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Introduction 

Standard Register, a 101-year-old publicly traded firm, has 

a proven record of implementing leading-edge technologies 

to deliver best-in-class service for its customers. The 

phrase "leading edge" didn't exist in 1912 when the 

company was founded, but Standard Register's first 

product, the pin-fed autographic register, was the first of its 

kind. The technology made it possible, for the first time, to 

simultaneously create multiple copies of important business 

documents such as bills of lading, purchase orders, and 

thousands of other applications. It revolutionized business 

transactions and started the company on its path to 

becoming the multimedia communications services 

company that it is today. 

Standard Register has two business units. Standard 

Register Healthcare has relationships with more than 2,000 

acute care and long-term care facilities and is focused on 

improving care by delivering patient engagement, patient 

information management, and patient identification and 

safety solutions. Standard Register Business Solutions 

helps customers get to market faster, improve brand 

consistency and regulatory compliance, and gain insight 

into the effectiveness of their marketing programs. This 

business unit targets retail banks and insurance 

companies, industrial and consumer product 

manufacturers, and services companies and specializes in 

improving communications workflows for organizations with 

large distributed sales, agent, or retail store networks.  

Standard Register serves:  

 More than half the Fortune 100  

 More than half of the Fortune 500 

 20 of the top 25 U.S. retail banks 

 9 of the top 10 property and casualty insurers 

Solution Snapshot 

Organization: Standard Register 

Operational Challenge: Replace an 

aging in-house sales and marketing 

platform to provide the flexibility and 

insight needed to thrive in a  

fast-changing marketplace 

Solution: Salesforce Data.com, a 

solution that provides access to 

business data and that also 

automatically updates and enriches 

leads, contacts, and accounts directly 

within Salesforce 

Project Duration: 11 months  

Benefits: Standard Register now has a 

360-degree view of its customers to 

more effectively market and sell as it 

expands from a product-based 

company to a provider of service-based 

solutions 
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 32 of the top 50 manufacturers in the United States 

 5 of the top 6 wireless companies in the United States 

 More than 2,000 health systems across America 

The Challenge  

Digital technology has transformed the way companies communicate with their employees, 

customers, and the market. Standard Register's transition to this new world of digital communications 

and services required the company to be able to identify new buyers within its customer base, deploy 

a more consistent sales process, and create a true 360-degree view of the customer. To enable 

these critical capabilities, Standard Register chose Salesforce Data.com to drive deeper customer 

insights and Salesforce as its CRM platform. 

The following factors led to the implementation of the Salesforce Data.com solution: 

 The need to drive revenue and increase sales performance with new customer insights, a more 

complete understanding of business relationships, and improved understanding of company 

hierarchies between related accounts 

 The need to create and sustain a clean master customer database, which was difficult to achieve 

with Standard Register's multiple siloed, transaction-based order management systems that were 

tied to specific manufacturing facilities 

 The ability to operate with a cross-functional team approach, which is characteristic of Standard 

Register's business model 

 The need to integrate Standard Register's SMARTworks distributed marketing platform so that 

sales had a single place to access all marketing content (digital and printed) from within the CRM 

user interface 

 The desire to implement a cloud-based solution that also did not require much customization 

(Based on previous history with salesforce.com, the selection team had a degree of confidence 

that the proposed Salesforce Data.com solution would perform as promised.) 

Data and Process Optimization 

Prior to implementation, Standard Register closely examined its customer data and its sales process. 

This analysis led to changes in the process to modernize it and make it more effective. Once the 

sales process was redefined, the customer data set was designed to support it. Examples include 

clearly defining the stages of the sales cycle and defining such terms as "prospect" and "lead."  

One of the foundational architectural elements of the Standard Register implementation was 

integrating it with a master customer database. Data.com provided the standard corporate linkages, 

company profiles, and contact data, along with a consistent unique customer identifier through the 

D&B DUNS number (salesforce.com and D&B are strategic partners, and Data.com includes D&B 

company information as part of its offering). This was necessary to ensure a single view of the 

customer while feeding key linkages to order entry systems and feedback loops from voice of the 

customer programs. Customer and prospect accounts were also predefined, and demographic 

information about each account was appended to enable new levels of customer insights for its sales 

and marketing teams.  
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With this structure in place, the company can identify the right contacts for each account to enhance 

its sales, marketing, and customer service capabilities. Data.com also regularly scans the customer 

master to provide the system with updated and additional information at both the individual level and 

the company level so that Standard Register can segment and engage its customer base using 

relevant content throughout the sales cycle. This expanded information architecture strategy 

integrates with the CRM, and ongoing data stewardship can now effectively govern customer master 

data as a corporate asset. 

Standard Register also used its SMARTworks distributed marketing platform. By integrating this tool 

with Data.com and the CRM, Standard Register was able to build an ecosystem to handle online and 

offline marketing materials that both centralized marketing personnel and the distributed sales 

organization could use. It was important that online-offline, centralized, and distributed access be 

handled smoothly — which it was with Salesforce.com and SMARTworks. 

To gain a 360-degree view of the customer and make it visible across the organization, Standard 

Register created a set of dashboards in Salesforce.com so that everyone, from the CEO to a 

customer service agent, can drill down and see exactly what is happening with any given customer.  

