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The organization

Sunrise Spas is a privately-owned Canadian company. Sunrise manufactures and distributes spas and hot
tubs to dealers in Canada and the United States. In addition, Sunrise has a manufacturing facility in Florida,

and a distribution company in Holland.

Sunrise had an existing customized ERP system, and an Act database. Neither of these systems was robust
enough to keep up with the needs of an ever-growing business. In addition, Sunrise was looking for a
solution that could accommodate the needs of its remote locations in Florida and Holland.

The challenge

Sunrise had service staff in Grimsby, Ontario
providing warranty support to retail customers of
their spa dealers throughout the world. The key
problems were:

+ No integration between the contact management
system (Act) and their ERP system

* Requirement for knowledge base articles to assist
in solving warranty cases on spas

« Duplication of data

* Requirement to have access to serial number
information for various spa components when
processing warranty claims

Why Microsoft Dynamics CRM?

BDO was selected to implement the new system
based on its extensive experience in Project
Management and operational change, along with
strong skills with productivity and efficiency
improvements. In addition, BDO was implementing
a Dynamics NAV solution to replace the current
ERP system. We suggested Microsoft Dynamics
CRM to address Sunrise’s requirements for the
following reasons:

Integration with existing Microsoft products

« Sunrise used Microsoft Outlook extensively, and
needed a CRM solution that would integrate tightly
with Outlook, and particularly with its Blackberries
through a Blackberry Enterprise Server

« Sunrise had various templates in Microsoft
Word for warranty claims, RMA requests, service
requests, etc. that they wanted to leverage with
a CRM solution

* Microsoft Dynamics CRM provided knowledge-
based articles to assist in solving warranty cases

* Integration with Dynamics NAV allowed for a
single source of data for dealers, service providers
and retail customers

Ease of use

* Microsoft Dynamics CRM was easily customized
to deal with the case tracking requirements of
Sunrise

+ With a standard Microsoft interface, Dynamics
CRM is an easy system to learn

« Power users at Sunrise were able to learn the
system, and train new employees with only
limited assistance from BDO
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Vendor stability + All documents and photos related to a warranty claim are attached in

« It is critical that Sunrise operate technology that is widely recognized and CRM and available to all users

supported in its remote locations in Florida and Holland; this increases + A single CRM database was created to handle all customers and spa
its ability to obtain remote support from skilled professionals records for Grimsby, Florida and Holland; this database is synchronized

. . . ith each of the three D ics NAV ti t
* Microsoft Dynamics CRM runs on the proven industry standard database, with each ot the three Dyhamics accounting systems

Microsoft SQL, and is currently in Release 4.0 « Grimsby support staff are able to handle service claims very efficiently

* By using proven technology, Sunrise will be able to maximize the return on for all three companies

its investment and continue to build on its existing Microsoft technology + Extensive use of workflows in Dynamics CRM allowed for existing
rocesses to be implemented automatically and tracked in CRM

The results P 'mp ! caty I

+ A new ‘Spa’ entity was created in CRM, with a new spa record
automatically created and attached to a dealer once an invoice was
created in Dynamics NAV

+ All serial number and product details are tracked on the spa record in CRM Micresoft
GOLD CERTIFIED t‘ Microsoft Dynamics
« Warranty and service cases are attached to spa records and, therefore, Partner

automatically attached to the dealer and retail customer
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