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 Focus On:   
  

www.doyourownpestcontrol.com 

 

Do It Yourself (DIY) Pest Control was the first of its kind, 

ŀƴŘ ŎƻƴǘƛƴǳŜǎ ǘƻ ōŜ ǘƘŜ ƭŀǊƎŜǎǘ ƻƴƭƛƴŜ άŘƻ ƛǘ ȅƻǳǊǎŜƭŦέ 

pest control supplier.  

 

The late Tom Cline, a pioneer in the pest control supply 

industry since 1959, founded the business as a 

partnership with his son Walt Cline in 1982. The retail 

business started in a converted filling station in Atlanta, 

Georgia, where it still stands today, having undergone 

multiple expansions over the years.  

 

In 1996, the business 

went online with a 

$5,000 investment at 

ǘƘŜ ǳǊƎƛƴƎ ƻŦ ¢ƻƳΩǎ 

daughter, Cindy Cline, 

now co-owner/Internet 

implementation. 

 

 

 

 

 

 

 

 

άLǘΨǎ ŀ ǎƳŀƭƭ ŀƳƻǳƴǘ ƻŦ ƳƻƴŜȅ ǘƻŘŀȅΣέ /ƛƴŘȅ ǎŀƛŘΣ άōǳǘ ƛǘ 

was a big deal back then.  My brother Walt, (now co-

owner and sales manager), was skeptical, but my father 

saw the value. 

 

The business now employs 17-23 employees year 

round, in their retail store and two warehouses in 

Northeast Atlanta and Portland, Oregon.   Online sales 

now comprise 75-ул ǇŜǊŎŜƴǘ ƻŦ ǘƘŜ ŎƻƳǇŀƴȅΩǎ ŀƴƴǳŀƭ 

sales which exceeded $5 million in 2008.  

 
 

 

 
5L¸ tŜǎǘ /ƻƴǘǊƻƭΩǎ Challenge: 
 
Internet sales overtook retail sales faster than expected. 

hǿƴŜǊǎ ǿŜǊŜ άǎǘǳŎƪέ ǿƛǘƘ ŀƴ ŀƎŜŘ 9ǳǊƻǇŜŀƴ Ŝ-

commerce system named Intershopϰ, no longer sold or 

supported in the U.S.  Business had moved from 100% 

ǊŜǘŀƛƭ ǘƻ ур҈ ƻƴƭƛƴŜΣ ŀƴŘ ǘƘŜ ŎƻƳǇŀƴȅΩǎ ƭƻƴƎ ƘŜƭŘ 

position as an industry leader was at stake without 

serious upgrades and improved usability.  
 

The existing system limited the customer experience 

ŀƴŘ ǘƘŜ ŎƻƳǇŀƴȅΩǎ ǇǊƻŦƛǘŀōƛƭƛǘȅΣ ŀƴŘ 5L¸ ƴŜŜŘŜŘ ǘƘŜ 

ability to update its inventory and synchronize online 

sales with internal processes.  

 

Limited budget and staff resources, coupled with time 

ǎŜƴǎƛǘƛǾƛǘȅ ŦƻǊ ǇǊƻǘŜŎǘƛƴƎ ǘƘŜ ŎƻƳǇŀƴȅΩǎ ōǊŀƴŘ ŀƴd 

reputation called for a customized online solution with 

complex integration requirements.  

 

Historical sales data had to be preserved and 

transferred to the new system without compromising 

the existing level of service, and the switch to the new 

system had to take place during normal business hours 

ǿƛǘƘ άƴƻ Řƻǿƴ ǘƛƳŜέ ŦƻǊ ŎǳǎǘƻƳŜǊǎ ŀƴŘ ŎǳǎǘƻƳŜǊ 

service specialists.  

 

North Atlanta warehouse 

Atlanta retail 

store, yesterday 

and today 
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άThe project was very successful and it was 

delivered on time and within budget.έ 

ϦLǘΩǎ ŀ ǘǊǳǎǘ ƛǎǎǳŜ ƭƛƪŜ 

no other vendor 

ǊŜƭŀǘƛƻƴǎƘƛǇ ǿŜΩǾŜ 

had.  Someone is 

ŀƭǿŀȅǎ ǘƘŜǊŜ ŦƻǊ ƳŜΦέ 

IƛƎƘƭŀƴŘ {ƻŦǘǿŀǊŜΩǎ Solution: 

 
Cindy Cline hired Highland Software in 2002 as a value 

ŀŘŘŜŘ ǊŜǎŜƭƭŜǊκŘƛǎǘǊƛōǳǘƻǊ ŦƻǊ ƘŜǊ ŎƻƳǇŀƴȅΩǎ ŜȄƛǎǘƛƴƎ Ŝ-

ŎƻƳƳŜǊŎŜ ǇƭŀǘŦƻǊƳΦ Lƴ ǘƘŜ ŦƛǊǎǘ ŦŜǿ ȅŜŀǊǎΣ IƛƎƘƭŀƴŘΩǎ 

team was able to greatly improve the online customer 

experience, but steady growth continued to drive the 

need for more sophisticated solutions.  

