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PINNACLE ACCELERATES
SUPPORT RESPONSE TIMES
FOR UPGRADE BIKES

CLIENT PROFILE

Upgrade Bikes, based near Horsham, West Sussex,
was founded in 1995 by keen cyclists Matthew Ryley
and Damian Mason, who remain at the helm. The
company has sole rights to distribute a number of
well-known, quality brands, alongside its house
brands of Kinesis and DMR Bikes, and sells many
more products to thousands of dealers throughout

e "WITH 90% OF OUR BUSINESS

Wit.hAthe grovving popu[ari‘ty of cycling, these are RUNNING ON SAGE, IT HAS TO

ot e e WORKI FORTUNATELY, PINNACLE
PROVIDES GREAT SERVICE, WITH
VERY FAST RESPONSE TIMES.”

CHASE SULLIVAN,

WAREHOUSE SYSTEMS MANAGER, UPGRADE BIKES LTD
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STRATEGIC INNOVATION

Previously, Upgrade Bikes did not feel it was getting
best return on its investment in Sage software. Now,
two years on from the move to Pinnacle, Chase
highlights the value of Pinnacle's input to the
company’s IT strategy: “As a user, your world view is
limited to your own system and your own business.
The Pinnacle team open our eyes to new possibilities
and are always proactive in suggesting new ways for
the system to support our business. They help us to
work more efficiently and to capitalise on

our investment.”

The company has over 5,000 active lines. With such a
large number of stock records within Sage 200Cloud,
a significant development has been the addition of
Pinnacle Connect to the Sage software to simplify
and automate updates for stock and search
categories. Pinnacle Connect provides an easy way of
transferring information between Sage 200 and other
third-party systems.

Meanwhile, the reports produced in Sage have
supported the company's Purchasing Manager in
significantly reducing stockholding and freeing up
working capital.

Pinnacle is currently upgrading Sage 200cloud to
the latest version. In the past, the complications

of upgrading meant this task was undertaken with
reluctance. In contrast, Pinnacle makes the process
straightforward, as Chase observes,

pinnacle-online.com

“The ease with which Pinnacle handles the upgrade
process, with minimal disruption to the business,
encourages us to keep up to date and take advantage
of new features.”
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FAST, RESPONSIVE SUPPORT

In addition to providing strategic guidance on the
future direction of Upgrade Bikes' business systems,
Pinnacle is on hand to resolve day-to-day technical
issues and queries.

Chase says, “With 90% of our business running on
Sage, it has to work! Fortunately, Pinnacle provides
great service, with very fast response times. Right
from day one, the quality of support was something
we’'d never experienced before. | ping over an email
and they get back to me almost instantly - often
before I've had time to grab a coffee! In almost every
case, they resolve the issue straight off, coming to us
with solutions, not problems!”

In contrast with the company’s former support
provider, Chase finds that Pinnacle does everything
possible to keep life simple: “Support is provided
remotely, which is a much more efficient - and less
expensive - way of working than charging for on-
site visits, as had been our previous experience. We
share screens and the Pinnacle support specialist
shows and explains how the problem is being
resolved, or if there’'s anything that we need to do
differently at our end.”

HELPING THE INDEPENDENT RETAILER

Upgrade Bikes continues to pursue its mission to
eliminate manual operations and duplication of effort,
Increase accuracy, streamline its processes and save
time, all with the goal of efficiently providing excellent
service to its customers without increasing overheads.

The business constantly looks for new ways to support
its customers, most of whom are independent

bike shops. With Pinnacle’'s help, Upgrade Bikes is
exploring ways to improve its warranty and repair
services, by tracking each element of the customer’s
order from receipt, through the workshop and
despatch, while providing information to the customer
In a timely way.
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