Auto ID coupled with
client/server computing
is on the verge of revo-
lutionizing the docu-
ment and publication-
management industry.
By bringing inventory
management and just-
in-time decision support
to the distribution of
technical publications,
the Case Corp. is im-
proving customer satis-
faction and saving mil-
lions on printing.
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Inventory and
Distribution are
Streamlined with
Data Collection

BY MARTY WEIL

or most companies, document and publi-
cation management means printing and
stockpiling huge amounts of literature in
a warehouse and distributing it to cus-
tomers, integrators, and distributors on an
as-needed, ad-hoc basis. Few things are
more inefficient and costly. Today, with so
much emphasis on streamlining the man-
ufacturing process, it's a bit surprising that so little
attention has been given to automating document
management. The new owners of CDS (Milwaukee,
WI), a fulfillment and distribution center for litera-
ture and technical publications, thought it surpris-
ing, too, so they automated the business.

After being called in to provide technology solu-
tions to solve mounting customer-service problems
at CDS, Gary Arakelian, president of Client Server
Technologies (Schaumburg, IL), a systems inte-
gration and consulting firm with expertise in the
database publishing and distribution industries,
elected to buy CDS and completely re-configure
its systems to make it a technology superpower

Paul Ladwig, parts catalog writer for Case Corp., reviews technical
drawings, which are incorporated into Case’'s massive inventory of |
8,000 technical and marketing publications. %

in an industry traditionally driven by manual labor
and low-tech solutions.

So confident that current technology could im-
prove efficiencies, Arakelian guaranteed CDS's
largest account, the agricultural and construction
equipment giant Case Corp. (Racine, WI), a savings
of more than a million and a half dollars over three
years—before the warehouse automation overhaul
had even begun.

Client Server Technologies' new warehouse au-
tomation system, Automated Warehousing and
Distribution Management, or AWDM (also called
Autumn), completed in the summer of 1994, pro-
vides CDS with an automated system for handling
Case’s massive inventory of 8,000 technical and
marketing publications, which are distributed fo
more than 2,000 Case dealers worldwide. Some of
Case’s service manuals reach upwards of 2,000
pages with large three- and four-foot fold-out sec-
tions. On the average day, CDS receives more than
250 orders for these documents.

In addition to literature fulfillment, activities tak-
ing place within CDS's 100,000-sq.-ft. facility in-
clude custom assembly, collation and bindery, and
bulk storage. As a direct result of the new system,
CDS also handles all detailed reporting of infor-
mation regarding cost-center allocation, dealer us-
age, and inventory management.

With the addition of Client Server Technologies’
new warehouse automation system, CDS can now
provide additional services to Case Corp. in the
areas of justin-time (JIT) inventory planning and de-
cision support, information management, remote

on-line access, and electronic data interchange |

(EDI). The new system also provides Case with a
relational database repository capable of storing
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and tracking data for distribution activities at the
most minute level of detail.

According to Client Server Technologies’ Arake-
lian, AWDM had been developed with the consid-
eration kept in mind that the primary users of the
product would be the warehouse, customer ser-
vice, and shipping/receiving department personnel.
Therefore, the design and implementation of the ap-
plication along with the user interface had to be as
intuitive as it possibly could be. Backup and re-
covery issues were also extremely critical, so the
procedures for these had to be straightforward
and very simple.

ORDER FULL-FILLING. Orders for technical and mar-
keting publications arrive from Case’s dealer net-
work either by telephone, fax, or E-mail. “Once
CDS receives an order for literature, the order is en-
tered into the system’s relational database reposi-
tory,” states Lynn Garnand, a member of the CDS
system development team and manager of con-
sulting for CST. “Everything in that order is vali-
dated in real time at the moment that it is entered
into the system.”

The Client Server Technologies system in use at
CDS incorporates a UNIX-based Motorola 8420 as
the database server and Informix Software Inc.

