
Lexmark modernizes its 
business with Salesforce

High-tech manufacturing is a fast-paced 
industry, and if you are not innovating, 
you are falling behind. Lexmark is a well-
known global tech manufacturer making 
printers and software that relate to the 
printed page. The company has over 
12,000 employees, three distinct sales 
teams, and does $3.5 billion in worldwide 
revenue each year. Lexmark has been 
diversifying its offerings by acquiring 
software companies that help customers 
with their document management. Many 
of these companies were using Salesforce 
as their CRM solution and this forced 
Lexmark to evaluate how it was operating 
to fully integrate its rapidly growing teams 
across the company. 

LEGACY SYSTEMS GOT LAPPED

Back in 2002 Lexmark began a rollout of 
its legacy Siebel on-premises system. At 
the time it was best in class, but Lexmark 
also looked at a young cloud-based 
company as well, planting a seed for how 
it could operate in the future. “At the time 
we thought putting our data in the cloud 
was crazy,” said Brett Butler, business 
architect, WW sales and services systems. 
“Then as we started to acquire a few 
software companies, we saw what they 
were doing on Salesforce and realized that 
Siebel had gotten lapped.” 

In 2012, Lexmark execs partnered with 
Deloitte to launch Salesforce for CRM 
and fully integrate it with their SAP ERP 
system. Lexmark’s journey from on-
premises to the cloud started with the 

software division in February and was 
live by August. Over the next six months, 
the entire hardware division was brought 
into its org to unite the global company 
on Salesforce. Today, Lexmark has fully 
integrated its sales, service, marketing, 
and partner communities on Salesforce. 

TRANSFORMING THE PROCESS

Since launching Salesforce, Lexmark has 
overcome many work-arounds caused 
by its legacy system and implemented 
business processes that will help the 
company thrive in the customer era. “Start 
with the business process and get it where 
you want it and need it,” Butler said. “The 
software isn’t an issue anymore. Salesforce 
is super fast to configure. They have taken 
our blinders off and limitations away.”

WHO IS LEXMARK?
Founded in 1991, Lexmark (NYSE: LXK) was formerly 
the printer manufacturing and printer supply division 
of IBM. The company has expanded upon its award-
winning products by launching document management 
software focused on helping Lexmark customers 
connect employees to the most relevant information 
at the moment they need it. Lexmark operates in over 
170 countries focusing on key growth markets that 
include managed print services, intelligent capture, 
enterprise content management, healthcare content 
management, financial process automation, and 
enterprise search. 

HIGH TECH AND MANUFACTURING
Sales Cloud, Marketing Cloud, Service Cloud, 
Community Cloud, Data.com, AppExchange



Salesforce is the leader in enterprise cloud computing. We help companies connect to their customers in a whole new way with our sales, service, 
marketing, community, and analytics apps. All of these apps run on the Customer Success Platform, so you can manage all your information in one place.  

To learn more, call us at 1-800-667-6389

PRODUCTS

Sales Cloud

Service Cloud

Marketing Cloud

Community Cloud

Data.com

AppExchange

CHALLENGES

Needed to integrate newly 
acquired companies 

Very little system flexibility

Limited visibility into complex 
business processes

Couldn’t collaborate across 
teams on deals

Gathering sales forecasting 
input was slow and 
cumbersome

Complex quoting and territory 
management done in Excel

Manual processes outside of 
Siebel

SOLUTION

Built a system for the future 
with Salesforce and Anaplan

Integrated with SAP ERP

United software and hardware 
sales divisions on single org

Deployed mobile to improve 
productivity 

RESULTS

Standardized global processes

Improved sales productivity 

Increased selling time

Gained visibility across the 
business

Real-time forecasting and 
territory management 

“Salesforce enables us to leverage data and best 
practices to have intelligent conversations with 
our sales teams, prospects, and customers in 
different industries across the world.”

Brett Butler
Business Architect, WW Sales and Services Systems, Lexmark

SALESFORCE CUSTOMER SUCCESS STORY: LEXMARK

Measuring Success

6
months to implement 

worldwide

3
hours to forecast – down 

from 7 days

1
integrated CRM solution


