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situation

Thilmany Papers knew they had a problem. Their sales and marketing organizations were operating inefficiently 
due to disparate systems, and they were unable to respond to critical business and customer opportunities. 
Worst of all, the teams were spending too much time on administrative tasks due to lack of comprehensive 
information systems. In fact, they decided to do some research on just how their salespeople were spending 
their time.  The results showed too many hours spent on administrative tasks and not enough time face-to-face 
with customers.

Moreover, their existing infrastructure was comprised of 8 different systems that salespeople needed to access 
to process their lead and customer data. It was left up to the sales people to fill out cumbersome paperwork 
on each contact which then would have to be manually reviewed and tabulated enterprise-wide for any kind of 
sales management report.  Add in training new employees on the complicated system and trying to figure out 
where you were in the sales pipeline with existing deals and customers, and the result was a highly inefficient 
sales process.

These negative internal factors were really the tipping point for Thilmany and they made it their goal to find a 
system that would help them get away from the overwhelming admin work and be able to spend more time with 
their customers and prospects.

solution

Creating change at a company as large and as established as Thilmany Papers didn’t happen overnight. Doug 
Fissell, Co-Founder and Vice-President of Sales, first had conversations with Thilmany over four years ago about 
Microsoft Dynamics CRM. And Cristen Gregorius, Market Communications Manager for Thilmany Papers, did 
her due diligence and researched over 40 solutions 
before narrowing them down to six viable options. 
After interviews, webinars, and online calls, the field 
was narrowed down to three – Ledgeview Partners 
with Microsoft Dynamics CRM, Salesforce.com, and 
Oracle CRM. 

The choice was made to go with Ledgeview Partners and Microsoft Dynamics CRM. Some of the determining 
factors included that they found Microsoft Dynamics to be very intuitive, and similar to Microsoft Outlook, along 
with the much needed email and calendar integration. The sales dashboards and pipeline reports were also im-
portant, and Thilmany found these powerful enough to generate the information they were searching for. They 
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also liked the ability to configure the system to serve 
multiple areas of their business – not only the Sales 
and Marketing organizations, but the potential to inte-
grate other areas of the business such as Customer 
Service, Quality and New Product Development.

Microsoft Dynamics CRM, and particularly Ledgeview 
Partners, was also chosen because of their experi-
ence in the industry. “We weren’t sure if other vendors 
were familiar enough with Thilmany and our business,” 
says Cristen. By already having experience in their in-
dustry, Thilmany was comfortable consulting with 
Ledgeview Partners and could see that the proper 
questions would be asked and fully researched during 
implementation.

For Thilmany, just choosing the right CRM solution 
wasn’t enough to solve their sales and productiv-
ity challenges. They would find that the implementa-
tion process itself would help to refine their business 
practices and maximize the benefits of their new sys-
tem. Ledgeview Partners asked questions that would 
promote understanding, highlight problem areas, 
and help boil the process down to the key important 
steps. 

beneFits

inCreased Customer serviCe

Because the customer sales information is now in one 
place that is easily accessible by all sales employees, 
Thilmany has found that their customers are enjoying 
faster and better customer service. The Sales team is 
able to service customers quickly by eliminating the 
need to use several systems to answer questions.  
Even if a sales representative is out of the office, an-
other rep is able to quickly access the customer data 
and provide the necessary service in a timely manner.

deCreased admin time

After Microsoft Dynamics CRM was implemented, 
employees immediately spent less time on admin-
istrative tasks. Reports that used to be created and 
re-created manually are now fully automated. And the 
complete up-to-date sales pipeline is available without 

having to fill out paper forms, enter duplicate data, or 
wait for communications from the sales people.

inCreased sales ProFiCienCy

Through the installation and training process, Led-
geview Partners guided 30+ Thilmany employees 
through best practices and helped them define the 
sales process for the company. The outcome of this 
implementation plan gave Thilmany better discipline 
throughout the sales process and faster on boarding 
of new sales people. 

next stePs/new business

Now that Thilmany has centralized their sales data 
with Microsoft Dynamics CRM and the sales people 
are comfortable with the system, they plan to use the 
data to push their new business development along 
faster, thus increasing their volume, increasing their 
revenue, and growing their bottom line. As far as fu-
ture system enhancements, Thilmany hopes to incor-
porate more manufacturing and quality information 
into the system.

strategiC visibility

For the first time, Thilmany Papers had a clear view 
of critical, strategic information regarding their op-
portunity pipeline. Previously, all tracking of business 
opportunities was conducted manually and on a spo-
radic basis, as it was very cumbersome. Thilmany’s 
leadership now has powerful tools to help them make 
critical business decisions with valuable data.  And the 
ability of Microsoft Dynamics CRM reporting tools to 
slice and dice data allows the leadership to analyze in-
formation on several different levels resulting in better 
decision making.

thilmany PaPers

overview

Thilmany Papers is a leader in the 
manufacture of specialty papers 
for use in packaging, pressure 
sensitive and industrial markets. 
Their customers use Thilmany’s 
highly engineered and specialty 
papers to create things such as 
microwave popcorn packages, 
release liners used in the manu-
facture of fiber composite windmill 
blades, or brightly colored school 
art papers. Their customers range 
from large, global operations to 
small, independent manufacturers.
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ledgeview Partners, llC
At Ledgeview Partners, we work closely with your business to implement breakthrough performance improvements 
that drive extraordinary added value in your customer relationships. We provide your company with a holistic, end-
to-end approach to customer relationship management through our sales and customer care professionals, and our 
expertise in Microsoft Dynamics®CRM.

visit us at www.ledgeviewpartners.com or call (920)560-5571 
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