 

άHaving researched and 

tested countless add-ons and 

software system 

replacements, we realized we 

had stretched the limits of 

ǿƘŀǘ ŎƻǳƭŘ ōŜ ŘƻƴŜ ǿƛǘƘ ǘƘŜ ŜȄƛǎǘƛƴƎ ǎƻŦǘǿŀǊŜΣέ ǎŀƛŘ 

.ǊǳŎŜ {ǇŜƴƎƭŜǊΣ ǇǊŜǎƛŘŜƴǘ ƻŦ IƛƎƘƭŀƴŘ {ƻŦǘǿŀǊŜΦ ά²Ŝ 

had to start from scratch and create a customized 

solution to meet ǘƘŜƛǊ ƴŜŜŘǎΦέ  

 

The solution took shape from an experimental web 

hosting platform that Highland was already testing with 

ŀ ŦŜǿ ǎŜƭŜŎǘ ŎǳǎǘƻƳŜǊǎΦ 5L¸ tŜǎǘ /ƻƴǘǊƻƭΩǎ ǎƛǘŜ ǳǇƎǊŀŘŜ 

ŀƴŘ ƛƴǘŜƎǊŀǘƛƻƴ ŎƘŀƭƭŜƴƎŜ ōŜŎŀƳŜ IƛƎƘƭŀƴŘΩǎ ŦƛǊǎǘ Ŧǳƭƭ 

blown test for its flagship {ƛǘŜwƻŎƪŜǊϰ product, 

combining a highly flexible Content Management 

{ȅǎǘŜƳ ǿƛǘƘ ŀ άōŜǎǘ ƻŦ ōǊŜŜŘέ  Ŝ-commerce engine .  

 

 

 

/ǳǎǘƻƳŜǊΩǎ tŜǊǎǇŜŎǘƛǾŜ 

 
Cindy Cline says she 

originally found Highland 

Software on the Internet 

when she was frantically 

trying to find someone 

familiar with her existing e-

commerce platform. 

 

άL ƭƛƪŜŘ ǘƘŜ ŦŀŎǘ ǘƘŀǘ ǘƘŜȅ 

ǿŜǊŜ ƭƻŎŀƭΣέ ǎƘŜ ǎŀƛŘΦ άL 

had been forced to talk to 

someone overseas with 

every question or issue, 

and it was hard to 

communicate.  

LǘΩǎ ƘŀǊŘ ŜƴƻǳƎƘ ǘƻ Ŏŀƭƭ ŀ 

company and get an 

ŀƴǎǿŜǊΣ ōǳǘ ǿƘŜƴ ǘƘŜȅΩǊŜ ƻǾŜǊǎŜŀǎ ƛǘΩǎ ƛƳǇƻǎǎƛōƭŜΦ 

 

LŦ L Ŏŀƭƭ IƛƎƘƭŀƴŘ {ƻŦǘǿŀǊŜ ŀƴŘ Řƛŀƭ ΨлΩΣ L ƪƴƻǿ L ǿƛƭƭ ƎŜǘ 

.ǊǳŎŜΦ LǘΩǎ ŀ ǘǊǳǎǘ ƛǎǎǳŜ ƭƛƪŜ ƴƻ ƻǘƘŜǊ ǾŜƴŘƻǊ ǊŜƭŀǘƛƻƴǎƘƛǇ 

ǿŜΩǾŜ ƘŀŘΦ {ƻƳŜƻƴŜ ƛǎ ŀƭǿŀȅǎ ǘƘŜǊŜ ŦƻǊ me. Bruce is so 

ŜǾŜƴ ǘŜƳǇŜǊŜŘ ŀƴŘ ŎƻƴǎƛǎǘŜƴǘΣ ŜǾŜƴ ǿƘŜƴ LΩƳ ǊǳŦŦƭŜŘΦ 

 

IŜΩƭƭ ǎŀȅ Ψ/ƛƴŘȅΧL Ŏŀƴ ƘŜŀǊ ǘƘŜ ŎƻƴŎŜǊƴ ƛƴ ȅƻǳǊ ǾƻƛŎŜΦΩ 

He really has a great manner with communication. This 

ƛǎ ƘŀǊŘ ǘƻ ŦƛƴŘ ǿƘŜƴ ȅƻǳΩǊŜ ŘŜŀƭƛƴƎ ƛƴ ǘƘŜ L¢ ǿƻǊƭŘΦέ  

 

On the day that the official rollover was set to take 

place, Cindy said the Highland Software Team was on-

site at the warehouse to be sure that the transition 

happened as promised, and that it went off without a 

hitch.  

