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CASE STUDY: 
 
RELATIONSHIP ANALYTICS
AT EAGLE TECHNOLOGY 

About Eagle 

Eagle Technology is one of New Zealand’s longest-standing privately held IT systems integrators, with an enviable 
client base, a great reputation, and excellent brand recognition.

Originally established in 1969, Eagle has, over the years, represented many best of breed, named brand vendors 
including Microsoft, Prime, Sun Microsystems, HP and IBM. Today, Eagle has a well-established and successful 
geospatial technology practice in Geographic Information Systems (GIS) and related technologies. Eagle is also 
the distributor for global software leader Esri’s ArcGIS platform in New Zealand and the South Pacific. Eagle 
Technology’s Esri practice is one of their most successful in the world, and is supported by Eagle’s Enterprise 
Solutions team who provide cloud, infrastructure, and managed services to complement and extend the ArcGIS 
platform.

Business Priorities

With a large and prestigious customer base, Eagle’s 
priority is to grow its business whilst preserving client 
satisfaction and retention levels. 

Given the IT industry is undergoing massive and 
constant change from traditional on-premise 
infrastructure, to cloud delivered software, platform 
as a service, and mobile technology, Eagle has had 
to adapt to the “as a service” pattern.

Overseen by Matt Lythe, Eagle’s National Sales Director for GIS, a fundamental tenet of the approach was to 
put Salesforce at the heart of the organisation to help understand and manage not only the sales pipeline but all 
customer engagement including support, consulting and marketing.  An interface to Esri’s core system was also 
considered essential, and this integration will grow to include Microsoft and other vendor partners over time.

Eagle recently implemented Salesforce.com CRM to help consolidate customer 
information across the business, integrating with core systems such as its financial 

management systems and sharing the data across the organisation to enable greater 
collaboration. 
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W H I L E  S A L E S F O R C E  I S  A N  I D E A L  R E P O S I T O R Y 
O F  C U S T O M E R  D A T A ,  I T  D O E S N ’ T  N E C E S S A R I L Y 
P R O V I D E  I N S I G H T  I N T O  R E L A T I O N S H I P  H E A L T H 
A C R O S S  O R G A N I S A T I O N S .

Challenges

Eagle wanted a central system that provided 
customer-facing staff with a “single point of 
truth” while sharing data with other systems 
such as used by Finance and Training 
departments. To this end, Eagle developed a 
leading edge platform that has one and two-
way sharing of data between other systems, 
while maintaining Salesforce as the central 
Information Management System (IMS). 

Hidden Contacts

It quickly became apparent that there were many contacts Eagle had 
with its customers that were missing from its CRM, because they had not 
been uploaded. Many of these were vital, so the ability to harvest unknown 
contacts was critical to Eagle’s selection of TrustSphere.

Additionally, Eagle regularly undergoes a review and adjustment of staff 
and territories. Therefore, “we needed to quickly identify the most important 
contacts inside our client base, who hold the key relationships from both 
organisations and determine the strength of our relationship with them.  
We somehow needed to validate the data we already had in Salesforce, 
and then quickly fill in the gaps” says Lythe. “Salesforce doesn’t provide this 
information.”

The Solution

To analyse and then fuse the customer relationship data into its 
CRM, Eagle chose to implement a platform that integrated well 
with Salesforce - TrustSphere Relationship Analytics. TrustSphere 
connects to the inbound and outbound email messaging flows 
to ingest only their metadata - not the email content.  It then 
automatically populates Salesforce with the relevant relationship 
information under accounts, contacts, leads and opportunities.

We somehow needed 
to validate the data we 

already had in Salesforce, 
and then quickly fill in 
the gaps,” says Lythe.  

“Salesforce doesn’t provide 
this information.”

Because there are multiple touch points with Eagle’s customers, it was important to get an overall picture of the 
health of these relationships and the nature and frequency of communication between Eagle and its customers. 
“We knew about issues around user adoption, and sales representatives not inputting data, so we set some 
guidelines and weekly introspection to suggest that if it’s not in Salesforce, then it doesn’t exist.” says Lythe.
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THE RESULTING INSIGHTS CAN THEN BE VIEWED AND ACTIONED BY CUSTOMER-
FACING STAFF AS PART OF THE SALES PROCESS TO ENHANCE SALES 
PERFORMANCE, CUSTOMER SATISFACTION AND RETENTION, AND IMPORTANTLY, 
MITIGATE THE RISK OF LOSING VALUABLE CUSTOMER RELATIONSHIPS.

