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Microsoft® Commerce Case Study
	Eddie Bauer

	Extending Products and the Brand to Online Consumers 
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[image: image3.wmf]Eddie Bauer is a casual lifestyle product retailer that has been a household brand since 1920. In addition to keeping its styles current, it has kept current with constantly changing marketing venues and with technology. To take advantage of the latest sales and marketing opportunity—customers on the World Wide Web—Eddie Bauer has selected Microsoft commerce solutions as its foundation for unique ways to reach and satisfy customers. 

The sale of high-quality clothing and other goods, backed by excellent service, has enabled Eddie Bauer to become one of the premier brand names in retail. But the multi-billion-dollar-a-year company is always looking to expand beyond its tried-and-true marketing channels—retail stores and catalog sales—that built the company since 1920.

When the Web arrived, Eddie Bauer began investigating how interactive media could help it reach new customers and retain loyal ones. The result is a successful Web site that runs on the Microsoft® Windows NT® Server operating system with Internet Information Server and Microsoft Site Server 3.0 Commerce Edition. Its Web site is helping Eddie Bauer increase sales and extend its brand image to many more consumers.

"Our original goal was commerce-driven—to sell goods online," says Judy Neuman, divisional vice president of interactive media at Eddie Bauer headquarters in Redmond, Washington. "Commerce is still key to our Web efforts, of course, but equally important are the opportunities for branding and the ability to develop one-to-one and one-to-mass communications with our customers. The Web is a very powerful medium and has become our third sales channel for expanding our business while complementing and enhancing the retail store and print catalog channels."

To get its feet wet in the online marketplace, Eddie Bauer created a “storefront” on America Online in 1995. To expand its options and the amount of control and flexibility it has with its online commerce, the company launched its Web site, eddiebauer.com, in August 1996.

From a Custom System to Site Server 3.0 Commerce Edition 

"When we first developed the site, there were few viable off-the-shelf solutions for Internet commerce that worked for us, so we created our own proprietary platform," Neuman continues. "What we learned quickly was that, despite the fact that the Web site was bringing in business, the platform we worked with had some restrictions in its flexibility and how scalable it was in terms of keeping pace with us as the Web business grew." 

Neuman and her team turned for help to Fry Multimedia, a multimedia development group in Ann Arbor, Michigan, which had done work on other successful online commerce sites. "After discussions with Fry, we decided that now, while there were other commerce packages out there, Microsoft offered solutions for the tools that were needed to create an effective commerce-enabled Web site and would be able to keep growing its own solutions to keep pace with our business."

Working with Fry, Eddie Bauer moved its Web business to Intel Pentium Pro processor-based servers that are managed by Fry Multimedia and use the tools available with Microsoft Windows NT Server and related products, including Site Server 3.0 Commerce Edition.

Site Server 3.0 Commerce Edition is a component of the Microsoft BackOffice® family that runs on Windows NT Server and Internet Information Server (IIS). A key feature of IIS are Active Server Pages®, which give developers an open, compile-free scripting environment for creating dynamic HTML that can be turned into compelling, commerce-enabled Web sites. It integrates with the Microsoft Internet Security Framework and Windows NT Server-based security features to support secured access and authentication for online customers. Site Server 3.0 Commerce Edition’s Order Processing Pipeline (OPP) helps manage the order process workflow with more than 30 default components that allow price look-ups, product and price promotions, inventory assessments, shipping and handling information, and other functions.

"Site Server has been instrumental in letting us create an online presence that really emulates the store experience," Neuman says. "It was important to us that we be able to apply the 'Retail 101' rules. For example, when a customer walks into a store and purchases an item, a store associate may try to 'upsell' by suggesting additional items. For example, 'You just bought a great pair of khakis, how about an Oxford shirt to go with it?' Using Site Server, we were able to create an attractive interface that gives customers all kinds of options."

Neuman adds that because the Windows® environment is easy to work with, it's very easy for Eddie Bauer staff to make Web site changes and enhancements, which are tested first on a staging server maintained by the company in Redmond. "We can do a lot of things very easily with the Web site without a lot of maintenance, which in turn gives our customers a very positive online shopping experience," Neuman adds. "Site Server gives us the flexibility we need."

"Site Server has been instrumental in letting us create an online presence that really emulates the store experience."

Judy Neuman

Divisional Vice President of Interactive Media

Eddie Bauer

Setting up Shop with Site Server Commerce Edition Tools

Site Server Commerce Edition also offers Sample Sites templates that businesses can use to set up custom commerce-enabled forms on their Web sites.

"Using the code from these templates, Fry created what we call the Catalog Order Blanks," Neuman says. "It's a very easy form for customers to use in tandem with the print catalog. It complements our other channels, because a customer can use it to order items from the print catalog. It's something we were going to build for ourselves, but Site Server gave us the tools to do it, and made it very easy to customize."

Neuman says that to protect customer confidentiality and security for credit card payments, the company currently uses Secure Sockets Layer, or SSL, technology on its server. She says that as development work on the Web site continues, Eddie Bauer may implement Microsoft Wallet, a cross-server payment technology that can be integrated into any commerce site. It is available as a Microsoft ActiveX® control for Microsoft Internet Explorer and as a Netscape Navigator plug-in, and secures credit or debit card information with password access. 


For More Information

For more information about Microsoft products or services, call the Microsoft Sales Information Center at (800) 426-9400. In Canada, call the Microsoft Canada information Centre at (800) 563-9048. Outside the 50 United States and Canada, please contact your local Microsoft subsidiary. To access information via the World Wide Web,
go to:

http://www.microsoft.com/

http://www.eddiebauer.com/
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"More than 50 percent of our online purchasers are new customers, so clearly the Web site has become an important part of our business," Neuman says. "It has allowed us to expand into a new channel, while giving us the means to extend our brand to online consumers.”

Neuman goes on to say, "The key thing is that we could not do this as well if the technology did not support our efforts. Site Server gives us the functionality that we need and makes the technology part of the effort a lot easier. And we know that it will grow with our site by giving us the depth and breadth of features without maxing out on the software. We're willing to partner with Microsoft and Site Server to keep ours a leading, premier Web site."

Visit www.eddiebauer.com today to see the technology in action.

Solution Overview


Industry 


Retail apparel and home furnishings


Scenario


Commerce - Direct marketing, Selling, and Services


Microsoft Products


Microsoft Internet Information Server 4.0


Microsoft Site Server 3.0 Commerce Edition 


Microsoft SQL Server™ 6.5 


Microsoft Windows NT Server 4.0


Hardware


Intel Pentium Pro processor-based servers


Partner


Fry Multimedia
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