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T H E  B O T T O M  L I N E  

Luck Stone turned to Microsoft Dynamics 365 to drive its 

transformation into a customer-inspired business. Nucleus found 

that the cloud-based solution equipped Luck Stone with the tools it needed 

to re-align around the customer, improving its account management 

strategy and stimulating growth. Key benefits included improved data 

capture, increased productivity of dispatch and order management 

associates and sales managers, and increased sales and manager 

effectiveness when CRM was integrated with Microsoft Power BI and 

Microsoft Office 365.   

ROI: 308% 

Payback: 7.2 months 

Average annual benefit: $509,100 



T H E  C O M P A N Y  

Headquartered in Richmond, Virginia, Luck Stone is one of the largest family-owned 

and operated producers of crushed stone, sand and gravel in the nation.  Founded 

by Charles S. Luck Jr. in 1923, the company has thrived under the leadership of three 

generations of the Luck family.  

For 90 years, Luck Stone has been committed to positively impacting the 

community by building value inspired by its customers, while never losing sight of its 

roots and core values of creativity, leadership, commitment, and integrity. 

 

P R O G R A M :  C U S T O M E R  R E L A T I O N S H I P  M A N A G E M E N T  
R O I  C A S E  S T U D Y    D O C U M E N T  Q 1 2 6   J U L Y  2 0 1 6  
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T H E  C H A L L E N G E  

Historically, Luck Stone ran a sales strategy that aligned its sales team to geographic 

regions and filled customer requests based upon assigned markets. The company 

had little incentive to invest in developing a customer relationship management 

(CRM) strategy.  However, during its most recent strategic planning period, Luck 

Stone committed to a customer-inspired strategy and changed its sales process to 

align with its new strategic objectives. Luck Stone originally invested in Dynamics 

CRM in 2011, but adoption was not widespread due to the company’s focus on 

transaction management. In 2014, Luck Stone further customized the platform to 

support its new sales model, aligning around a new values-based selling strategy. 

This enabled it to take advantage of more of the product’s robust CRM offerings, 

increasing productivity and data capture. After integrating with Power BI and Office 

365, Luck Stone has begun to experience even more productivity gains. 

 

T H E  S T R A T E G Y  

Luck Stone restructured its customer base into three segments – strategic, core and 

key – and created a sales organization that aligns account managers to customers in 

one of those three groups. Strategic customers require a more robust set of services 

and frequent touch from sales. The majority of accounts are core customers, whose 

primary motivation is price and availability of stone, and key customers fall 

somewhere in between. Now organized around customer categories rather than 

geographic locations, the sales teams needed the tools to support them. Luck Stone 

knew Dynamics 365 had the functionality it needed, so in 2014 Tom Faillace, Senior 

IT Generalist at Luck Companies, led the customization with the support of 

Microsoft partner Hitachi Solutions. This included integration with Office 365, and 

recently, integrating Dynamics 365 with Power BI to enable users to view Power BI 

reports as CRM dashboards. In adopting a more customized solution aligned to its 

sales structure and processes, Luck Stone aimed to improve the following problem 

areas:  

 Inefficiency of sales teams due to static forms, poor quality of customer insights 

due to lack of detail in forms, and lack of alignment of CRM to sales processes 
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 Poor visibility for managers into sales team activities, difficulty holding them 

accountable for hitting targets and managing accounts effectively, lack of 

regular appointment and ride along scheduling 

 Lack of centralized, real-time, accurate customer and order information 

K E Y  B E N E F I T  A R E A S  

Deploying Dynamics 365 initiated a transformation that improved data capture, 

increased sales and manager effectiveness, increased the productivity of dispatch 

order management, and increased the productivity of managers in other aspects of 

their jobs. Key benefits of the project include: 

 Improved data capture. Luck Stone’s values-based selling strategy required 

sales to capture more information for accounts and appointments. Dynamics 

365 was customized to make that easier, which increased the amount of 

information garnered about each customer as well as documented all 

interactions. Each sales person is saved approximately 3 hours per week due to 

the increased efficiency of capturing data with CRM, gaining back nearly 8 

percent of his/her week.  

 Increased effectiveness of sales and management – Office 365 and Power BI 

integration. Sales and management have better visibility into account 

information, and use interactive dashboards and analytics to manage and gain 

greater insight into the status of accounts at the push of a button. Sales can 

update information remotely on any smart device directly after a meeting using 

Microsoft’s iPad app.   