 

Atlanta retail store 
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ά{ƛǘŜ ǘǊŀŦŦƛŎ ƛƴŎǊŜŀǎŜŘ ŀƴŘ ǘƘŜ ƴŜǿ 

ǘǊŀŦŦƛŎ ǿŀǎ ΨǉǳŀƭƛǘȅΩ ǘǊŀŦŦƛŎΦέ 

ά{ƛǘŜ ǘǊŀŦŦƛŎ ƛƴŎǊŜŀǎŜŘ ŀƴŘ ǘƘŜ ƴŜǿ 

ǘǊŀŦŦƛŎ ǿŀǎ ΨǉǳŀƭƛǘȅΩ ǘǊŀŦŦƛŎΦέ 

 

 

 

 

άLǘ ǿŀǎ ǾŜǊȅ ǎǳŎŎŜǎǎŦǳƭΣέ ǎƘŜ ǎŀƛŘΦ ά.ǊǳŎŜ ŀƴŘ DŜƻŦŦǊŜȅΣ 

his chief technical officer, were on-site, making final 

changes to the system as orders were entered, to be 

sure no steps were missed in the process.  

 

They allotted two days to spend with our customer 

service team, working side by side with them, but it only 

took one day. The project was a complete success and it 

was delivered on target and within the budget.έ 

 

According to Cindy, the new software implementation 

helped her avoid hiring extra people to process orders. 

The enhancements further optimized the site for what 

ǎŜŀǊŎƘ ŜƴƎƛƴŜǎ ƭƻƻƪ ŦƻǊΣ ŀƴŘ άǎƛǘŜ ǘǊŀŦŦƛŎ ƛƴŎǊŜŀǎŜŘ ŀƴŘ 

ǘƘŜ ƴŜǿ ǘǊŀŦŦƛŎ ǿŀǎ ΨǉǳŀƭƛǘȅΩ ǘǊŀŦŦƛŎΦέ 

 

 

.ǳƎ Iǳƴǘǎ !ǊŜƴΩǘ Wǳǎǘ ŦƻǊ tŜǎǘ /ƻƴǘǊƻƭ 

Retailers 

One of the tactics the Highland Software team used on 

ǘƘŜ 5L¸ tŜǎǘ /ƻƴǘǊƻƭ ǇǊƻƧŜŎǘ ǿŀǎ ǘƘŜ ŎƻƴŎŜǇǘ ƻŦ ά.ǳƎ 

IǳƴǘǎΦέ  This involves identifying customers and 

external web developers who have never seen the site, 

as well as Highland employees and  associates  of 

company whose site is about to launch.  They all 

ōŜŎƻƳŜ ά.ǳƎ IǳƴǘŜǊǎέ ŦƻǊ ŀ Řŀȅ ƻǊ ǎƻ ŀƴŘ ǎŎƻǳǊ ǘƘŜ ǎƛǘe 

ŦƻǊ άōǳƎǎΦέ  ¢ƘŜ ǇǊƻŎŜǎǎ ƎƻŜǎ ǿŜƭƭ ōŜȅƻƴŘ ǘƘŜ 

traditional quality assurance and user experience 

testing ǇǊƻǘƻŎƻƭǎ ŀƴŘ ƛǘΩǎ ƘƛƎƘƭȅ ŜŦŦŜŎǘƛǾŜ ōŜŎŀǳǎŜ ǘƘŜǊŜ 

are prizeǎ ŀǘ ǎǘŀƪŜ ŦƻǊ ŜŀŎƘ άōǳƎ ŦƻǳƴŘΦέ 

 

About Highland Software 

Highland Software has been helping businesses solve 

complex technology problems for over 10 years. 

Focused on creating and operating transactional 

websites that drive revenue and profits to the 

customer, Highland understands the importance of a 

smoothly functioning website to the success of todayΩs 

businesses. 

If technology is holding your company back rather than 

helping it grow, give us a call to discuss how Highland 

can help. 

 

Highland Software, Inc. 

1170 Peachtree Street, Suite 1200 

Atlanta, GA  30309 

 

404.885.5800 ς local  

877.642.0206 ς toll free       

 

 www.highlandsoftware.com 

 

 

 

Charles Coke, general manager, 

Do it Yourself Pest Control 


