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At a Glance

. . Business Challenge
Concordia Publishing House

Outdated legacy system needed to be replaced with an integrated system that would

Industry provide access fo information in real time, as well as have the flexibility to grow with the
Publishing company as its needs changed

Headquarters Solution

St. Louis, MO A fully-integrated enterprise solution with a low total cost of ownership

Employees Business Benefits

300 Employees = Positioned them to greatly improve customer service

Solution = Supports real time visibility of information

Epicor Enterprise

: ) = Increased order accuracy with decreased order fulfillment fime
Epicor Precise POS

= Quick implementation of point-of-sale (POS) for retail environment

Background Statement

Concordia Publishing House (CPH) is the publishing arm of The Lutheran Church—Missouri Synod (LCMS), and was
organized in 1869 to provide resources for Christian worship, education, and nurture. CPH is a Christian ministry, and a not-
for-profit business, and currently manages 8,000 Christian products in a variety of formats and more than 50 languages.

CPH is organized to support its core competencies of Product Development, Customer Care, and Distribution. The
company boasts benchmark levels of customer loyalty and workforce engagement. CPH sells its product through two
channels: retail (or “direct” sales coming from direct marketing to churches, schools, professionals, and members of the
LCMS), and trade (a national network of independent and chain bookstores, dealers, and distributors who buy at
wholesale prices for resale). CPH operates under the Malcolm Baldrige Criteria for Performance Excellence and is deeply
oriented around its strategic objectives and continuous quality improvement processes.

The company has always been committed to using the very best present state technology to serve customers with
benchmark levels of service and product. As part of the goal to remain at the forefront of technology, Concordia made
the decision to implement Epicor Enterprise, including Epicor Precise POS.

Out with the old, in with the New

Concordia’s old system was outdated and no longer supported by the vendor. Forced to work with day old data
because they were on a batch system solution—something had fo change.

Concordia wanted one vendor, with a single point of contact and accountability. After evaluating several different
solutions, they knew Epicor was the right choice. Concordia knew they wanted business intelligence, customer
relationship management, warehouse management, financials and other offerings in a fully-integrated solution that could
meet the needs of their growing company, while maintaining a low ongoing total cost of ownership.

Working with the New System

Concordia has 300 employees, all of whom touch the solution in some way. Whether it is to clock-in and out or to check if
a specific item is in stock, the solution is fruly utilized across the entire workforce. In the back office they have over 100
employees accessing the solution in the customer service, finance, marketing, production control and warehouse /
distribution areas.

“All of our people now have ready access to the data they need to help customers,” said Steve Harris, Executive Director
- Information Technologies for Concordia Publishing House. “They are able to answer most questions immediately, now
that they have access to real-time data concerning stock availability and order status. This has enabled us fo work more
efficiently, improved our relationship with our customers and made our employees more productive.”

With the end-to-end integration of the e-commerce storefront, warehousing, supply-chain and financials, Concordia has
drastically reduced its order fulfillment cycle. With the previous system, order fulfillment routinely took three to five days.
Since implementing Epicor, Concordia now consistently fills over 98% of its orders by the next working day, many within the
same day.
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Concordia’s Bookstores All of our people now have ready

Concordia operates a bookstore at its headquarters location in St. access to the data they need to help

Louis, along with bookstores at five other locations in the Midwest. customers. They are able to answer
Before Concordia implemented the Epicor Precise POS solution the most questions immediately, now
stores operated independently of the rest of the company and used )
solutions from several different vendors. They had separate inventory as that they have access to real-time
well as separate financial reporting mechanisms, and the integration data concerning stock availability

of financial data into the overall operation of the company was
difficult and time-consuming. The time had come to standardize this
part of the operation.

and order status.”

Steve Harris, Executive Director,

Concordia wanted a solution that would fully integrate with their back Information Technologies

office and would be easy to implement and use. They knew they would

require a system that would handle all of their selling needs including Concordia Publishing House
returns, sales tax, special orders, reporting and more. The Epicor Precise

PQOS solution fit the bill.

Shortly after they decided on Epicor Precise POS they began implementation. It was decided that the headquarters
store would be implemented first, with Concordia taking over responsibility for implementing the other stores. The initial
implementation was successfully completed in just three weeks.

Concordia has since completed implementations in four more stores, and also uses Epicor Precise POS extensively for
retail selling at convention events, including one event with more than 25,000 aftendees. *With each implementation
the process becomes smoother - we are very pleased,” said Harris.

With the implementation of Epicor POS, the use of standardized business processes has greatly improved. Management
is better able to see what is going on in the stores with real-time visibility. They are able to quickly analyze inventory and
sales data to make informed decisions. Also, they are beginning to gain new efficiencies because they can deploy a
consistent, standardized approach to store operation, including uniform pricing and inventory replenishment policies.
With this structure in place, they can look to a bright future in the religious publishing retail space.

“We have really enjoyed working with both Epicor and Precise,” said Marty Benner, Manager — Project Management
Office for Concordia Publishing House. “We knew what we wanted, and did our homework on the benefits of the
solution, and they really did come up with the A+ grade.”

Best Practices with Epicor

Since the Epicor implementation, Concordia has reduced its IT staff from seven programmers down to three. Their
inventory accuracy and order fulfillment accuracy have greatly increased. Because of the integration between the
storefront and the back office, they have been able to successfully shift about 20% of their phone order volume to the
Web, reducing order entry costs. And because they now have improved access to data, the length of their month-end
closing cycle has been reduced by several days.

“With the implementation of Epicor we have really begun to see some additional best practices emerge,” said Benner.
“The IT burden has been reduced as each department manages the system to meet their requirements.”

About Epicor

Epicor is a leading provider of enterprise business software solutions to the midmarket and divisions of Global 1000
companies. Founded in 1984, Epicor serves over 20,000 customers in more than 140 countries, providing solutions
in over 30 languages.
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