Challenge

Lehigh was struggling to reach their true
growth potential, meet higher sales goals
and improve their customer service. In order
to reach these objectives, Lehigh needed to
streamline their processes and bring their
teams together, particularly when it came to
new customer setups and how they served
their customers. Working with Lehigh, the Af-
filiated team developed a vision and a strategy
built around Microsoft Dynamics CRM (CRM)
to address the following:

1. Improve customer service and retention
by developing a collaborative data shar-
ing tool that would be easy to implement
and support, while reducing or eliminat-
ing many of the manual, inefficient prac-
tices currently used to support the orga-
nization.

2. Synchronize all data and information with
legacy systems, assuring no interruption
to business operations.

3. Provide a cost-effective nimble solution
that would not have to be re-engineered
when a new customer or product is in-
troduced.

4. Develop a framework that supports the
upgrade of the legacy systems.

5. Meet or exceed all Sarbanes-Oxley com-
pliancy requirements.

Solution

As an award-winning Microsoft Gold Certified
Partner, Affiliated used their proven experience
in applying Microsoft solutions to solve Lehigh
Brands business problems. The Affiliated solu-
tion integrated Microsoft Dynamics CRM into
their business and the CRM database became
the enterprise-wide consolidated Customer
Master Record. The solution automated new
customer on-boarding processes and reduced
the time to add a new customer from as much
as 21 days to just 1 business day.

The CRM implementation has empowered
Lehigh’s customer service and sales teams to
function at increased productivity levels and
deliver more responsive service and

Major Footwear Manufacturer Declares
Microsoft Dynamics CRM a ‘Project
Money Maker’ for their Business

communications. CRM has become the cen-
tral system used by each user to complete
their entire job function. The CRM solution
was customized to integrate with three ex-
isting legacy systems making it easier for
these teams to build relationships with their
customers. The integration allows the Lehigh
staff to more efficiently service their custom-
ers and use one system to accomplish their
support functions.

The CRM solution supports 150 users, allow-
ing the division to support several thousand
customers, and helps the company reduce
customer turnover and meet growth goals.
To meet the Sarbanes-Oxley compliance and
legacy system synchronization requirements,
Affiliated created a separate framework to
track transactions at a field level and report
information as requested by management or
compliance requirements.

Benefits

After a six-month implementation, the system
had paid for itself and Lehigh management
declared the project a success. Reducing the
number of screens for account set up from 17
to 1 and the entire customer account set up
process from 21 days to 1 business day has
had a positive effect for both Lehigh Brands
and for their customers. Richard A. Simms,
the senior vice president of the retail divi-
sion, noted that having all information related
to customers and prospects in a single data
base has provided tremendous value. The
sales and customer service teams are able to
quickly identify all accounts and prospect in-
formation using one system in one place. This
creates a better opportunity to build stronger
customer relationships and drive additional
opportunities with both new and existing cus-
tomers. With the data synchronized in one
system, quick customer add capabilities, and
activity information that it accessible by all
team members, Lehigh Brands now has more
opportunities to expand their customer base,
keep their current customers satisfied and
meet their organizational goals.
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Lehigh Safety Shoes

Website: www.lehighsafetyshoes.com
Customer Size: 1,500+

Location: Nelsonville, Ohio

Industry: Manufacturing

Software Implemented
Microsoft Dynamics CRM 4.0
Microsoft SQL Server 2005
Microsoft Exchange 2003

Lehigh Safety Shoe Company, LLC is
one of the largest and most respected
safety footwear companies in the in-
dustry today. Founded in 1922, Lehigh
brings over 84 years of safety footwear

experience to each interaction with our
customers. Over the years, our com-
pany has introduced many innovative
new products and technologies which
have led to increased safety awareness
in workplace.

Before CRM, information about ac-
counts and prospects was largely held
at the individual sales rep level. Now,
our system provides additional sup-
port to our direct sales teams, allows
us to quickly add new customers and
provides better customer service by

having each member of our team un-
derstand what is happening at each
account.

— Richard A. Simms, Senior Vice
President, Retail Division
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