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Abstract

The advent of digital communications over the past 10 years has flooded employees with information. In today’s globally oriented workplace, workers also receive this information — via e-mail, instant messaging, the Web, research, internal documents, etc. — faster than ever before. Employees are significantly more mobile as well, and they increasingly depend on others across the world to help get their jobs done. In order to work efficiently and manage voluminous information, workers need consistently up-to-date tools and techniques.

Navigant Consulting, Inc. studied 22 companies of various sizes around the globe that have addressed these challenges by deploying some or all of the latest Microsoft Office System and Windows Mobile technologies. Through surveys and in-person interviews, Navigant Consulting found that the Microsoft software has been a significant asset to these businesses, boosting their growth with minimal additional investment. This white paper details with rich customer examples how some of today’s leading companies are sharpening their competitive edge by using the Microsoft Office System to improve business processes and help employees and teams dramatically improve productivity and efficiency while reducing IT support costs.
The paper also documents the steps and costs involved in deployment as well as the financial benefits to companies that have adopted the latest Microsoft products and technologies.
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Executive Summary
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Companies involved in this study have achieved higher productivity, improved business processes and reduced IT costs through adopting the latest Microsoft® Office System products and technologies. They have gained these benefits by enhancing the ways that workers around the world access and manage information and work in teams.

The business and financial benefits described in this paper reflect a combination of productivity gains, business process improvements and IT cost reductions. 

The study by Navigant Consulting, Inc. found that an individual could add 1.5 hours of productive time per day—or the equivalent of 375 hours per year—by using the Microsoft Office System and Windows MobileTM software. This increased productive time has created significant impact on customer service, purchasing decisions, product time to market, sales close rate and more. While not all of this time will be used to add value to a company’s bottom line, the companies studied by Navigant Consulting achieved an estimated average financial benefit of $2,500 per user from these productivity gains (See Figure 1). 

Most relied on automated deployment to keep costs down and found the software needed very little customization. Because of the low upfront cost, the payback periods were quite short — averaging only eight months — which means the software typically paid for itself within one budget cycle.

Overall, Navigant Consulting found that companies experienced the following results:
Productivity Benefits

Microsoft Office System products and technologies make it easier for information workers — individuals who create, use, transform, consume or manage information in the course of their work — to capture, organize and locate such information. Since these activities take nearly half of most information workers’ time, the time savings can be significant and generate productivity gains that help a company grow with few resource additions.

Business Process Improvements

Microsoft Office System speeds the flow of information within a company and supports faster, better-informed decision making. These benefits register not as productivity gains, but as improvements in the company’s key performance indicators. The companies studied were able to close sales faster, make better procurement decisions, speed up their product development cycles, improve customer service and more.
IT Benefits

Microsoft Office System products reduce a company’s total cost of ownership by allowing the IT department to provide better support with fewer resources. IT teams also appreciate how Microsoft Office System reduces the need to have a VPN in order for employees to connect remotely to corporate e-mail, and that it enhances online help. With Windows SharePoint Services, teams can control their own Web sites, reducing the demand for IT support services.

For example:

· A manufacturer saves U.S.$500,000 a year by reducing onsite supervision through the improved connectivity provided by Windows MobileTM software. 

· A pharmaceutical company reviews documents 83 percent faster and has shortened steps in the drug development cycle for life-saving drugs by 9 weeks using Microsoft Windows® SharePoint® Services.
· A financial services company cuts networking costs by U.S.$180,000 a year through the use of remote access features in the Microsoft Office Outlook® 2003.
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This white paper describes results from a number of individual companies to illustrate the range of potential benefits from this technology (see examples in Table 1). However, anyone considering this investment for their company should analyze the conditions and assumptions specific to their own business in the course of evaluating the Microsoft Office System capabilities. 

Introduction

The rapid growth of e-mail, instant messaging, Web conferencing, Internet sites and other modes of digital communication in the past decade is inundating employees with information.  
Information workers need up-to-date tools in order to efficiently access, prioritize and manage this onslaught[image: image4.emf] 

 

 — but many workers find the tools they are using today are inadequate. The result is information overload — workers feeling overwhelmed by too much information and their inability to use it effectively.

