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Company Overview

Since 2004, Appsonnet has been providing professional managed information
technology services from its base in Toronto, Ontario, Canada. The company serves
clients with Canadian business requirements, including data center services, cloud
computing, and managed services. With an experienced team of experts, a proactive
delivery model, and a unique management toolset, Appsonnet is committed to driving
efficiency and innovation for its clients.

The Challenge: Scaling Beyond Spreadsheets

As Appsonnet’s business grew, managing its sales pipeline and customer relationships
using multiple spreadsheets became increasingly inefficient. The challenges included:

o Scattered Information: Customer and prospect details were spread across
spreadsheets, making it difficult for management to get a clear view of
interactions.

e Lack of Communication Transparency: There was no unified record of
conversations between customers and the team, leading to missed follow-ups
and inconsistencies.

« Manual Reporting: Creating reports required extensive work with pivot tables,
leading to delays and inaccuracies.

« Operational Bottlenecks: As the workload increased, it became evident that
running the business this way would be more costly in the long run than investing
in a proper CRM solution.

Realizing that they needed a better way to manage their business, Appsonnet reached
out to DirectReach, a trusted Zoho Partner in Canada, to help them implement a more
scalable, efficient solution.

The Solution: Building a 360-Degree Customer View

Appsonnet wanted a single source of truth for all customer interactions—where sales,
support, and management could track communication, monitor key business metrics,
and generate reports without manual effort.



The DirectReach team guided them through a structured transformation:

« Business Process Mapping: Instead of simply setting up software, DirectReach
worked with Appsonnet to define, optimize, and document their business
processes.

e« Zoho CRM Implementation: A customized CRM system was configured to
streamline data entry, automate workflows, and improve tracking.

« Data-Driven Decision-Making: Custom dashboards and reports were designed,
allowing management to access real-time insights instantly.

« Team Enablement: Through several hands-on onboarding sessions, employees
quickly adapted to the new system.

« Customer Engagement Upgrade: With Zoho Campaigns, Appsonnet was able
to set up automated email communications, ensuring consistent engagement
with their customer base—a process they had struggled with previously.

The Impact: Clarity, Efficiency, and Growth
The implementation of Zoho CRM transformed how Appsonnet operates:

Instant access to customer data, reducing time spent searching for information.
Automated, real-time reporting, eliminating the need for manual pivot tables.
Better customer communication tracking, ensuring no opportunities are missed.
Scalability and future-proofing, positioning the company for long-term growth.
Consistent customer engagement, thanks to automated marketing campaigns.

Montu Chadha, President, on Working with DirectReach

“Partnering with DirectReach was a turning point for our business. Their team didn’t just
implement a CRM; they helped us refine our processes and provided the structure we
needed to scale. Now, we have full visibility into our pipeline, streamlined reporting, and
a system that helps us work smarter, not harder.”

Lessons for Other Businesses

For companies still managing their pipeline and customers in spreadsheets, the cost of
inefficiency often outweighs the cost of transformation. Investing in a CRM is not
just about better data management—it’s about freeing up time, improving decision-
making, and creating a foundation for growth.



