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A.W. CHESTERTON 
IEM Manufacturing 

CASE STUDY 

A.W. Chesterton Company is a world leader 
in helping process industry companies and 

manufacturers improve the reliability of their rotating, stationary, 
and fluid power equipment platforms. Chesterton serves large 
power, nuclear and wastewater plants with its industrial 
maintenance products. 

As a global manufacturer with offices all over the world, Chesterton 
found it challenging to manage and document communication 
between employees and offices. Communication across the 
salesforce was primarily through undocumented emails and phone 
calls, and customer visits were rarely recorded at all. “If we did have 
turnover within the sales force, the next salesperson coming in 
wouldn’t understand what was happening with the customer without 
documentation,” explains Anne Wightman, vice president of global 
information technology for Chesterton. “We knew it would benefit our 
leadership as well to better understand what's going on with our 
customer base,” continues Wightman.  

Although improved communication and documentation within the 
sales team was initially the primary motivation for the project, 
customer service became an important component as well. 

 

Key Benefits  
> Increased revenue from 

better informed and more 
efficient sales team  

> Improved documentation of 
sales and customer support 
calls and meetings 

> Improved efficiency in 
customer service 

> Reduced manual processes 
and wasted paper 

> Reduced incomplete and/or 
missed orders 

> Improved interdepartmental 
communication 

> BI Accelerator delivered data 
cubes within 6 months, over 
60% faster than internal team 
estimate 

> Allows for self-sufficient 
support 

> Better lead and customer 
tracking 

> Improved management 
reports for better decision 
making 

> Superior global customer 
tracking 

 

“We very quickly realized that Alithya was the right 
partner for us, because they were very engaged. 
No problem was too big or too small for them to 
work with us on.” 

Anne Wightman, VP of Global IT 
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I work directly with the technicians from Alithya and 
they go through every step of the system, and then 
we can support it from there.” 

Microsoft Dynamics 365 Customer 
Engagement Benefits 

Chesterton has experienced benefits from Microsoft 
Dynamics Customer Engagement within its sales and 
customer service teams. “From the Dynamics 365 
implementation, we've brought enormous amounts 
of information to the sales organization from 
different parts of Chesterton,” says Corriveau. “So 
that is key to their success…when they walk into an 
account, they know that, ‘oh there's an order that 
was delayed yesterday,’ or their customer just put in 
a big quote that the sales team didn't know anything 
about. They can ask them about it on the call, or 
when they visit, and this is driving more revenue. And 
I think the customer is impressed as well, that the 
salespeople going in the door have more information 
than ever before and can have informed discussions 
with the customer,” continues Corriveau. 

Microsoft Dynamics Customer Engagement has also 
improved lead management at Chesterton. “Prior to 
Microsoft Dynamics Customer Engagement, our lead 
generation came from trade shows or other 
methods,” says Wightman. “And it was managed, 
again, all through email, which can get lost very 
easily. So now we have a good methodology to 
place those leads within D365, and we can track 
them and see, has somebody acted on them? Did we 
win the lead? Was it lost? Did it turn into a new 
customer? And we can follow up,” explains 
Wightman. 

Chesterton is also having better success with 
determining lead conversion percentages and 
ongoing customer engagement. “We've had good 
pockets of success, where we now understand what 
is going on with our customer base, says Wightman. 
“We have call reports that are put in, where the 
senior leadership in the sales organization can see 
what's happening with key customers. We've set up 
key target accounts for our salespeople, so they 
have, say, 10 key targets each year that they have to 
focus on. 

 

“Our customer service team is now also using Microsoft 
Dynamics Customer Engagement to process all the orders, 
all quote requests from customers, and all the 
communication in and out of the company,” says Jim 
Corriveau, business systems analyst principle for 
Chesterton. 

A Reliable Partner 

The team at Chesterton initially reviewed Microsoft 
Dynamics 365 Customer Engagement after successfully 
utilizing Microsoft Dynamics AX as well as Microsoft Office 
365. “The reason why we selected Dynamics 365 CE was 
really because we were already a Microsoft shop,” says 
Wightman. 

“The advice I would give to anyone, including 
manufacturing companies, embarking on a CRM search is 
know what you want,” says Corriveau. “At least have a 
pretty good concept of what you want, and make sure 
management has the same vision. Without management 
having that vision and understanding of what CRM is, and 
what it's going to bring to the company, they're going to 
have a tough time getting it implemented and using it to its 
fullest extent. So do your homework and get management 
buy-in,” continues Corriveau. 

