s technicians enter
their own tickets at the close of each
call. Not only does management
know where the technicians are, but
integration with the La Crosse system
allows for easy updating of the original
work order, eliminating redundant
data entry and improving inventory
management and customer setrvice.

“If a technician needs a part, they
will be able to see if there’s another
technician in the same area who has
that part in their car stock,” Mariahazy
says. And, if a part has to be ordered,
that can happen almost immediately,
instead of the next morning.

Learning From Others

Mariahazy works with ECi La Crosse
software at the dealership level and
serves as chairman of the La Crosse
Dealer Advisory Council (DAC), ECi’s
customer advisory group for the
software. It’'s an investment of time
that Mariahazy says benefits both
MBM and the other dealers involved.

“We as an organizaton and |,
personally, think that best practices
and learning from our peers in the
industry is something that people
don’t do enough of, and we go to
great pains to make sure we do,” he
explains.

Mariahazy is also a member of the
MWAIiDAC andsays, “Communication
between the three groups of people
- MWAI, ECi La Crosse and the
customer base - is very good.”

Marihazy says MWAI listens when
he has ideas or suggestions: “What
MWAIi does that most don’t, when
| look at other organizations like
it, they do a good job of listening
from a development standpoint and
realizing the really neat things that the
technology can do and adapt that.”

Working with other dealers and
learning from their experiences has left
Mariahazy even more convinced ofthe
importance of an integrated solution
that ties all of the pieces - inventory,
car stock, parts, controls, supplies,
machines, etc. - together with service
calls, orders and contracts.

“All of those costs are related and are
tied into one package. That makes it
much easier for us,” Mariahazy says.

Growing Revenue,
Not Costs

The benefits of dedicated employees
supported by a comprehensive
technology solution are reflected in
MBM’s continued growth - nearly 10
percent in 2007 alone. They have
also helped to insulate MBM against
this year’s economic downturn. While
growth has slowed, revenues have
remained stable and MBM has not
experienced the same dip as many
other dealers.

“We run our dealership fairly lean in
terms of the number of support staff
per dollar of revenue. The La Crosse
solution allows us to do that,” Merizon
explains.

Merizonand Mariahazy hopetodouble
MBM'’s business over the next five to
10 years by continuing the company’s
expansion into managed print
services, document management,
production printing systems and other
professional services.

“The traditional market is pretty much
saturated,” Merizon explains. “The
key to revenue and profitability in our
industry is capturing the support of
the printed page. We are very excited
about the future of our business.”
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| watched my
Mizzou Tigers
lose to UCONN
during the
MarchMadness
Semifinals in
what turned out
to be a good
showing, but UCONN consistently beat
us at the boards. In order to win you
have to control the tempo of the game
and possession of the ball. Itis obvious
to the observer that when athletes do
not stick to the fundamentals, they lose
tempo and control, but it is not always
obvious on the court. My high school
coach used to constantly yell at us from
the side lines to “Get in position!”, and
he was right. You can'’t expect to make
plays, or control the tempo if you're
not in a position to do so, and the
fundamentals keep you in position. So
what am | talking about? It goes without
saying that the economy is challenging,
and in order to survive, we need to
concentrate on our fundamentals.

el

i

A

by Rick Hardin,
Sales Engineer

What are the fundamentals of your
business? Forone, itis your customers,
two your inventory, and three contract
profitability. First, it is imperative to
maintain good relationships with your
customers. They are the life blood of
your business, and they are feeling
the pinch just like you. During these
times, good paying customers are

Employee Spotlight

facing financial challenges as well. We
don’t want to start treating them with
immediate collection calls, but how
do you separate the good from the
bad when the A/R ageing report does
not care? With La Crosse it is simple.
Process a Top Selling Customers by
Total Sales to get your top customers.
Keep the ones that spend the most with
you the happiest.

The second fundamental is the age old
dilemma of controlling your expenses,
and depending on how you look at
it, inventory is either an asset or an
expense. Either way, keeping your
inventory limited to those necessary
and frequently used items is of utmost
importance. If you have not tried it
before, now is a good time to set up
your inventory controls to manage your
inventory volume by usage. In this way;,
you only maintain your inventory based
on what you are actually using, which
is backed up by the data that you are
collecting in your database. Run the
Min/Max report to view suggested order
quantities or run an Overstock report
to show overstocked items. Nobody
wants to pay the government anymore
than they have to so make sure you are
devaluing your inventory.

