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Call Fraud Detector Smartnumbers
Streamlines Operations and Scales
Internationally with Acumatica Cloud ERP

Smartnumbers delivers telecom business continuity, security, and resiliency services to call
centers via a SaaS platform. Before implementing Acumatica, the London, UK company
deployed 12 siloed, on-premises applications to support its operations. The rapidly growing
company realized it needed a solution that could provide better visibility, streamlined
workflows, and data access across applications. Smartnumbers chose Acumatica Cloud ERP,
which provided an affordable, efficient, and flexible platform that could scale internationally.

» Acquired a single, connected ERP solution that reduced IT operating costs by 80 percent

» Gained real-time visibility into the entire operation, with a centralized database “providing a
golden thread of accurate data” throughout the enterprise

» Provided access to critical data to make better decisions that allowed employees to focus on
higher-value initiatives focused on growth and the customer experience

» Improved operations, streamlining workflows and automating tasks, which reduced
processing time by up to 90 percent for some processes

» Secured a cloud-based platform with multicurrency functionality supporting international
expansion and scalability

Founded in 1978, Smartnumbers represents one of the oldest technology companies in
London. The company is on a mission to make voice communications safer and more secure
while reducing fraud. Smartnumbers believes authenticating callers and detecting fraudsters in
real-time creates a frictionless caller experience for customers while saving clients millions in
fraud losses. Smartnumbers works with some of the largest organizations in the UK, covering a
broad spectrum of sectors such as retail and investment banking, local and national government
agencies, legal, insurance, and retail commerce. In addition, Smartnumbers plans to expand
outside the UK into North and South America and Asia Pacific.

For years, Smartnumbers ran its operations on 12 siloed systems that were not connected to
its main financial package. As a result, the disconnected systems made operations “less than
desirable,” says Ryan Low, Smartnumbers’ Chief Financial Officer.

“We had peripheral billing systems, a CRM, which was Salesforce, separate applications for
expense claims and purchase orders, and two billing systems,” Low says. “Visibility across
the business was difficult. Only certain people had access to the data. So their reporting was
heavily relied on but not timely because it was only done once a month or on an ad hoc basis
when someone asked.”

Without centralized access to accurate data, the company struggled to reconcile variances
between so many systems, which proved time-consuming and difficult. The billing systems
were old, and fragile, and processed data slowly.

“Once you started the process, you couldn’t interrupt it,” Low says. “It was inflexible because
you could only run it at certain times within the month, and everything else took a back seat.
Month-end was rigid and drawn out. We couldn’t close the month for at least seven to 10
working days.”

Employees spent a lot of time performing manual processes, such as moving data between
systems and supporting on-premises legacy hardware and software systems. The cobbled-
together applications lacked agility and proved rigid and difficult to adapt to new technologies.
As a result, they could not flex to meet the company’s evolving needs. Employees could not
easily access, share, or analyze data in a meaningful way because they lacked real-time
reporting and could only receive operational data months after the operations occurred.
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Company
Smartnumbers
www.smartnumbers.com

Industry
Software and Technology for
Telecommunications

Number of Employees
Approx. 90 full time employees

Location
London, UK

Products
Acumatica General Business Edition with:

* Fixed Assets
» Deferred Revenue Management
* Order Management

» Customer Relationship Management
(CRM) with Outlook Integration and
Salesforce Sync

» Contracts Management
* Acumatica Support

Customer Social Sharing Details
www.twitter.com/

X smartnumbers?lang=en
www.linkedin.com/
company/smartnumbers

Partner Details

‘tascoli

Our Passion is Your Business Efficiency

Tascoli
https://tascoli.com
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Smartnumbers’ executives knew they needed a better business solution and more resilience to

grow the business cost-effectively. B smartnumbers

The company wanted an easy-to-use, true-Cloud-based platform that accommodated a
growing number of users affordably. Smartnumbers needed a platform with the flexibility to
scale the solution by incorporating a financial package with CRM, integrated reporting, and
expense claims and billing.

“When we first started looking for a replacement platform, we looked at all the main Acumatica has exceeded our
alternatives. We Looked at SAP Business One, Oracle NetSuite, and Sage, and trialed expectations. From a technology
SAP B1 and Acumatica,” says Low. and operations point of view,

Acumatica ticks all the boxes: It's
engaging for users, scalable, flexible

Acumatica: Easy to use, Affordable, Intuitive fo meet your needs, and grows with

Four factors led them to choose Acumatica Cloud ERP. you as a business.

“User experience was extremely important to us, particularly with ERPs having a bad — Chris Drake,
reputation as being difficult to use,” says Chris Drake, Smartnumbers’ Chief Technology Chief Technology Officer
Officer, and Chief Operating Officer. “We didn’t want to spend a whole bunch of time and and Chief Operating Officer,

money implementing a system too difficult to use.” Dbl

Acumatica was the most intuitive and configurable ERP they considered. “We knew we could mold
it to our users’ needs across the board and across cash to purchase. It showed a lot of potential.”

Second, Acumatica’s unique licensing model offering unlimited users was very affordable.

“We've added a lot of employees over the last year or so, scaling from 60 employees to
approximately 100, and will continue to do so. We wanted a licensing model that will grow with
us and promote user adoption so we can get the most value from it,” Drake says.

Smartnumbers also liked Acumatica’s open architecture and open APls.

“We didn’t want to be pinned to a system where it was difficult to get data out or difficult to
integrate with other platforms we have,” Drake says. “Acumatica makes it easy to access
data with its API, import and exports are super easy, and, while it handles 95 percent of our
requirements out of the box, it is flexible and adapts to personalize it to exactly how we want it
to work. We’ve been impressed with that aspect of Acumatica.”