The Results

Early benefits are the exposure and input of contacts that 
are not already in the CRM. “Prior to TrustSphere, Eagle 
had 1300 contacts in the database. We now have close 
to 2200,” says Lythe, which is an increase of almost 70%. 
“TrustSphere revealed these connections, and in fact there is 
now more attention paid to maintaining contacts as a result of 
TrustSphere. Contacts are critical because there are multiple 
touchpoints within customers from different departments 
and geographical regions of our company, and multiple 
communications around events, training, support and new 
product releases.” 

“The basic out-of-the-box benefits 
that TrustSphere provides an 

organisation is what we are finding so 
valuable,” says Lythe.

Transition Report

An additional feature that Matt finds 
indispensable is the Transition Report. Eagle 
annually reassesses client portfolios and will 
typically transition about 10% of its accounts 
every year. “The handover report will be vital 
for that,” says Lythe. “And we have recently 
used the analytics to great effect when sales 
and management staff members have left the 
organisation. We are able to assess all recent 
client communications for frequency, response 
rates and subjects, understand who within 

our organisation has the next best relationship, and easily transition the account to provide continuity after 
departure, to the new incoming employees.”

TrustScore

Another early benefit to Eagle is the TrustScore, which is a barometer of the overall health of the relationship 
with the customer or contact. “This is proving to be really useful for the ‘multiple touchpoint’ scenario,” says Lythe. 
“With so many touchpoints over a contact, I regularly look at the ’network graph’ to see who has the current best 
relationship with that contact. We need to maximise the collaboration between our staff members to provide the 
best possible informed service to our clients.”
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A Fully Complementary Technology

Lythe says that the “TrustSphere platform has 
rounded out our CRM - made it complete.” 
Having built and maintained such a large 
group of customers over their 46 years in 
business, Eagle understands the importance of 
relationships. Like all CRM projects, it will never 
be finished, rather it is a process of continuous 
improvement. “We believe that by providing 
useful information on the overall relationship 
health, segmented by client inside the CRM, 
we are helping them manage and grow the 
relationship and our business,” says Lythe.

Being able to leverage a company’s entire relationship network is an extremely powerful asset. Having access to 
highly relevant and useful insights about their networks, gives Eagle Technology a real competitive advantage. To 
date there has not been an efficient way to make use of an organisation’s most valuable asset, its relationship 
network. Until now.

 By using TrustSphere’s Relationship Analytics, the immediate benefit to Eagle Technology has been to:

1. Increase its client database by almost 70%, with 900 new relationships being discovered.

2. Provide Eagle Technology’s sales teams with a real-time holistic view of communications and status with its 
customer base.

3. Guarantee adoption of the CRM by Eagle Technology’s sales teams because the data enrichment improves 
communication, and thus improves their sales numbers.

As For The Future.....

Eagle Technology is the first customer to take up the automated weekly relationship report to provide a direct push 
to all sales teams, and give them a quick view of the overall relationship health with their clients and contacts. They 
are then cued into taking action based on the insights revealed.

“We are going to extend our use of the valuable insights provided by TrustSphere further out into our marketing 
efforts,” says Lythe. “For example, in advance of our annual highly successful user group conference, we could 
analyse across our C-level executive contacts. Those with a high TrustScore would receive a special invite to 
a breakout seminar or event of interest. This will allow us to truly focus our marketing messages towards our 
advocates and accurately determine who should be on that list, thus allowing us to proactively plan some actions 
to guarantee attendance and make the event compelling.”

Eagle Technology Group Ltd is a privately held New Zealand-owned systems integration and information 
management company established since 1969. It has approximately 100 employees with offices in Auckland and 
Wellington.

Eagle’s business capabilities encompass GIS software, services and support as well as a unique understanding 
of on premise ICT infrastructure, managed services expertise and Cloud applications. Partnering with the world’s 
best and most well-recognised IT providers, Eagle Technology has deployed many Sparc and GIS applications to 
the Cloud and is now uniquely placed to advise on and execute Cloud enablement solutions through its partnership 
with AWS and Azure.

Eagle’s traditional client base is in government, local government and enterprise class commercial organisations.


