Customer m ement & product configurators

Promise

Customer asset management ranges
from simple, off-the-shelf contact management
solutions to high-end, interactive selling suites
that combine sales, marketing, and executive
information tools. These include product
configuration, quote and proposal management,
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Hitachi Data Systems, others use front-office
systems to harmonize customer relationships

HENIT COMES TO SALES,
manufacturing has the
same needs as any other
industry to translate cus-
tomer requirements into
deliverable products and services. A
number of front-office solutions, in-
cluding sales order, customer manage-
ment, and product configuration soft-
ware, have emerged to help manufac-
turers keep the promises their sales
forces make to customers for custom-
ized products at mass-production
prices.

Sales reps at Pellerin Milnor Corp.,
a Kenner, La.-based manufacturer of
commercial laundry machinery, typically
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spent three to six hours configuring
customized systems for individual cus-
tomers. After implementing a front-
office product configuration solution
from Cincom Systems, Cincinnati, Ohio,
the task, according to Pellerin Milnor’s
Rick Kelly, can be completed accurately
in a half-hour or less. Sales reps were
faced with a seemingly infinite number
of product combinations, but the Cincom
system led to cuts in production lead
time, as well as reduced inventory, and
improved quality for orders placed into
the manufacturing system.
Customer-interaction ~ management
(CIM) software manages customer rela-
tionships by automating front-office ac-
tivities such as sales, service, marketing,
and order management. The systems also
can include functionality for sales-force

and marketing encyclopedias. Some systems

extend functions to include complex pricing,
promotions, commission plans, team selling, and
campaign management. Enterprise-level
solutions installed at large companies with
hundreds or even thousands of users have
capabilities for call center/help desks, field
service, forecasting, and analysis.

automation or interactive selling, sales
or product configuration, and customer
history and service tracking. Product
configurator software was actually first
developed to help manufacturers, espe-
cially those with engineer- and make-to-
order requirements, save time generat-
ing custom products by storing base
models and options that can be mixed
and matched to meet incoming require-
ments. In 1997, according to The Aber-
deen Group, Boston, the customer man-
agement software market was a robust
$1.13 billion. The Aberdeen Group
projects that the market will grow to
$2.4 billion in 1999. The Gartner
Group, Stamford, Conn., also estimated
in a recent report that the technology-
enabled sales market will reach $3.9 bil-
lion by 2000.

“Too often in manufacturing compa-
nies, customers have been seen as order
numbers,” says Grace Liu, project man-
ager at systems integrator EDS, Plano,
Texas. “With the advent of integrated
manufacturing and sales automation,
these companies are in closer contact
with customers and, as a result, are iden-
tifying new sales opportunities.”

As these customer management solu-
tions become more sophisticated, as
back-office and front-office systems
become more closely integrated, and as
the Internet becomes a force in elec-
tronic commerce, the productivity gains
systems deliver will surely increase.
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Case study example

CIM and product configuration
software allow companies such as
Hitachi Data Systems (HDS), Santa
Clara, Calif., to develop more proac-
tive sales teams that better meet cus-
tomer needs—improving order accuracy,

Jack of all trades

reducing product overlap, and optimiz-
ing sales resources. At these companies,
customer relationships are now seen as
“living relationships” rather than just end
points for the total supply chain.
Using Santa Clara, Calif.-based
Aurum Software’s (part of Reston,

Timberjack combines ERP with customer management system

Woodstock, Ontario-based Timberjack, the world’s largest manufacturer of
equipment for the forestry industry, custom-designs and builds its products to
order. “Our customers want easy interfaces to our enterprise resources planning
[ERP] system to help them determine the status of their orders and when they

can expect those orders to be delivered,”

manager.

says Lennart Jansson, global project

To allow customers to keep a close eye on the equipment they have ordered,
Timberjack turned to IFS, Tucson, Ariz., for a complete front- to-back-office
solution. “The IFS enterprise solution at Timberjack addresses processes for
financials, order entry, product configuration, purchasing, manufacturing,
shipping, warranty handling, and engineering,” says Jansson. “The goal was to
choose an ERP solution that could support the company’s new global supply
chain and gwe Timberjack better collaboration between its manufacturing units

Forestry equipment manufacturer Timberjack uses
the Exactium product configurator to secure the

correct flow of information from customers through
the entire engineering and manufacturing process,
all the way to delivery. Photo courtesy of Timberjack

across the Atlantic. The
entire chain would be
handled with one common
solution.”

To provide this level of
support to its customers,
Timberjack integrated IFS
Applications with a
solution from Exactium,
an Atlanta-based provider
of front-office applications
specializing in product
configuration, proposal
generation, and marketing
encyclopedia solutions.
Exactium’s scalable
product family, the
Exactium Mobile Sales

system, takes a wizard-based approach to defining and modifying business
rules. Developed using Microsoft products, Exactium solutions are
nonproprietary and interface to a variety of ERP, supply chain, electronic
commerce, order management, and sales force automation systems.

