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  With Sugar, we 
fixed our order 
entry problem, 
which fixed 
forecasting and 
reporting. Sugar 
has brought our 
business to the 
point where we 
can start hiring 
people and 
eliminated our 
costs to grow. 
Joe Harper, Partner, Harper Inc.

Increased Efficiency Puts Firm on Track to Add More 
than $2 Million in Sales for 2012 

Harper Inc. is a successful firm 
selling paint and coatings to over 
20,000 customers in domestic 
and international markets. After it 
deployed SugarCRM, the company 
streamlined processes, removing 
barriers to growth and realizing nearly 
immediate ROI.  Using Sugar, Harper 
Inc. has increased average monthly 
orders to 300—a 33 percent increase 
over its best prior average of 200 per 
month. Harper’s use of Sugar also 
slashed the time required for end of 
the month reporting from two weeks 
to 90 minutes and made accurate 
forecasting possible. In 2012, Harper 
Inc. is on track to close $7.8 million in 
sales, up from $5.3 million in 2011.

Business Challenges

Harper Inc. sells color matching, 
dispensing, and mixing solutions 
to paint and coatings retailers, 
serving over 20,000 customers in 
domestic and international markets. 
Seventy percent of its customers 
are independent hardware store 
owners. “Someone who would own 
a local Ace, True Value, or Do It Best 
Hardware—that’s our one-on-one 
customer,” explains Joe Harper, 
Partner at Harper Inc. “We also do 
some business with larger companies 
like Valspar Corporation and Benjamin 
Moore, manufacturers that want to buy 
equipment to distribute to dealers.”

Harper joined the firm, which 
was started by his father, to help 
manage growth and make day-to-
day operations less labor intensive. 
A customer order required several 

phone calls and emails, and a 
hand-typed order, which was faxed 
to Harper’s vendor partners. Part 
numbers were sometimes mistyped, 
leading to delays and rework. “When 
I arrived, everything was done on 
paper,” Harper continues. “Tracking 
and forecasting were nonexistent. We 
had printed copies of orders and at 
the end of the month that information 
would be entered into a spreadsheet 
and submitted to our partners for 
verification. It took two weeks.”

The Solution: Sugar 
Professional On-Demand

Harper knew the company needed 
a CRM system, and he had been 
a CRM evangelist at his previous 
employer where he successfully 
deployed Sugar. “At that company, we 
evaluated six CRM systems ranging 
from fully cloud-based systems to 
more traditional systems that were 
industry focused,” he recalls. “I made 
a comprehensive spreadsheet that 
compared all of the products feature 
by feature and we wound up going 
with Sugar.”

Just over two weeks after 
implementation began, Harper Inc. 
made its first order via Sugar. The 
company has since made Sugar the 
platform for nearly every aspect of its 
operations: order entry and processing, 
customer and lead management, 
tracking, and all the reporting for 
customers and vendor partners. “We 
have basically put in place automation 
for practically everything using Sugar,” 
Harper notes. “Before Sugar there was 
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Company Profile
Headquarters:  
Atlanta, Georgia

Founded: 1995

Company Description: 
Harper Inc. has over 30 
years of experience in 
the paint and coatings 
industry. It has built its 
business around fanatical 
support of the coatings 
industry and the industry’s 
most valuable asset, its 
independent retailers.

Website:  
harperinc.com/

Solution:  
Sugar Professional

nothing. So Sugar was our baseline 
and everything else has been built on 
top of it.” 

Business Benefits

Harper Inc.’s Sugar solution has 
enabled the company to grow by 
streamlining processes and making it 
possible to handle a greater volume 
of leads. The company is on track to 
close $7.8 million in sales during 2012, 
up from $5.3 million in 2011. Typical 
sales before Sugar averaged between 
100 and 200 per month. With Sugar, 
that figure has jumped to 300 per 
month. Sugar also slashed the time 
required for end of the month reporting 
from two weeks to 90 minutes and 
made it possible to make accurate 
forecasts, which were previously 
impossible. “Sugar has brought our 
business to the point where we can 
start hiring people,” Harper comments. 
“And we can do it without giving away 
our business because we can control 
access to information.”

 So far, Harper Inc. has moved about 
10,000 customers into Sugar and will 
start email marketing to that base. 
“The customer base that we deal with 
is very receptive to email,” observes 
Harper. “We’re in a unique position 
in that we already know almost 100 
percent of our potential customers. 
We have customer lists with over 
20,000 customers we’ve sold to in the 
last 10 years.” And, even though the 
company has a very large penetration 
in the small store market, that market 
continues to grow. “Ace Hardware 
stores open three stores for every one 
that goes out of business,” Harper 
marvels. “They’re still a big growth 
engine in new store sales. And they’re 

expanding internationally. We’ve 
gotten orders from Ace Hardware 
stores in Dubai and Indonesia.”

Harper Inc. took advantage of an 
opportunity to rebuild its operations 
from the ground up using Sugar, 
with no concerns about complex 
integrations and legacy systems. “We 
started with order creation because 
that’s where our problems began,” 
concludes Harper. “And the benefits 
just rolled in after that. We fixed our 
order entry problem, which fixed our 
forecasting problem, which fixed our 
reporting problem—all through Sugar. 
Implementing Sugar has eliminated 
our costs to grow.”

About Harper Inc.

We are “Paint Equipment Experts.” 
Harper Inc. has over 30 years of 
experience in the paint and coatings 
industry. We have built our business 
around fanatical support of the 
coatings industry and the industry’s 
most valuable asset, its independent 
retailers. As a business completely 
dedicated to supporting retailers, we 
know that every minute you spend 
worrying about paint equipment is a 
minute you are not spending selling 
products to your customers. Helping 
businesses grow through solutions 
that fit your current business but offer 
the flexibility to grow is what we live 
for. In the past 10 years, we have 
consulted with over 20,000 paint and 
coatings retailers around the world. 
Whether you are in North America, 
South America, Asia, Africa, Europe, 
or the Middle East we have the 
experience and the ability to get you 
what you need to be successful. Call 
us today: (888) 884-4313.
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