“Because our organization is driven by customer
specifications, we realized that we needed a more
effective way to manage confidential customer
information.”

Ray Mourey, Executive Vice President
Executive Management Services, Inc.

SITUATION

Executive Management Services, Inc. (EMS) is a commercial cleaning company headquartered in Indianapolis with
more than 2000 employees and branch offices in 10 U.S. states. As a member of the EMS Group (which includes
janitorial supply company Barrett Supplies and Equipment and security service company Delta Services of Indiana,
Inc.), EMS cleans thousands of facilities for its approximately 700 customers. EMS maintains detailed paperwork for
each of its customers, including account data sheets, job specification sheets and contracts. However, much of this
information was stored in multiple print and electronic formats, with no centralized storage or accessibility.
Consequently, EMS’s administrative staff was burdened with the task of updating customer information to multiple files
and emailing or faxing customer files to operations, sales and executive team members. It was also hard to determine
whether employees were working with the latest version of a document. This had a potential impact on everything from
billing issues to changing customer specifications. As EMS began servicing more customers and expanding to new
branch offices, it became more apparent that the company needed a formal way to manage communications within the
organization, centralize storage and retrieval of vital customer information, and improve customer service. So in the
summer of 2002 the company began looking at customer relationship management (CRM) tools as a potential solution
to these issues.

SELECTING THE RIGHT CRM PACKAGE

Serious about finding the right CRM solution, EMS evaluated several nationally known software products. Upon
reviewing Goldmine and ADAPTcrm, EMS liked some of the features, but the base software packages did not meet
the company’s unique requirements. What made these solutions even less appealing to EMS were that they required
additional customization fees and regular updates to the system. The company evaluated a third solution, Microsoft
CRM, which had the added benefit of integration with Microsoft Office products, however the implementation costs as
well as the added hardware, software and support staff needed also made this solution an unattractive option. Finally,
EMS Executive Vice President Ray Mourey attended an Indianapolis seminar on CRM, where he learned about
Solutions4ebiz and its CRM4ebiz product.

What most attracted Mourey to the CRM4ebiz solution was that it was Web-based, so employees could access the
system from any Internet location with no additional hardware or software requirements and there were no per-user
fees like many competitive products. Another appealing feature was the ability to customize the profiling options for
various companies and contacts, as well as the ability to store and view sales activities, call reports, history and
multiple documents from one centralized location. Two other deciding factors were that the CRM4ebiz product could
be customized for EMS’s exact specifications and that the total cost of full implementation — including consulting,
upgrades and support — was less than half of the cost of a base package with any of the other competing solutions.

(continued)



BUILDING A CUSTOMIZED SOLUTION

With Solutions4ebiz chosen as its new CRM solution provider in the fall
of 2004, the implementation process began with uploading EMS

“Solutions4ebiz genuinely
strives to understand our

company’s needs and is prospect and customer data into the new system. The next step
flexible and open-minded to involved customizing the various organization- and contact-level
changes that will add value to profiling fields that EMS needed. With detailed profiling, EMS staff
our experience.” members can add fields such as a facility’s square footage or even the

organization’s dress code, which can be beneficial during a sales call
Ray Mourey or when managing an account from an operations standpoint. Next
Executive Vice President began the process of uploading electronic copies of all contracts, data
Executive Management Services, Inc. sheets and specification documents into the new CRM system. When
all of the data was populated on the system, Solutions4ebiz conducted
on-site training sessions so that EMS sales, executive and
administrative staff could become comfortable using the system. Each
employee was given a unique username and password to access the
CRM tool. EMS also requested that Solutions4ebiz add a custom
document control feature to the system. This component gives EMS
the ability to select which individuals have access to which documents,
based on the employee’s location and job function, and ensures that
the documents in the system remain up-to-date. Since launching the
system, EMS continues to work with Solutions4ebiz to enhance the
system, adding new security features and reporting tools to improve
the system’s functionality.

IMPROVED COMMUNICATION AND CUSTOMER SUPPORT

The Since launching the CRM4ebiz solution in February of 2005, EMS is already experiencing quantifiable benefits.
Having Web-based, company-wide access to the latest customer history and documentation took a tremendous
burden off of EMS’s administrative support staff, who were previously inundated with requests for multiple documents
and contact information. This change is currently saving each EMS administrative staff member up to 25 percent of his
or her time per week. Additionally, entering new or updated information into the system is much easier for
administrators with one centralized database, reducing the total time needed for entering customer information by
nearly 50 percent over the previous method. The new CRM solution is also very easy for EMS employees to use. EMS
sales representatives are now able to capture customer and event information on demand, and this information can be
shared with operational and executive staff and in multiple branch offices. The system improves the accuracy of the
information shared between employees, holds sales representatives more accountable for their performances, and
makes employees’ time more productive. EMS has enjoyed working with Solutions4ebiz, noting its personable
customer support staff, incredible response time on technical issues and its willingness to work with EMS on future
enhancements. The company plans to realize even greater benefits from the CRM4ebiz solution as more employees
begin to fully utilize the system.
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WHY CHOOSE
CRM4eBIZ?

e Improves sales
performance and
customer service

e Consolidates multiple
databases

e Tracks sales
opportunities and
activities

e Manages and
controls documents

FEATURES:

o Web-based access

e No hardware,
software or
applications needed

e Unlimited users — no
per-user license fees

e Flexible company and
contact profiling

e Multi-tiered
organizational

tracking

e Document
management

e Industry-specific
modules

e Integrated email
marketing package
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About Solutions4ebiz

Solutions4ebiz specializes in Customer Relationship Management (CRM)
software for companies that have unique industry requirements. The
company’s CRM4ebiz product, a Web-based CRM application with unique
content management and customer profile tools, enables companies to
manage sales efforts and communicate with customers more effectively.
Solutions4ebiz is headquartered in Indianapolis, Indiana and has developed
custom software applications for a wide variety of industries, including
tourism, manufacturing, distribution, retail, membership organizations and
professional services. The company supports its custom applications with
website design, hosting, support and professional IT staffing. To learn more
about Solutions4ebiz and the CRM4ebiz solution, visit
www.solutions4ebiz.com.

About Executive Management Services

Executive Management Services, Inc. (EMS) is a privately owned and
operated commercial cleaning corporation with more than 100 years of
accumulative experience. Headquartered in Indianapolis, Indiana, EMS
provides cleaning and facility services to its more than 700 clients in a wide
range of facilities, from factories and warehouses to Class “A” office buildings
and laboratory/research centers. The company is part of The EMS Group,
which includes Barrett Supplies and Equipment and Delta Services of Indiana.
For more information about The EMS Group, please visit www.emsinc.com.
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