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Bender teams with EFI to master
customer service and eﬃciency
Challenge:
Bender was an early adopter of web-to-print and MIS
to make its business processes more efficient. “We
introduced a customer-facing online solution 15 years
ago and also acquired an MIS solution in that same
timeframe,” says Bob Bender, Special Projects Manager
at the suburban St. Louis printing business. “A great deal
has changed since then, and we needed to update both
systems as well as integrate accounting into the mix.
“We wanted to be able to quickly and easily create
customized web sites for our customers and have jobs
flow through the system without a lot of rekeying or
the need for several different job tickets throughout the
life of the job,” Bender adds. “Our goal was to invest in
the technology so that our customers didn’t have to.”
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Bender wanted his new MIS to be able to integrate with
a sophisticated but easy-to-use storefront solution
to further streamline business processes, from first
customer contact through shipping and invoicing.

“You don’t make money by changing your
price. You make money by changing your
eﬃciencies.”

Solution:

BOB BENDER, SPECIAL PROJECTS MANAGER
BENDER INC.

After extensive market research, Bender chose
to implement an EFI™ Pace™ MIS and EFI Digital
StoreFront® web-to-print and eCommerce software,
retiring the older systems in use at the company. “Pace
was the best MIS on the market for our purposes,”
Bender says. “While we were considering keeping our
existing web portal, as we looked into EFI solutions
in more depth. We discovered Digital StoreFront and
determined that combining it with Pace provide us with
the optimal infrastructure – meeting our needs today
with the capacity to grow with our business into the
future.”

“We put your logo on the job and our
name on the line.”
It perfectly sums up the business
approach of this $8 million Fenton,
Mo.-based company founded in 1989.
Bender offers a wide range of services,
including offset, digital and wide
format printing, as well as prepress,
mailing and fulfillment services.
The company shares a partnership
and trust with its clients. Whether
working with Fortune 500 companies
or a local bakery, Bender’s 36
employees pride themselves on
flexibility, problem solving and
innovation to deliver a consistent
finished product and exceed
expectations along the way. And
Bender’s commitment to service is
evident in its production line, and in
the products that roll through it.
Bender Inc.
1600 Fenpark Dr.
Fenton, MO 63026
www.bender-inc.com

Bender was especially pleased with the ability to seamlessly integrate
Pace and Digital StoreFront so job tickets look exactly the same,
regardless if they are created by customers in a web-to-print order,
or created by a Bender staff member in Pace at any point along the
quoting, estimating or scheduling management process.

Results:
The Pace/Digital StoreFront workflow gave Bender the ability to stay
ahead of a significant trend in the industry – runs lengths are trending
down, but the number of orders is going up. To preserve profitability,
each job has to make it through the plant with as few touches as
possible. “In 2010, we had sales of $8 million, and we produced 8,400
jobs,” Bender explains. “Over the last 12 months, our revenues are still
at $8 million but we have produced 10,592 jobs. There is no way our
older systems could have handled this job volume.
“Our investment in EFI Pace and Digital StoreFront has allowed us to
operate lean, without adding staff,” he adds. “Although we are handling
more jobs now, we are doing it more efficiently. We are a stronger
company than we were in 2010 and are positioned well for growth.”
Bender worked with EFI to ensure true end-to-end integration of its
new systems, replacing three older, non-communicating systems
with a streamlined and efficient solution customized to the company’s
specific needs.
“One huge benefit for us,” Bender says, “was the ability to create
individual customer web portals ourselves. With our previous system,
we had to pay their professional services team to create these sites
for us. That resulted in time delays and extra costs. Now it is very easy
for us to create demo sites almost on the fly, and they practically sell
themselves when you show customers the benefits.”
Plus, the company can now provide the same technology to both
small and larger customers. “In the past, a web portal would likely
have been too expensive for our smaller customers. Now we can
both benefit from the efficiencies these portals provide, and for us,
ensuring a recurring revenue stream and deeper, stronger customer
relationships.”

“In the past 12 months, one of our operators
processed 6,500 jobs via the web using Digital
StoreFront integrated with Pace. It was only possible
to do 800 to 1,000 with our previous workflow.”
BOB BENDER, SPECIAL PROJECTS MANAGER
BENDER INC.
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Integrated transfer of data between Digital StoreFront web-to-print system (right screen) into the company’s Pace MIS simplifies the workflow for Dan
Ballheimer and other members of Bender Inc.’s sales and estimating staff.

Bender’s biggest challenge in selling Digital StoreFront to clients, he
says, is that customers get so excited about the possibilities that they
don’t even know where to start. “We encourage clients to start small,
perhaps with business cards and stationery, and then grow their online
presence over time as users become more familiar with the system,”
he says. “That’s been our most successful strategy. You don’t want to
overcomplicate things and draw out the sales cycle. The combination
of Digital StoreFront and Pace allows us to logically phase these
projects, but it also has enough horsepower that we can do larger,
more complex projects if we want or need to.”
Bender cites a chain restaurant that uses the company to support
more than 1,000 stores nationwide. “That restaurant has more than
4,000 users on the system,” he says, “and the system has allowed us to
expand our geographic footprint with deals like that. There is no way
we could have profitably handled an account of that size in the past.”

“If you are writing up tickets
by hand and going through
your regular processes, you
can’t make money on a $40
business card order. But if
that same job is coming
through Digital StoreFront, it
is profitable.”
BOB BENDER
SPECIAL PROJECTS MANAGER
BENDER INC.

“We also use Pace’s order history and shipment/invoice tracking
capabilities as a key selling point,” Bender adds. “The buyers love that
functionality, and I use it to close my deals.” Reorders are easier as
well, “I no longer have to go searching for older jobs,” Bender explains.
“Everything is right there in Digital StoreFront.
“If we hadn’t made these technology changes,” he adds, “with the
growth in the number of jobs coming through the plant, we would
have drowned! Now we are even more efficient than ever before and
are excited about what the future will bring. Partnering with EFI has
made that possible. In fact, we already have about 50% of our job
ticket volume driven through Digital StoreFront, with the entire plant
managed by Pace. And my goal is to up that to 80% over the relatively
short term. It’s a sea change and we are thrilled.”
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EFI fuels success.
From Fiery to superwide inkjet, from the lowest cost per label to the most
automated business processes, EFI has everything your company needs to
succeed. Visit www.efi.com or call 800-875-7117 for more information.
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