“We use the Exactium product configurator to secure the correct flow of
information from our customers through our entire engineering and

manufacturing process, all the way to delivery,”

says Jansson. “By ensuring that

the correct rules for configuring our products are used in the sales situation, we
start off on the right foot from the very beginning. We see IFS’s acquisition of
Exactium as very positive, because we try to deal as much as possible with one
source to achieve higher quality and homogeneity.”

Running IFS Applications to support its operations at manufacturing locations
in North America and Scandinavia, including significant installations at its
production sites in Ontario, Canada and Birmingham, Ala., Timberjack expects an
18-month payback on the $2.5-million IFS system.
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Va.-based The Baan Co.) front-of-
fice solution, AurumConfiguration,
has allowed Hitachi, a leader in
information processing solutions, to
shorten its selling cycles. Furthermore,
the company has increased its average
deal size and close ratios, cut down on
information fulfillment time, improved
sales forecasts, and won major deals
that would not have been possible with-
out the use of the configuration tech-
nology. “Our challenge is that we have
diverse products in the channel and a
very complex selling and configura-
tion process,” says Craig Lewis,
Hitachi’s CIO and vice president of
information technology.

Before the implementation of
AurumConfiguration, a Hitachi sales-
person would hand over configuration
information, such as the number of
CPUs, amount of memory, and num-
ber of channels, to financial analysts
for pricing. Analysts would then enter
the information into one of various
configuration programs, which risked
pricing inconsistencies.

Hitachi wanted to eliminate these
problems and standardize on a single
configuration application throughout
the enterprise. The company also wanted
to standardize the flow of sales informa-
tion through district, regional, and na-
tional levels, automatically routing ap-
proved proposals to the next level,
thereby improving global forecasting.

Last but not least, Hitachi sought to
improve the effectiveness of its sales
representatives by providing them with
up-to-date product information and pre-
sentations in a timely, consistent, cost-
effective manner. “We frequently deal
with customers on a 24-hour-turnaround
basis. Given the fact that our sales force
is mobile, having Web access to that
information and having it be consistent
and reliable is critical to our proposal
process,” says Lewis.

Today, Hitachi salespeople use
AurumConfiguration to identify the
best hardware solution for each
customer’s need. The rep is able to
select valid channels, memory, and
network connections from pull-down
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menus. The configuration engine im-
mediately deduces the right configu-
ration, including all the compatible
parts that make up that product. The
rep can then synchronize the re-
quested configuration with the back-
office order, accounting, and manu-
facturing systems to produce an “avail-
able-to-deliver” solution proposal to

‘When customers are virtual, it is more
difficult to market specifically to them.’

the customer on-the-spot. When the
configuration is complete, the sales-
person clicks another button to ini-
tiate the pricing routine.
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Hitachi used Aurum’s workbench
development tool to adapt the con-
figuration software to consider fac-
tors such as geography, product, and
sales representative when calculat-
ing costs. “The Aurum configurator
ensures pricing and orders are accu-
rate,” says Lewis. “It has made the
approval process more efficient and
has reduced time-to-fulfillment. To-
gether, the Aurum sales module and
configurator software enabled us to
achieve our goal of seamless integra-
tion between sales and order entry.”

Integration game

There are a number of important
trends emerging in the CIM and prod-
uct configuration software market.
One of them is continued integration
between front- and back-office sys-
tems. “We are seeing the need for
fully integrated customer manage-
ment and configuration tools, based
on a common development language,
with seamless information flow be-
tween systems,” says EDS’s Liu.

Laurie Hood, a director at
Exactium, Atlanta, agrees. “Custom-
ers are interested in moving from the
back office to the front office by
implementing sales automation or an
interactive selling system that inte-
grates with their ERP application. The
key data that must be shared between
the front and back offices is specific
information about the product being
purchased. The product configurator
is uniquely positioned to provide this
information, while adding value as a
sales tool.”

“In 1999, the market space for cus-
tomer-integration management, prod-
uct configuration, and enterprise re-
sources planning will continue to con-
verge to meet the customers expecta-
tions for ‘customized’ products at
‘mass-market’ prices,” says Todd
Harper, manager of U.S. sales programs
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Print customer documents that look like the
millions you spent on your ERP application.

Make your customer touchpoint documents (invoices, purchase orders, etc.)
reflect your company’s professional image with JetForm Output Pak™ solutions
for ERP applications.

No custom programming. No report writers. No costly preprinted forms.

It’s a fast, easy and inexpensive way to produce personalized, customizable
documents that meet the requirements of your suppliers, customers and staff.

JetForm Output Paks for ERP applications — they’re going to look good
on you.

For more information on our specialized Output Pak solutions for your ERP application
or our upcoming Web seminars, call us at 1-800-JetForm or visit our Web site at
www.jetform.com/erp.
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