. (Lenexa, KS) Online 4.1 as the database engine |
- with Informix 4GL for the user interface, which al-
. lows multiple operators to enter orders at the same
. time. “That is a major enhancement,” Arakelian

states. “In the past, only one person at a time could
enter orders. That was the major productivity bot-
tleneck.” (Referential integrity is preserved when
multiple users are performing order-entry func-
tions at the same time due to the new system’s in-
dividual record-locking capability.)

| on-line is essential,” notes CDS’s

Prior to implementation of the new system, in- |
- sufficient drive and memory capacity only allowed

for storage of two months of customer orders and
one month of subscription mailing data. According
to Garnand, the new system allows for many years
worth of data to remain current and on-line. Back-

- and give them the information
. they need immediately. That level

ups of old orders can be made at any time, and |
scalability to drive and memory requirements will |

accommodate any future expansion.

CDS’s former system capacity would not allow
for on-line tracking of backorder files. Therefore,
backorders had to be filed manually, and a new
order created upon receipt of the material. Now, up-
on receipt of an inventory item, Client Server Tech-

| nologies” AWDM system automatically checks if

any backorder exists. If backorders exist, new or-

materials, thus eliminating the need to destroy out-
dated printed materials,” Arakelian explains. “In
addition, the availability of electronic reports on
cost-center allocation allows Case to automatically
post data directly to their billings system to en-
sure accuracy.”

ELIMINATING BOTTLENECKS. In cooperation with CDS’s
clients, remote on-line access has been designed in-
to the system. On-line access allows customers to
dial into the system, monitor the status of their or-
ders and inventory, and request reports as elec-
tronic files instead of waiting for hard-copy print-
outs. This remote accessibility can
be customized for a client’s par-
ticular requirements to provide
views of the data in any way,
shape, or form.

“Determining the status of an
order has always been a major bot-
tleneck in any kind of a customer-
service operation,” Garnand main-
tains. “This system is designed to
track the status of every order, so
that when a customer calls up and
asks ‘where is my order?’, any cus-
tomer-service agent who picks up
that phone can supply that infor-
mation immediately with just the
touch of a key.”

“Having historical data available

operations manager Dennis
Chapin, “whereby customers will
be able to call about the specifica-
tions on an order they placed six
months ago, and we will be able to
punch a button on the computer

of system performance and cus-
tomer service is unheard of in this
industry today.”

The new inventory management
system tracks three-month, six-month, one-year,
subscription, and lifetime usage levels for a given
item in inventory. These figures aid CDS and Case
management in determining proper re-order points

| and quantities to order.

ders are automatically generated against inventory |
that was received. AWDM’s backorder processing |

is even capable of effectively handling orders that
require a bill-of-materials (BOM).

If an order is updated, the corresponding inven-
tory item quantities and usage level are altered to
reflect the change. This referential integrity is de-
signed into the relational database model and is
completely automatic.

To actually address any internal requirements,

| activity reports can be formatted to Case’s reporting
| procedures with any combination of data. Reports |

| can include item history, back orders, usage levels,

cost-center allocation, and customer activity. “With
these reporting capabilities, Case can maintain just-
in-time minimum inventory levels for their printed

Each user of the new system is given a user 1D,
password, and security level. These security levels
range from Managerial to View Only and allow for
varying access to the system.

The Client Server Technologies AWDM system at
CDS handles all of Case Corp.’s documentation
management in an automated fashion. “By em-
powering the corporate Technical Publications
group at Case with decision-support capabilities,
we've enabled it to make decisions based on real-
time information. In this way, that group can con-
tinually improve its documentation procedures, im-
prove productivity, and minimize cost expenditures,”
Arakelian says, “which sounds like a winning recipe
for any kind of business.” MA
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GARY ARAKELIAN

Gary Arakelian is
the founder and
president of Client
Server Technolo-
gies Inc. (CST), a
systems integration
and consulting firm
that specializes in
the design, devel-
opment, and imple-
mentation of true

client/server solutions and enterprise-
wide application systems.

“CST was founded on the belief that
technology is simply a tool, and that
clients should utilize emerging technolo-
gy to effectively achieve their business
objectives,” says Arakelian.

From his years of working on warfare
and tactical systems deployment for the
U.S. Department of Defense to his years
delivering medium- to large-scale com-
mercial application systems, Arakelian
has positioned Client Server
Technologies as a leader in providing
client/server solutions for business.
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