When selecting a Microsoft partner, the team at Chesterton 
selected Alithya initially because it has an office local to its 
headquarters in Groveland, Massachusetts. “With Alithya, 
we could have local support within our time zone, which is 
important to us,” says Corriveau. “You can get support on 
the phone immediately. You don't have to wait for the sun 
to rise again and waste another day.” Alithya soon proved 
itself as a reliable partner. “We very quickly realized that 
Alithya was the right partner for us, because they were very 
engaged. No problem was too big or too small for them to 
work with us on,” says Wightman. 

Chesterton also likes the ability to operate its Microsoft 
solutions itself. “We like to be self-sufficient,” explains 
Wightman. “Meaning, we like to bring in a partner to 
complete an initial implementation. From there we like to 
take over and manage it ourselves, and then call them in 
when we need help or if we have a large project. In that 
way, Alithya is really the right partner for us,” continues 
Wightman. Corriveau commented as well: “Alithya offers 
excellent support, and they let us be self-sufficient. 
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“MICROSOFT DYNAMICS CUSTOMER 
ENGAGEMENT FITS INTO THE LONGER-TERM 
ROADMAP OF OUR TECHNOLOGY STRATEGY, 
AND IT'S WORKED OUT REALLY WELL.” 
– Anne Wightman 

 
 
 
 

Alithya is a leading strategy and digital technology company with over 2,000 highly skilled professionals delivering solutions across 
Canada, the US and Europe. Alithya’s Microsoft practice covers a wide array of capabilities including Dynamics, Azure, business 
analytics, digital solutions, advanced analytics, application development and architecture. Focused on business outcomes, our 
combined companies have delivered Microsoft ERP, CRM, BI and digital solutions to over 1,200 clients. Alithya’s global offering is to 
deliver strategy and digital technology services. 
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It makes us more efficient and more agile for some of the 
larger customers that we have,” continues Wightman. 

Success with the Cloud and Business 
Intelligence 

Chesterton has achieved success with utilizing cloud-
based technology from Microsoft. “One of the first things 
that I did as VP of IT was, I really wanted to implement an 
all-in cloud strategy,” explains Wightman. “Trying to 
maintain version after version was not something that we 
wanted to do. And then every time a new feature came 
out it was always in that next version. So, then we'd have 
to do an upgrade before we could get that new feature 
that we really wanted. It just really made sense to move it 
to the cloud, so that we would have continuous updates 
and always have the latest and greatest,” continues 
Wightman. 

Chesterton utilized Alithya’s BI Accelerator to advance its 
BI processes. “We decided to use Alithya's BI Reporting 
Accelerator at the beginning stages of creating a data 
warehouse,” says Wightman. “And our database team 
was looking at the amount of time it was going to take to 
create the cubes manually and individually within the AX 
platform. And it was daunting—we estimated it was going 
to take probably 18 months before we had a real BI 
solution. So, we started working with the Alithya team, 
and within six months or less, we were up and running, 
with a lot of the data cubes ready to go. So, it was kind of 
a prepackaged way forward for us to organize our data. 
And it worked out really well,” continues Wightman. 

 

And then management can track how we are doing 
against those accounts,” continues Wightman. 

A Streamlined System 
Integration between Microsoft Dynamics AX and 
Microsoft Dynamics 365 Customer Engagement is key. 
“We've rolled out orders and quotes coming from the AX 
system to Dynamics 365 CE to expose them to sales,” 
says Corriveau. “All of our customer service inquiries, 
quote requests, and order request emails are integrated 
through Office 365 to Dynamics Customer Engagement. 
And it really helps with communication. Customer 
Service has a lot more information about how long it 
takes to create a quote or get an order out, improving 
efficiencies,” says Corriveau. 

Customer service has reduced manual processes and 
wasted paper. “The customer service team used to print 
all of the emails and purchase orders and put them in a 
filing cabinet…we had hundreds of filing cabinets and 
wasted reams and reams of paper,” says Corriveau. 
“Now, all the data is recorded in Microsoft Dynamics 365 
Customer Engagement, from the initial request for a 
quote or order all the way through the confirmation 
process,” continues Corriveau. 

Chesterton has cut down on incomplete and missed 
orders. “Previously, our customer care team would 
individually receive emails from customers, and if that 
person was out sick the next day, and an order was 
sitting in their email, the order would get missed,” 
describes Wightman. “Now, we track all our customer 
activities within D365, so if somebody is out, somebody 
else can pick it up easily to help support the customers,” 
continues Wightman. 

Microsoft Dynamics 365 Customer Engagement has 
helped Chesterton better manage global customers. 
“We can now have much more visibility across the 
globe,” says Wightman. “We're starting to track global 
customers, where previously those customers would be 
serviced uniquely and individually by the people in 
those parts of the world, but now we have visibility on a 
global scale to ensure that the customer is being 
serviced. 
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