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Customer Case Study 

Bolt Express understands the importance of great partnerships 
and the value of Microsoft Dynamics®CRM to innovate and succeed

SITUATION  

Bolt Express understood the value of CRM. With a number of different offices and agents trying to work to-
gether and communicate in a timely manner, they knew that they needed a powerful CRM solution to ac-
commodate their rapidly growing business. Their previous software package, ACT! by Sage, was not meeting 
these needs, so in 2008, they made the switch to Microsoft Dynamics®CRM. 

Unfortunately, the problems with the new system began almost immediately after installation. The system was 
slow, unresponsive, and even freezing-up for users during the course of routine tasks. User comments like 
“not user friendly” or “doesn’t work consistently” were starting to plague the IT department and they were in 
danger of losing employee support in the Marketing and Sales departments.

“CRM was not a nice, happy word around this company in the sales department,” says Michelle Dunn, Cor-
porate Sales and Marketing Manager, “People wanted to revert back to the old system. When part of your 
accountability and responsibility is to make phone calls and keep track of that by documenting them into a 
system that wasn’t working properly, our productivity would go down. It was difficult to hold people account-
able for their productivity when the system didn’t work correctly. We had problems.”

SOLUTION 

Bolt Express was convinced that Microsoft Dynam-
ics® CRM was the right solution for their growing busi-
ness, but was desperate to fix the productivity issues. 
Off a recommendation from Microsoft, Ledgeview 
Partners was brought in December of 2010.

Ledgeview Partners came out to meet with Bolt Ex-
press and not only took the time to learn about the 
frustrations and challenges that had created this bad 
situation but additionally spent time learning about 
Bolt’s business model and their sales and marketing practices.  Bolt Express realized after this initial meeting 
that they had made the correct decision to go with Microsoft Dynamics®CRM, and now with Ledgeview Part-
ners there to support them, they could start to realize the wealth of CRM benefits and increased productivity 
they were looking for.

Bolt Express learned the 

hard way that great soft-

ware isn’t enough. You need 

a great partner who is 

dedicated to your success 

and will grow with you as 

your business expands.

[Ledgeview Partners] is very engaged 

in their service. They certainly encom-

pass that with their conversations 

with us and they really did a deep dive 

in trying to understand who we are 

and how the system can help us.

Michelle Dunn, Corporate Sales and Marketing 

Manager, Bolt Express



press was able to get back to work and not waste any 
more time worrying about the stability of the system. 

Revenue Increases

Bolt Express is now ready and able to take advan-
tage of Microsoft Dynamics®CRM as they originally 
expected to be able to do. They now can utilize the 
great capabilities to increase sales productivity and 
provide management with data analytics to hold its 
sales team accountable for its performance.

With reliable activity reports, management is able to 
accurately track agent tasks, activities and workflow, 
where previously they could never get a true number.  
This confidence has led to better and more timely 
management decisions and strategies to capitalize 
on market changes.

Employee Satisfaction

Don’t underestimate the value of happy employees! 
Bolt Express learned that without employee buy-in, 
not much work will get done, and definitely not in a 
timely manner. With the help of Ledgeview Partners, 
Microsoft Dynamics®CRM is now running efficiently 
and customized for the way Bolt Express does busi-
ness. Now that the employees have adopted the 
system wholeheartedly, they actually feel like they 
could use CRM the way it was originally intended to 
be. Gaining the excitement and confidence back with 
their employees has been a great result of this part-
nership.

Next Steps: Project Innovation

Bolt Express is confident in Microsoft Dynamics®CRM 
and the employees are comfortable with the system. 
Bolt Express can start planning to expand their capa-
bilities on the same platform. Future projects include 
integrating other programs used at Bolt Express, like 
SharePoint, and Great Plains accounting software 
into their CRM system.

In fact, the very first meeting with Ledgeview Partners 
reaped positive results for Bolt Express. With access 
to the system both onsite and remotely, Ledgeview’s 
CRM Application Consultants, Keven and Chuck, 
were able to tweak the SQL server, modify the data 
retention strategies, and create some custom fields 
to improve performance. Ledgeview Partners cre-
ated a diagnostics summary for Bolt Express that 
outlined a multi-month approach to improving their 
CRM, by incorporating both necessary performance 
enhancements and a few new customer requests.

For Bolt Express, having the right CRM solution wasn’t 
enough to solve their communication and productiv-
ity challenges. They realized the value of having a 
good partner who provides knowledge, profession-
alism, and accountability needed for a complete and 
successful CRM solution.

BENEFITS: Increased Productivity

With Microsoft Dynamics®CRM now installed prop-
erly, Bolt Express is able to increase the productivity 
of their agents and representatives. Ledgeview Part-
ners CRM Application Consultant, Keven Sprehe was 
able to fix the performance issues and a few other 
pain points without spending a large amount of time 
or resources. With these problems solved, Bolt Ex-

Bolt express overview

Bolt Express is an Integrated 
Transportation Solutions provider 
headquartered in Toledo, Ohio.  
Founded in 2001, Bolt Express 
offers a one-call solution for safe 
and reliable truckload, air freight 
and specialized services.
In the past several years, Bolt 
Express has increased overall 
revenue an astounding 300% and 
more than doubled their work-
force, helping to stimulate the 
local economy in the process. 
Their customer base comes 
from manufacturing with a large 
portion in the automotive industry.

www.bolt-express.com
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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 

Ledgeview came in and looked at us 

as ‘this is somebody who could be a 

customer of ours for years to come 

and not just for one particular 

project’.  Michelle Dunn, Corporate Sales and 

Marketing Manager, Bolt Express

Ledgeview Partners is all around 

phenomenal. We’ve had no issues with 

the system, during the set-up, the de-

ployment, or afterwards. We haven’t 

experienced any considerable issues.

Mark Martinez, CRM Administrator, Bolt Express


