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Men’s Wearhouse Relies On SugarCRM®
Platform For Tuxedo Rental Call Center

MEN'S WEARHOUSE



Epicom Customizations to Sugar Increase Efficiency
for Large and Growing Business

Men’s Wearhouse, the largest supplier
of rental tuxedos in the U.S., turned
to Sugar when it needed a CRM
application to support the launch of
its tuxedo rental call center. Working
with SugarCRM Gold Partner

Epicom, Men’s Wearhouse created

a disciplined process for tracking,
managing, and nurturing tuxedo rental
leads. The solution has increased

the number of selection and fitting
appointments that can be set, while
improving communication between
marketing, the call center, and the
retail stores.

Business Challenges

In addition to its retail clothing
business, Men’s Wearhouse is the
largest supplier of rental tuxedos in the
U.S. In fiscal year 2010, tuxedo rental
services accounted for just over 17
percent of net sales. Each store has
personnel trained to properly select
and fit tuxedos, which are shipped to
stores from distribution centers.

The company acquired After Hours
Formalwear, and its partnership with
David’s Bridal, in 2006. With leads from
the After Hours acquisition, the David’s
Bridal partnership, and the 1000+
bridal shows attended by the tuxedo
rental sales team, Men’s Wearhouse
wanted to create a centralized process
to manage leads and set appointments
for in-store tuxedo fittings. “Back then,
we were not proactively contacting
leads in a consistent manner,” explains
Scott Stagner, IT Program Manager

for Men’s Wearhouse. “Some of the
individual stores were doing things on
their own, and, therefore, we might

do something in one market and not
another. There wasn’t any standard
process in place for reaching out to all
these leads.”

Although After Hours had a homegrown
system for lead tracking, it could not
scale when the companies merged.

At that point, Men’s Wearhouse began
looking for CRM solutions that could
support an outbound call center,
tracking interactions and appointments
with customers.

The Solution:
Sugar Enterprise

Men’s Wearhouse quickly realized that
nothing off the shelf would precisely fit
the CRM requirements of the tuxedo
rental business. It wanted something
easy to use and manage that could be
configured to the company’s business
processes. “Some applications had
features we wanted, but many had

no mechanism to create functionality
that would support our business,”
Stagner notes. “We found that a lot

of the applications we might have
selected would require us to change
our processes.” After narrowing the
possible choices to a short list, Men’s
Wearhouse selected Sugar for an
on-premise deployment. “We started
looking at solutions in April of 2007
and went live with Sugar in December
of that year,” he recalls.

To start, the company worked
directly with SugarCRM to deploy its
solution. Early on, Men’s Wearhouse
primarily used Sugar to track its
contacts with prospective brides who
were interested in tuxedos for their

When we

went live with
the Men’s
Wearhouse
call center Iin
2007, we went
live with Sugar.
Sugar provides
a common
platform for
several groups
to effectively
Interact as they
turn leads into
customers.

Scott Stagner
[T Program Manager
Men’s Wearhouse
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bridal parties. Initial customizations
included disabling some functions

to make it easier for users to pick up
quickly. Several years later when the
company upgraded to Sugar 6, Men’s
Wearhouse engaged SugarCRM Gold
Partner Epicom. Epicom ensured

that all the prior customizations

were upgrade safe and added other
functionality, including a custom

prom view, campaign module, and
appointment scheduler module. Sugar
is also integrated with the tuxedo
rental application used by the stores.
“We look at IT as providing customer
service for our internal customers,
primarily the call center and the
marketing groups,” continues Stagner.
“And serving their needs is what
drives changes to Sugar.”

Business Benefits

With the launch of the Men’s
Wearhouse outbound call center,
Sugar anchors an efficient, disciplined
process for tracking, managing, and
nurturing tuxedo rental leads. The
solution has also increased the number
of selection and fitting appointments
that can be set, while improving
communication between marketing,
the call center, and the stores.

The relationship with Epicom has
proved equally positive. “The great
thing about Epicom was that they
really know the product,” says Keith
Ransom, Sr. Developer for Men’s
Wearhouse. “If | have an idea, they
can tell me exactly the best way to

do it in Sugar. And that has made the
process extremely fast and seamless.”

“With the architecture we’ve set up in
Sugar and the work we’ve done with
Epicom, we can add new functionality
in days rather than weeks,” concludes
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Stagner. “We’re confident that with
Sugar and Epicom we can get what
we need to support the business
implemented in a short time.”

About Men’s Wearhouse

Men’s Wearhouse is one of North
America’s largest specialty retailers
of men’s apparel with 1,166 stores.
The Men’s Wearhouse, Moores and
K&G stores carry a full selection of
designer, brand name and private
label suits, sport coats, furnishings
and accessories and Men’s
Wearhouse and Tux stores carry a
limited selection. K&G stores carry
a full selection of women’s apparel.
Tuxedo rentals are available in the
Men’s Wearhouse, Moores and
Men’s Wearhouse and Tux stores.
Additionally, Men’s Wearhouse
operates a global corporate apparel
and workwear group consisting of
Twin Hill in the United States and
Dimensions and Alexandra in the
United Kingdom.

About Epicom Corporation

Epicom customizes, supports and
hosts high-performance web-based
Customer Relationship Management
systems. Our expertise is helping
U.S. and overseas companies large
and small improve their profits

and outpace their competition.
Epicom has completed hundreds
of successful CRM projects and

is one of Sugar’s leading North
American Gold Partners. Our focus
is on consulting and executing
complex SugarCRM deployments,
customizations and integrations.

For more information, call 512-481-

9000, email info@epicom.com, or visit

our website at www.epicom.com.

Company Profile

Headquarters: Houston,
Texas

Founded: 1973

Company Description:
Men’s Wearhouse is one
of North America’s largest
specialty retailers of men’s
apparel with 1,166 stores.

Website:
www.menswearhouse.
com

Solution:
Sugar Enterprise™

Solution Partner:
Epicom
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