Tectura Client Success Story

lecal

BUSINESS PROFILE:

* PROVIDES AN ONLINE BUSINESS
DIRECTORY

e WWW.TOUCHLOCAL.COM
BUSINESS CHALLENGE:

* ATTRACTING 1000 NEW CUSTOMERS
EVERY MONTH

*INCREASING DEMANDS ON THE
SYSTEM

* MAJOR ISSUES WITH INCUMBENT
SUPPORT PARTNER

SOLUTION

* MICROSOFT DYNAMICS NAV
¢ TECTURA SUPPORT

BENEFITS:

* RESOLVED A NUMBER OF
INEFFICIENT BUSINESS PROCESSES

* SAVED 3 HOURS FOR EVERY
TOUCHLOCAL PAYMENT RUN

* SAVED TOUCHLOCAL 4 WEEKS OF
DATA ENTRY EVERY MONTH

*90% OF TOUCHLOCAL'S SALES
LEDGER IS NOW AUTOMATED

SUPPORTING LOCAL BUSINESS
BUSINESS PROFILE

Established in 2004, and now growing at 100% per annum, the TouchLocal online
business directory, touchlocal.com, offers coverage across the UK with over 2.4 million
business listings. They employ over 100 staff, and deliver an integrated approach to

online marketing for businesses of all sizes.

TouchLocal attracts 4 million unique users a month looking for products and services and
handles in excess of 6 million searches per month via its own site and also through major
search engines. It is not just an online business finder; it also lets people review and rate
businesses that they have used, therefore enabling consumers to make informed choices

based on user feedback.

BUSINESS/IT CHALLENGE

With a team of telesales and field sales reps, TouchLocal is adding 1000 new customers
every month. Their customers pay a deposit, and their details go into their CRM system,

which are then subsequently pulled into Microsoft Dynamics® NAV.

With such a successful and growing business, one of their biggest challenges became
their incumbent support partner. “It was obvious they couldn’t complete the recurring
billing element of the project,” explains Jamie Goral, TouchLocal’s Financial Controller.
The original partner had agreed to take on the work, and TouchLocal quickly realised they
were out of their depth. With customers coming on board so quickly, and with increasing

demands on their systems to support their business, an alternative partner was needed.

In fact, things got so bad, TouchLocal didn’t have the luxury of investigating a wide range
of partners. “We knew we had to find a replacement support and implementation partner
as our current experience became chaotic,” says Goral. Recommendation was a priority,
and TouchLocal’'s CFO and CTO had both heard that Tectura was the best in the market
for supporting Microsoft Dynamics NAV in the UK.

SOLUTION

TouchLocal appointed Tectura in the UK to support their business. Initially the relationship

had a few communication challenges until the right level of personnel was appointed




TouchLocal | Tectura Client Success Story

to manage the service delivery. “With

an effective client manager in place,

who understands both the needs of the
developer and the customer, we soon
gained confidence with Tectura,” highlights

Goral.

They agreed terms with Tectura, who then
documented the system, and took on the
ongoing support of TouchLocal. With 4 key
users in the finance department, and 15
floating users, the two organisations signed
a service level agreement that represented
the number of calls and agreed response
times TouchLocal would need to take

their system forward. Picking up from the
previous partner, Tectura successfully

completed the project.

Currently TouchLocal has 9000 recurring
clients, with 2 billing runs each month.
Using a direct debit or credit card, they
take the correct amount of money and
record all transactions. The system
highlights failures allowing TouchLocal to

put an action plan in place at the customer

“The system justifies itself and the
business case really stacks up.”

Jamie Goral
TouchLocal
Financial Controller

level. “With 10,000 transactions each
month, anything up to 2000 transactions
could fail,” explains Goral. “This could

be down to a number of reasons from a
customer moving bank accounts, incorrect
details or canceled credit card right through
to going out of business.” Microsoft
Dynamics NAV highlights the issues, and a
team in Glasgow immediately contacts the
customer to identify a resolution for quick

payment.

TouchLocal are happy with their
implementation of Microsoft Dynamics
NAV, as it’s tailored to how their business
operates. “We are gaining efficiencies in
financial management as we are evolving,”
highlights Goral. In particular, Tectura has
helped develop a number of reports for
TouchLocal, including one for deferred
revenue and one highlighting billing details
by customer. Goral goes on to say, “If
there are any specific issues, the reports
produced by Tectura enable us to fix them
before the customer is billed.” Tectura

has helped TouchLocal with a number of

routines especially around recurring billing.

BENEFITS

TouchLocal recognise Tectura as very
responsive and Goral highlights, “The good
thing about Tectura is choice. Their size
means there’s always an alternative.” He

does emphasise the importance of keeping
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“If there are any specific issues, the
reports produced by Tectura enable
us to fix them before the customer is

billed.”

Jamie Goral
TouchLocal
Financial Controller

the knowledge of TouchLocal shared
amongst the key developers within Tectura

to ensure no bottlenecks of availability.

Not long after Tectura took over support
for TouchLocal, they identified and

fixed a number of inefficient business
processes. As a direct result, this has
significantly increased the number of man
hours available. Goral explains, “Tectura
improved the way we were preparing
payments for the payment run. This has
now saved us about 3 hours for every
payment run we do. Tectura knows the
system inside out and the best way to

use it.”

TouchLocal has saved 4 weeks of data
entry every month, which was strangling
the finance team. “With 10,000 transactions
to manually check, this is now a

completely automated process,” highlights
Goral. “When we run billing, we get the
information real time. If something fails,

we have an increased chance of getting

the cash.” TouchLocal can now quickly
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identify any duplicate data in the system,

and ensure the information is accurate.
“Tectura is a company full of talented Previously this was cumbersome, and ABOUT TECTURA

developers. Successful delivery, and .
; ’ reduced the chances of cash collection. : . ;
stronger client management has Tectura is a worldwide provider

strengthened the relationship and both of business consulting services
organisations now understand each
other more.”

TouchLocal has mitigated the need to

. . roviding sustainable value
recruit extra staff, and estimate an overall P 9

saving of £100,000. It has freed up the through consulting, software and

IT implementation. Our clientele

Jamie Goral finance team to resolve other business
. TouchLocal . include mid-sized companies and
Financial Controller issues rather than data entry. The

larger enterprises throughout
the Americas, EMEA, and Asia
Pacific. With team members in

system automates the recurring business
processes. Now 90% of TouchLocal’s sales

ledger is automated, and the cost savings

+ . Lo
are significant. “The system justifies itself 20+ countries, Tectura applies its

mprehensive industry knowl
and the business case really stacks up.” comprehensive industry knowledge

. and unparalleled experience in
explains Goral.

collaboration with our clients to

When reflecting on their relationship with deliver business and technology
Tectura, Goral concludes, “Tectura is strategies and solutions designed to
a company full of talented developers. achieve their business performance
Successful delivery, and stronger client goals.

management has strengthened the

i . I Learn more at www.tectura.com
relationship and both organisations now

understand each other more.”

Micresoft Partner

Gold Enterprise Resource Planning
Gold Customer Relationship Management

FOR MORE INFORMATION
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