Support 

The solution support team includes in-house CRM resources to support the application, deploy 

customizations, and configure the tool. In addition, a developer, a certified analyst, and an internal 

training organization instructed employees on Salesforce.com.  

Also onboard is a campaign coordination team, which manages data analytics and segmentation and 

is responsible for making sure the data is updated and properly flowing through the system. 

Administrative employees who share the service across Standard Register play a large role in 

supporting Salesforce.com. This support is truly companywide.  

Early in the planning stages, when a decision had to be made on whether to use an outside vendor 

for support or bring support in-house, the prospect of harnessing companywide support helped tilt the 

decision in favor of an in-house support model. An additional benefit to in-house support is that the 

company is less dependent on outside sources for a critical piece of the company's sales and 

marketing capabilities.  

Adoption 

Standard Register moved quickly, but getting salespeople and other users to change old habits 

proved complicated. The project team responded by providing sales with additional customer insights 

and analytics based on Data.com as well as functionality in the CRM interface. 

Also vital was having a well-trained, disciplined sales leadership organization, which starting living 

with Salesforce.com from the first day. Executives led by example. In this way, Standard Register's 

sales organization was motivated because senior managers became the first adopters. 

Additional help came from the popularity of Salesforce.com's Chatter application, which connects 

employees and fosters collaboration on sales opportunities as well as simplifies workflows and helps 

capture new ideas. Chatter is where Standard Register talks about customers. Soon the number 1 

user of Standard Register's Chatter was the CEO, who sent out messages several times a week and 

quickly acquired the largest number of followers in the company. Chatter enables a degree of 

communication that is impossible to achieve with standard email, said Jeff Allen, Standard Register's 

Vice President of Marketing. Obviously, having senior management so actively and publicly using 

Salesforce.com helped transform the culture.  
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Benefits of Data.com 

Customer Insights 

Data.com enables Standard Register to identify new buyers much sooner and more accurately than 

ever before. This is critical because buyers are emerging in roles to which the company has not 

traditionally sold. "The business relationships within our markets have expanded as we transition from 

print to digital," observed John Haberek, Standard Register's Director, Business Process Automation. 

"Connecting with decision makers within functional departments versus corporate procurement 

requires us to target and build these relationships with pace. That's precisely one of the value-adds 

we get from Data.com." 

Data.com provides integrated customer data directly inside Salesforce and not only enables Standard 

Register to add new contacts and accounts but also continuously updates the contacts and accounts 

that are already in Salesforce. Standard Register is getting richer and richer customer data, 

constantly updated in the cloud in real time, which will continually improve the company's sales and 

marketing effectiveness.  

Pipeline Efficiency 

The combination of Data.com and Salesforce has provided Standard Register a number of benefits, 

including the ability, within the sales cycle, to have what's known internally as "go/no go" gates. 

These were unavailable on the former platform, which lacked the detailed customer insights now 

provided by Data.com that are essential to identifying and advancing early-stage opportunities.  

As a result of the more accurate customer information delivered by Data.com, salespeople can more 

effectively advance opportunities to the next stages of the sales cycle, which has proved to be a 

significant benefit. The entire sales cycle is more transparent and accurate. The company can see 

that if an account does not meet certain qualification criteria, the customer is probably not ready for 

the later stages of selling. Standard Register now has a more accurate and honest value of the 

pipeline. 

The company also uses the win forecasting process to do capacity planning for its delivery 

organization, and going forward it plans to bring revenue forecasting into the solution as well. 

The bottom line is that insights delivered by Data.com into Salesforce have made the pipeline 

significantly more efficient, transparent, and reliable. This is critical because the company is always 

testing data to know what pieces of information are needed to make its forecasts more effective.  

Sales Management 

The clarity and the reality of the customer information provided to sales management by Data.com 

are "an order of magnitude better" than they used to be, according to Allen. Five months after 

launching Data.com, Standard Register doubled the number of contacts that were specifically 

targeted to growth opportunities. 

"Managers can dig in and see what has happened, what is real, and what is not so real in ways never 

before possible," said Allen. Now, when sales managers meet with sales reps to strategize deals, for 

example, they're able to see what top deals can be closed and decide on the best approaches. If they 

don't feel that they have the right relationships for moving opportunities forward, they use Data.com to 

find the appropriate contacts based on role or title. They also use Data.com to quickly find other 

divisions, subsidiaries, or branches for better reference selling into accounts.  

In addition, Salesforce will soon be used in post-sales aspects of the business, such as customer 

service. 
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From a management standpoint, Salesforce has made it possible to know how many times sales reps 

meet with customers. Management can even see what pieces of content a rep has delivered to a 

customer. Such details were previously unavailable. Not only does management now know more, but 

because of the improved visibility into and accuracy of the data, managers are more informed and 

better able to help salespeople achieve their goals. 

Flexibility 

A further benefit has been the agility Salesforce.com brings to Standard Register's technical 

capabilities. Management felt that for the company to compete in rapidly changing markets, it had to 

be able to modify the tools quickly. Salesforce.com enables those quick responses, prompting the 

company to create an in-house support team instead of using an outside provider. Management 

didn't want to have to wait for someone else to provide timely changes demanded by the 

environment. 

Methodology 

The project and company information contained in this document was obtained from sources such as 

questions posed by IDC directly to Standard Register, information supplied by salesforce.com, and 

salesforce.com's and Standard Register's Web sites. 
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