 Increased productivity of order management. Dynamics 365 equips the order 

management teams with up-to-date information at any time. Each central order 

management associate is saved approximately 2 hours per week, gaining back 5 

percent of his/her week.  

 Increased productivity of managers. Dynamics 365 equips order management 

teams with up-to-date information in real-time. Each manager is saved 

approximately 3 hours per week due to the benefits of CRM, gaining back nearly 

8 percent of his/her week. 

“The benefit of Dynamics 365 lies in its ability to be 
quickly configured to align forms to unique business 
processes. I was able to use CRM’s workflows and 
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business rules to create a tool for our sales team that 
adds value by making it easier for them to do their 
job. They are adding more information about their 
activities, customers and projects, and that is now 
visible across the organization.” 

— Tom Faillace, Senior IT Generalist, Luck 
Companies 

 

K E Y  C O S T  A R E A S  

The largest cost area of the project was software license subscription fees, making 

up nearly 51 percent of the total project. Other cost areas over the three-year period 

included personnel, consulting, and training, which made up approximately 19 

percent, 16 percent and 14 percent of the total costs respectively.  

B E S T  P R A C T I C E S  

During the initial deployment of Dynamics 365, Luck Stone underutilized the 

potential of the system. After restructuring its customer base and realigning sales 

processes, however, Luck Stone dedicated more resources to customizing the 

system and training personnel. Because of this, it experienced impressive returns. 

When Luck Stone coupled Dynamics 365 with Office 365 and Power BI, it began to 

see further improvements in productivity. On the basis of our analysis of this case, 
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other companies would be wise to invest in tailoring the system to their business 

processes up front, so as to get the highest return on investment. 

 

C A L C U L A T I N G  T H E  R O I  

To calculate Luck Stone’s return on investment in Dynamics 365, Nucleus quantified 

the initial and ongoing costs, over a 3 year period, of software license subscription 

fees, personnel time to implement and support the application, employee training 

time, and consulting costs. 

While there were no direct benefits, indirect benefits quantified include data 

capture, productivity of dispatch order management and managers, and 

effectiveness of sales and managers resulting from Microsoft Power BI integration. 

These benefits were quantified based on the average annual fully loaded cost of 

employees, applying a correction factor to account for the inefficient transfer of 

time between time saved and additional time worked. 

Not quantified were the reductions in customer churn and increase in customer 

acquisition that will result from the customer-centric focus enabled by Dynamics 

365. 

    



FINANCIAL ANALYSIS
Microsoft Dynamics 365

Annual ROI: 308%
Payback period: 0.6 years

BENEFITS Pre-start Year 1 Year 2 Year 3

Direct 0 0 0 0

Indirect 0 366,300 580,500 580,500

Total per period 0 366,300 580,500 580,500

COSTS - CAPITALIZED ASSETS Pre-start Year 1 Year 2 Year 3

Software 0 0 0 0

Hardware 0 0 0 0

Project consulting and personnel 0 0 0 0

Total per period 0 0 0 0

COSTS - DEPRECIATION SCHEDULE Pre-start Year 1 Year 2 Year 3

Software 0 0 0 0

Hardware 0 0 0 0

Project consulting and personnel 0 0 0 0

Total per period 0 0 0 0

COSTS - EXPENSED Pre-start Year 1 Year 2 Year 3

Software 62,000 62,000 62,000 0

Hardware 0 0 0 0

Consulting 30,000 30,000 30,000 (30,000)

Personnel 27,228 27,228 27,228 0

Training 19,385 19,385 19,385 0

Other 0 0 0 0

Total per period 138,612 138,612 138,612 (30,000)

FINANCIAL ANALYSIS Results Year 1 Year 2 Year 3

All government taxes 45%

Cost of capital 7.0%

Net cash flow before taxes (138,612) 227,688 441,888 610,500

Net cash flow after taxes (76,237) 125,228 243,038 335,775

Annual ROI - direct and indirect benefits 164% 242% 308%

Annual ROI - direct benefits only -100% -100% -59%

Net Present Value (NPV) (76,237) 40,799 253,078 527,171

Payback period 0.6 years

Average Annual Cost of Ownership 138,612 277,224 207,918 128,612

3-Year IRR 212% 212%
All calculations are based on Nucleus Research's independent analysis of the expected costs and benefits associated with the solution.  
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