GUSTOMIZE THE

CUSTOMER

Northern Telecom, others integrate new-generation
customer-interaction software into enterprise systems

HAT’'S THE SIMPLEST
possible definition of sup-
ply-chain management?
It’s the ability to get closer
to the customer.

Rather than concentrate on internal
‘business processes such as production
planning or inventory management,
more and more manufacturers are im-
proving supply-chain management by
turning to a new generation of front-office
solutions—sometimes known as cus-
tomer interaction systems (CIS)—to au-
tomate such mission-critical operations
as sales, service, marketing, and order
management.

“As sales cycles compress and the
demand for accessible information in-
creases, a company’s systems must
keep up,” says Steve Cobb, IS man-
ager at Action Instruments. “All sys-
tems within a company must be linked
to eliminate any redundancies and
non-value-added activities. Enter data
once, that’s the goal. From sales force
automation and customer interaction
management to the shop floor, inte-
grated systems are the answer.”

During the past few years, according
to industry analysts, the market for cli-
ent/server-based CIS applications has
exploded. In 1996, total revenues for
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and CIS environments prevented progress in this area until recently. (Photo courtesy Cincom)

CIS software suppliers topped $1 bil-
lion, a 68 percent increase over the
previous year. Aberdeen Group,
Boston, expects this growth to con-
tinue for the next several years, with
the total CIS market reaching $3.4
billion by 2000.

Customer interaction systems include
a number of different possible applica-
tions, including functionality for sales-
force automation or interactive selling,
samples or product configuration, so-
called opportunity management, cus-
tomer history data management, customer
service, and call center management.
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With such explosive growth in the
front-office market, enterprise re-
sources planning (ERP) vendors—
who want to sell integrated transac-
tional systems that cover all of a
manufacturer’s business processes—
are rushing to add customer-interac-
tion capabilities to their back-office
ERP offerings. This will provide, for
perhaps the first time in a packaged
application, a dynamic link between a
manufacturer’s front-office systems and
its back-office systems, which include
such things as purchasing, engineer-
ing, and production.
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1994. Currently, there are 1,200 users
working on Baan applications at seven
sites across Canada, the U.S., Mexico,
China, Malaysia, and Ireland. Nortel’s
Baan implementation project is being
managed by cross-functional teams
at Nortel, with support from the Baan
Consulting organization and
Netherlands-based Origin Interna-
tional.

“With its acquisitions and strategic
industry partnerships, Baan has dem-
onstrated a vision that will be critical
as Nortel builds a global information
network that incorporates virtually
every facet of the business,” says
Keith Powell, senior vice president
and CIO of Nortel. “With Baan, we
will have one system that can be rap-
idly deployed, will be supported by
one vendor, and can grow with us.”

Nortel’s Strategic Supply Chain Ini-
tiative will connect its entire value chain
with the addition of Aurum’s Cus-
tomer Enterprise suite of client/server

applications. When linked to the Baan
software, Aurum Customer Enterprise
will enable the company to manage
the continuum between
customer-facing activities (such as

'FOR AN URGENT ORDER, WE CAN
EXPECT THE WHOLE PROCESS FROM
CAPTURE OF REQUIREMENTS TO
DISPATCH OF THE SHIPMENT TO TAKE
LESS THAN FIVE DAYS."

opportunity management, sales, mar-
keting, and customer service), and
back-office processes (such as order
processing, manufacturing, and dis-
tribution). The Aurum Interactive Sell-
ing Solution will be a key component
governing customer information flow,

enabling on-site configuration and
presentation of Nortel's products
through the Aurum Sales PLUS
configurator. With the Aurum and
Baan solution, Nortel will have seam-
less communication of strategic cus-
tomer information throughout the en-
terprise—from sales representatives
in the field, to the shop floor manu-
facturing teams.

On the links

There are variations in what compo-
nents vendors see as best making up a
software suite for customer interaction.
Cincinnati-based Cincom Systems, for
instance, broadly classifies it as sales force
automation (i.e., contact management,
opportunity management), sales/product
configuration, proposal generation, bid-
ding and cost estimating, customer ser-
vice/support, telemarketing/telesales, and
help desk systems.

“There are several areas for inte-
grating and information sharing
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