Lastly, at the core of a dealers
business is service, and a profitable
service department is based on the

Adam SicGert, Senior Hardware/Software Support Specialist

Adam  Siebert
has been with
ECI La Crosse
for 6 years. Since
he began work
at ECI La Crosse,
he has had a few
different  roles.
Initially, he started

as a Crystal Writer/Programmer and
currently serves as Senior Hardware/
Software Support Specialist. His current
role allows him to assist with many
different items from setting up a server
to configuring bar coding software.
Along with those roles, he has also
served as our internal IT administrator
at various times.

Get into Position for the Rebound!

maintenance contract. If you have not
been keeping track of the profitability
of your contracts, then you better lick
your finger and check the wind to get
direction. Too many dealers think that
as long as money is coming in then
business must be good. That could not
be more inaccurate and costly. Right
now, you may be feeling the effects of
this assumption if your contract revenue
is not sufficient. Clients are paying late,
but the service calls are not slowing
down. 90% of solving any problem is
in identification, and when it comes to
service profitability, it must be one of four
things, a bad machine, a bad tech, an
untrained customer or an unprofitable
machine. You can run your Contract
Proft and Loss report by contract,
customer, model number, or serial
number. Run the Threshold Report to
break down the work being performed
by customer to identify those untrained
customers. The Product Status report
will tell you who your best techs are and
which ones are least profitable.

It is always a good business practice to
manage the expenses of your business,
but itis human nature to relax during the
good years, which is why it becomes
critical now to get control of the tempo
of your business. The economy will
rebound, but will you be in position?

Adam’s product knowledge, diligent
and thorough work ethics make him
an indispensable asset to ECi, and a
valuable resource to our customers.

Next time you talk to Adam congratulate
him on six years of success!
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Did you know?

Current Release being
shipped: 9.1

MWAI approved release: 9.1

Did you know...

You can leave the display panel up and
scroll through the records on the grid
and the display panel will refresh with
the data you have selected?

Did you know...

That you do not need to use the
mouse to navigate from one position
to the next within date fields? You
can either press the period key or
use the arrow key to get to the next
field in the date.

Did you know...
That you can use the filter button on
the main menu to find menu options?

Class Schedule

Basic Crystal

May 19 - 21

Contract Management
June 9 - 11

Service Management
July 14 - 16

Advanced Crystal
August 18 — 20

Save The Date!

Regional Users Meeting 2009
When: October 18-21
Where: Irvine, CA

Did you know...

On grids you can perform the
following functions with the
corresponding keyboard controls?
Add = F6

Change = Double Click on the
record in the grid

Multiple Records Change = highlight
the records, right click Change

Refresh = F5
Filter = Shift + F5

Move field columns = Shift + Click
and Drag

Field Search = F4

Did you know...

That ECinteractive is integrated with
La Crosse and that the 9.1 update is
integrated with Net1.

FREE Webinars

Basic Service Dispatching

May 20

Advanced Service Dispatching
May 27

eMeter eMail

June 17

A/P Invoicing/Pay List
June 24

Connect Order to PO
July 15

Contract Billing
July 22

End of Month
August 19

Dashboards
August 26

Did you know...

That a file can be attached to contracts,
service calls, PO’s and Orders? From
the respective grid, simply right click,
scroll down to “Image”, and then
browse for the file location. The file
can be .doc, .pdf, xIs, .csy, .jpg or any

file type.

Did you know...

That you can create a shortcut of
favorite functions? You can add any
task name from any menu listing,
simply right click on the task name, an
“Add to Favorites” button appears, left
click on that button, and then that task
is added to the “Favorites” menu at the
top of your main screen. To access
your list of favorites, simply click on the
“Favorites” menu heading and the list
will display below.

Upcoming Tradeshows

May 14 - 16

Vision Imaging Partners
National Meeting
Phoenix, AZ

May 28 - 30
FSPA Show
Dallas, TX

June 11 - 13
BTA Spring Conference
New Orleans, LA

July 11 - 16
Retail Sales Provider Association
Las Vegas, NV

August 19 - 21
Recharger
Las Vegas, NV

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