The ERP platform connects to Smartnumbers’ SaaS platform and other third-party applications.

Lastly, Acumatica is a true cloud-based SaaS platform that allows employees to focus on
providing customer value.

“As a technology person, | appreciate that it's been built in a web-native technology,” Drake

says. “Whereas with other providers we looked at, there’s a sort of pseudo-cloud model that
relies on remote sessions, or it was clear that they’d lifted something and transplanted it into
the cloud. And that’'s where Acumatica won out quite convincingly.”

Smartnumbers’ technology partner Tascoli, led by James Morgan, deployed Acumatica Cloud
ERP in about 12 weeks. They took a modular approach, implementing advanced financials,
Acumatica’s CRM with Salesforce sync, and contract management.

“A lot of that time was trying to wrangle data out of pre-existing legacy systems,” Drake says.
“We had a great experience working with Tascoli and Acumatica even though we
implemented it during the Covid-19 lockdown. That was a real testament to their project
implementation model.”
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“Acumatica has exceeded our expectations,” Drake says. “Some of the results we’ve gotten B smartnumbers

are slightly embarrassing because, in terms of measurable time savings, it was up to 90
percent for some processes we were doing.”

Because Acumatica replaced 12 standalone systems, Smartnumbers lowered its technology
spending by 80 percent. “That removal of the historic distraction, the overhead of what we

had before, enabled our people to work on more valuable strategic activities, which has been Acumatica makes our team
important,” Drake says. happy because they can do their
The company has experienced some immeasurable benefits as well. “Acumatica is kind of this Jobs more effectively, quicker, and
golden thread that runs through our business and supports us culturally as well. The post- easier, and it reduces their time
implementation support we’ve had from both our partners in the UK, Tascoli, and Acumatica spent on administration. This allows
directly, has been second to none. They make you feel like you are their number one customer, them to focus on things they enjoy
and they can’t do enough to help you. So, we’ve been very impressed,” Drake says. more, which creates more value for
Slashed Month-End Close from 10 Days to 1 our customers.

Smartnumbers now has visibility into all its data. Anyone can access what they need quickly. — Chris Drake,
« : ’ : . - o . . . Chief Technology Officer
The biggest benefit was just being able to have that built-in flexibility and time savings in and Chief Operating Officer,
month-end,” Low says. “Reporting was immediate, which was dramatically beneficial. Although Smartnumbers

my role changed, it saved about 75 percent of the time spent at month’s end, which went from
10 days to one.”

The company no longer deals with technology blockers, such as waiting for one resource hog to
finish before running another application, and now has real-time analytics for strategic decisions.

“The reporting piece is huge and really aligned with our business culture of collaboration and
working together to create customer value,” says Drake. “Everyone can look at the same
numbers and access information in real-time together. It's all in one full suite of modules, and it's
like having a golden thread running from a sales opportunity to a customer invoice to getting paid
on time. We can respond to change faster, how we sell, how we price, and we’re able to adapt
the application and maintain a high level of efficiency despite a changing environment.”

Ease of Use Speed Adoption

Acumatica’s user interface confirmed it was the right choice. “Historically, we had multiple
systems with very different looks and feels that were clunky and not intuitive. Someone new to
the business found it very challenging to learn, and the financial module was old school in the
way it operated,” Low says.

“With Acumatica, everything looks and feels the same, it is familiar across all modules, and
onboarding was simple. We were able to tailor the views so employees could see what only
they needed to see. We slimmed down and personalized other screens where employees only
needed minor access.”

“There were minimal questions and frustration, and everyone was quite excited about how they
would use the solution,” Low adds. “The ability to attach PDFs or images was great. Everything
was available within Acumatica, which was a big benefit. It's intuitive, and it's easy to use.”

Employees now focus on creating customer value rather than conducting manual
administrative tasks and navigating a disconnected system.

“We wanted everything to be streamlined and working efficiently, and that only works if things
are simple and easy. That’'s where Acumatica’s flexibility helps because we can provide

what they need and no more,” Drake says. “Acumatica makes our team happy because

they can do their jobs more effectively, quicker and easier, and it reduces their time spent on
administration. This allows them to focus on things they enjoy more, which creates more value
for our customers.”
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360-Degree Customer View

Because the CRM is part of a seamless platform linked to financials, the sales team can see
360-degree views of customer activity, which includes the complete customer history, such as
the products in use, billing issues or inquiries, payment history, and the services the customer
may be exploring. The sales team now receives the information they need to perform more
effective upselling, cross-selling, and renewal activities.

“Further, finance can see an opportunity being created within the system, progressing to the
stage where the opportunity is closed as won, and see as it progresses to a sales order and
moves into the contract and billing phase. We can offer a seamless customer experience, and
it doesn’t take three or four days to provide information,” Low says. “Providing data instantly
enhances our image of professionalism.”

“We can respond faster because the information is there for the right team at the right time,”
adds Drake.

Scaling Internationally

With Acumatica as its foundation, Smartnumbers began offering its SaaS platform to
companies and call centers outside the UK.

“We’re currently launching products in the US and Singapore,” Drake says. “With its ability
to handle multiple currencies and tenants, Acumatica allows us to easily accommodate new
customers across the globe.”

The business operations platform provides real-time data and the agility the team needs to
make strategic decisions quickly. Acumatica is a competitive asset instead of a hindrance like
the older system.

“From a technology and operations point of view, Acumatica ticks all the boxes,” says Drake.
“It's engaging for users, scalable, flexible to meet your needs, and grows with you as a
business. Acumatica has helped us expand and grow into new markets that have a positive
impact on our business.”
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