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for IES Holdings

C H A L L E N G E
With managing Paladin, 
Genesis, Pengo, Jewell, 
CWS, Crenlo and Siac, the 
need for having one well 
designed and customized 
CRM solution for each com-
pany was apparent. The 
organizations desire to con-
tinually improve the level 
of service provided to their 
customers and the recogni-
tion of the need to empower 
their teams with enhanced 
tools was at the forefront.

S O L U T I O N
Syncite customized and 
implemented Infor CRM for 
each of IES’ companies to 
serve as the central hub for 
all customer related activity.

R E S U LT S
While having just recently 
rolled out the system for 
everyone, employee 
feedback has been positive 
and customer communica-
tion tracking and 
processes have improved. 
Tight data integration 
with the company’s other 
systems ensures data is 
always in sync and avail-
able no matter the device 
or where the employee is 
located in the world.

International Equipment Solutions, LLC is a global engi-
neered equipment company that focuses our extensive 

resources on supporting our customers with strong 
value propositions and outstanding customer service 
across domestic and international markets. IES’ indus-
try-leading manufacturers serve a wide range of mar-
kets including industrial, construction, agriculture, land-
scaping, infrastructure, aviation, recycling, demolition, 
mining, and energy. Our companies employ more than 
2,800 people and operate 18 manufacturing facilities 
throughout North America and other parts of the world.

Below is our interview with Jim Messer, 
Director of Information Technology with
IES Holdings
Q:  IES is well respected in the industry; what to 

attribute to that reputation?
A:  The companies that we own and operate are each 

market leaders in their respective segments of the 
industry. Each company has a reputation of providing 
our customers with a high level of customer service 
while delivering innovative and high quality products. 

Q: What was the impetus for the move to a CRM?
A:  The organizations desire to continually improve the 

level of service that we provide our customers and 
the recognition of the need to empower our teams 
with enhanced tools.

Q:  Did you evaluate other CRM options? If so,  
which ones?

A:  We reviewed Salesforce, but quickly realized the 
challenges we would be faced with to integrate it into 
our internal systems.

Q:  What departmental challenges had you been fac-
ing before implementing Infor CRM?

A:  Communications and functionality of the internal and 
external systems were not always as aligned or in 
sync as would like.

Q:  What’s the biggest misconception you had about 
deploying a CRM solution?

A:  That it is a technology challenge to get implemented, 
when in reality, the biggest challenge is aligning the 
goals and objectives of the business with the team 
members that are going to use the tool.

Q:  How has productivity improved since using Infor 
CRM?

A:  Still early in the adoption to determine but it’s looking 
promising so far.

Q:  How have IES’ employees reacted to using Infor 
CRM?

A:  Its been mixed. I think those that are open to change 
and willing to use technology, have had success. 
Those that are don’t like change, have been slower 
to adopt the system. The training from Syncsite has 
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definitely helped everyone quite a bit.

Q: What’s the biggest surprise you had once Infor CRM had been up and running?
A:  From a technical perspective, the solution came together and was implemented pretty quickly. Training of the team 

members using the tool took some time, but not as much as aligning the goals of the team and defining the targets 
of what was expected from them in terms of usage. If you just implement the technology and the solution and just 
expect adoption, you will be disappointed, but if you work with the leaders and the team in an ongoing fashion, 
that is where you will see the greatest benefits. We have recently started working with the leaders of the organiza-
tion to provide metric reporting on system usage and viability into how the system is being used and appears to be 
enabling them to better drive system adoption.

Q: How has IES’ management reacted since utilizing Infor CRM?
A:  They have some pretty high expectations given the investment that has been made, but are open to partnering 

with the IT team to drive visibility and system adoption.

Q:  How much has the ability to access your data from any device and anywhere in the world made an impact 
to IES?

A: Still early in the adoption to determine but it certainly has been appreciated.

Q: How would you describe your experience working with Syncsite?
A:  They have been an excellent partner on all sides of the project. They understand technology, the CRM system and 

how it operates from an end user perspective. Because of this, they are able to work with and communicate with 
all parties involved in the project.

Q: How have internal and external communications improved since deploying Infor CRM?
A: Still early in the adoption to determine exactly.

Q: What advice would you give another company about implementing Infor CRM?
A:  First realize, it’s not just a technology or system project. You have to partner with the business. You need a strong 

partner like Syncsite that can operate and communicate on all fronts and with all members of the project team. 
Define and set some realistic business goals to drive adoption and provide metric reporting for the business lead-
ers to give them the visibility they need to monitor, drive and guide the adoption. 

Q: Would you recommend Syncsite to another Infor CRM prospect?
A: Absolutely. They have been an incredible partner for this project on all fronts.

Q: What improvements/enhancements would you like to see from Infor CRM?
A:  Not even sure where to start on this one…. This much I can say, if it were not for Syncsite and if we were left to 

try to manage this project alone, the project would have been a complete failure and we would still be working 
towards getting the system up and running and a launch.

About Syncsite
Syncsite is a premier provider of Customer Relationship Management (CRM), Field Service Management (FSM), 
Business Intelligence (BI) and Marketing Automation (MA) solutions. Syncsite empowers companies in a variety of 
industries to manage their business data and leverage this information to strengthen customer relationships and 
enhance profitability.

I E S  H o l d i n g s
“Syncsite understands 

technology, the CRM 

system and how it oper-

ates from an end user 

perspective. Because of 

this, they are able to work 

with and communicate 

with all parties involved in 

the project.” Jim Messer, 

Director of Information 

Technology

M O R E
For more information on any 

of our products or services 

please visit us on-line at: 

www.syncsite.net

and follow us via:

LinkedIn

Facebook

Twitter
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