Fueling Exceptional Customer Experiences

Handyman Connection
Avtex Helps Handyman Connection Manage Their Customer Data More Effectively

Through Digital Transformation,
Handyman Connection is Moving
to New Heights
Handyman Connection is the leading
resource for home and business
improvement needs whenever you
call on them. They provide their
customers with excellent workmanship
and superior customer service with
professionals who have years of
extensive experience.

At a Glance:
•
•
•

Implementation of Dynamics CRM
Modernization of internal systems
Streamlined access to data hooks
and customer information

Catergory:
CRM

Services Provided:
CRM Implementation

Partner Technologies:

“Our relationship with Avtex continues to grow. They know our technology
system and how the business uses it better than almost anyone who works here.
They understand how our system is built and just gets what we are trying to do.
They really know how to push our technology use forward. This makes planning
and execution so much easier.”
– Dan Sage, Chief Information Officer, Handyman Connection

Building Customer Relationships
For homeowners, finding the right professional for a home repair or remodel
project can be intimidating. Sifting through the wide range of service options to
find a trustworthy and capable pro takes time and effort.
Handyman Connection is
committed to taking the fear and
worry out of home projects. By
*Key Partner Technologies
maintaining franchise relationships
with countless carpenters,
remodelers, tilers and painters across the country, Handyman Connection is able
to connect homeowners with the expert needed to get the job done.

Dynamics 365
Helping homeowners find the right professional requires a good deal of
information, both on the customer’s specific needs and on the professionals
available to tackle their job. In the past, Handyman Connection has struggled to
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maintain the accurate customer and professional information
needed to build effective and lasting relationships.
“Putting our brand in front of the right type of customer, in the
right moments, and via the proper channels has been difficult,”
said Dan Sage, Chief Information Officer at Handyman
Connection. “Without the proper information, and easy
access to that data, generating leads generating, managing
and closing leads is incredibly difficult. To ensure we provide
the best possible experience and support for our customers
and network of professionals, we needed to improve our
information capture, management and reporting capabilities.”
Handyman Connection’s outdated information management
system made it difficult to provide the level of service the
organization is committed to.
“One of our main challenges on our legacy system stemmed
from the fact that many departments store information in
different places, which makes it difficult for users to find the
data when they need it,” Sage said. “We also spend too much
time manually updating customer records – when a customer
interacts with us, the agent has to manually update their
information which led to delays, inaccuracies and negative
customer experiences.”
Handyman Connection turned to Avtex for assistance
achieving that mission.

Modernizing the System
Experts from Avtex worked closely with Handyman
Connection to build a roadmap to address the company’s
various challenges.
“As an organization, we are focused on digital transformation –
that is using technology to transform the way we support our
customers and professionals,” Sage said. “Avtex embraced that
goal from the very start and helped us build a plan to drive
that transformation.”
The transformation started with a fully customized and
optimized deployment of Microsoft Dynamics CRM.
Throughout the implementation, Avtex worked closely with
the Handyman Connection team to ensure all of their needs
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and goals were met during the initial deployment. By doing
so, Avtex positioned Handyman Connection for success
right from the launch of their new information management
platform.
The two teams also worked closely to develop new and more
effective processes and policies for capturing, storing, tagging
and leveraging Handyman Connection’s valuable customer
data.
The new CRM solution, combined with refreshed processes,
has dramatically improved Handyman Connection’s ability to
generate and close leads.
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Improved Data Access
Handyman Connection now has access to customer
information that is far superior to that of the past. Capturing
and managing data is much easier and less labor intensive,
which has made individual customer interactions run
more smoothly and improved the accuracy and usability of
captured information.
The system’s centralized storage also ensures that users
from all departments have access to the same information.
This eliminates data conflicts and the frustration many users
experienced when looking for data across multiple sources.
“We’ve been amazed at how much easier it is to capture data
and access it whenever necessary,” Sage said. “Our single
source of data also makes it much easier to view historical
reports of customer activity, which allows us to adjust our
approach to customer outreach and even our relationships
with our professional network.”

“The data we now have access to allows us to determine best
fit for our business from a customer standpoint,” Sage said.
“We can now ensure we are targeting the right prospects and
providing the best possible experiences for prospects and
customers throughout the life of their relationship with us.”
True Digital Transformation
Avtex has helped Handyman Connection drive their digital
transformation efforts forward, with far reaching impact to
customers and employees alike.
The enhanced customer data has enabled Handyman
Connection to develop more accurate and efficient marketing
outreach. Through a seamless integration with a third-party
solution, the organization can now create and deploy targeted
marketing campaigns quickly and affordably. The data used to
execute this outreach has been invaluable in increasing their
effectiveness while reducing the average cost per lead..

Enhanced Data Quality
Handyman Connection now has the capacity to capture the
exact data they need to better understand their customer
and prospect base. The enhanced accuracy and quality of the
data allows Handyman Connection to provide a deeper level
of surface to customers.

By integrating their Dynamics CRM platform with a thirdparty solution, Handyman Connection was able to deploy
an application to the organization’s franchise professionals.
The app offers information regarding open leads and enables
professionals to access and update customer records during
and after projects.

Handyman Connection can also leverage the data to put
their brand in front of the right type of customer, at the right
moment, via the right channel – all in an effort to generate
and close leads.

“Our partnership with Avtex has opened new doors to us
across many areas of our business,” Sage said. “Our Dynamics
CRM environment is much more powerful and more flexible
than our old solution, allowing us to explore more and more
ways to transform our business.”
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The Final Results
Since working with Avtex, Handyman Connection has
leveraged their enhanced data collection and management
capabilities to truly change the way they do business. The
organization continues to undergo digital transformation
and is focused using data to deliver their services to the right
customers at the right time.
“Our relationship with Avtex continues to grow. They know
our technology system and how the business uses it better
than almost anyone who works here,” Sage said. “They
understand how our system is built and just gets what we are
trying to do. They really know how to push our technology
use forward. Our partnership with Avtex makes planning
and executing our transformative efforts so much easier and
more impactful.”

About Avtex
Avtex is a full-service Customer Experience (CX) consulting and solution provider focused on helping organizations create
better experiences for their customers. With an unparalleled breadth of knowledge and experience, and partnerships with
leading technology vendors like Microsoft and Genesys, we are uniquely suited to address any CX challenge.
Our portfolio of solutions and services supports our unique approach to Customer Experience, which includes two key phases,
CX Transformation and CX Orchestration.
•

Our CX Transformation solutions and services aid in the process of defining and improving CX. From Journey Mapping to
CX Design Thinking, we provide the support you need to set the foundation for CX success.

•

Our CX Orchestration, solutions and services enable the realization of your CX strategy through people, processes and
technology. From technology implementation to training, we ensure you have the capabilities to execute your CX strategy.
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