This white paper explores the results of a six-month study by Navigant Consulting, Inc. that investigated the benefits gained by 22 companies from adopting Microsoft Windows Mobile software and the following latest Microsoft Office System products and technologies: Microsoft Office Outlook 2003, the Microsoft Office OneNote® 2003 note-taking program, and Microsoft Windows SharePoint Services.
Benefits were derived from a survey sent to Microsoft Office System users at these companies as well as from follow-up interviews. The results are grouped into four sections:

· Productivity Gains describes how Microsoft Office System products can help make the everyday activities of individuals and teams easier and more effective. 

· Process Improvement discusses how companies have gained easier access to information and accelerated its flow, resulting in improved business processes in areas such as logistics, operations, sales, customer service and support.
· IT Benefits documents the cost of deploying Microsoft Office System solutions and the resulting improvements, such as reduced support requirements and networking costs, that IT departments can achieve.
· Financial Results summarizes the monetary impact among all of the companies studied using standard, industry-accepted methods of financial analysis.
Participating Companies

This study included a wide range of companies, from local service providers to large multinational corporations (see Tables 2 and 3). Case studies are available for each company; these provide detailed information about the company’s situation, the Microsoft products adopted to address the its needs, and the resulting benefits.

Company profiles are included in Appendix B.
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Productivity Gains

Because information is so important to business processes today, entry-level workers often have access to quantities of information formerly available only to top executives. A recent survey by the Information Work Productivity Institute found the average employee spends more than three hours each day processing work-related information.

At the companies studied by Navigant Consulting, the Microsoft Office System and Windows Mobile are helping information workers reach new levels of productivity with better tools to access information and simplify tasks. Table 4 presents the average amount of time saved by workers who are utilizing all of the available capabilities and functionality of the Microsoft Office System and Windows Mobile, according to aggregated survey results.  

The actual benefits will vary according to how long an individual spends working with specific software, which functionality is used, and on the baseline technology (for example, an older version of Microsoft Office). Typical benefits for the companies studied by Navigant Consulting are presented in Table 5.  

Personal Productivity

Microsoft Office Outlook 2003, Microsoft Office OneNote 2003 and Windows Mobile are each specifically designed to help people organize, access and share information quickly and easily. The average financial benefit from upgrading to Outlook 2003 is U.S.$390 annually per user. The average financial benefit from OneNote 2003 is U.S.$500 annually per user. 

Finding information

Information workers spend nearly a quarter of their day organizing and searching for information — no surprise considering the average worker receives 44 e-mail messages a day.
 New features in Outlook 2003 help users spend less time managing e-mail messages. On average, employees reported saving 15 minutes each day by using new features in Outlook 2003 designed to help them organize and prioritize e-mail messages.
A new program in the Microsoft Office System, OneNote 2003, helped users reduce their time spent managing notes by 68 hours per year, and these users are now 50 percent more likely to share notes with others. For example, at Point B Solutions Group, OneNote helped save up to 30 minutes per business meeting — a significant amount since Point B consultants attend an average of seven meetings each week. 

hhpberlin, an international fire safety consulting firm, chose a Microsoft Office Outlook 2003 solution to help consultants manage phone, fax and e-mail communications. Since implementing Outlook, employee utilization has increased by nearly 2 percent, generating an average of U.S.$1,500 per year in additional revenue per consultant. 

Prioritizing tasks

Outlook 2003 helps users keep track of their tasks and eliminate unnecessary distractions so they can complete tasks faster. For example, when receiving a high volume of e-mail messages, Outlook 2003 enables a user to flag the important ones, set follow-up deadlines and respond promptly to high-priority messages. The resulting benefits can be far-reaching as the speed of information flow in a company increases.

Mobile productivity

Two products that address the needs of mobile workers are:

· Microsoft Windows Mobile, which gives users 24-hour access to e-mail messages, Outlook calendar information and Microsoft Office files from their mobile devices; and
· Microsoft Outlook 2003, which enhances connectivity by letting users retrieve e-mail messages while offline using Cached Exchange Mode and also gives remote users the functionality of the Outlook client through Outlook Web Access (OWA).

On average, employees received the following main benefits:

· Increased productive time while out of the office by 40 minutes per day
· Responded to e-mails and made related decisions 50 percent faster
Ninety-three percent of these users found that Windows Mobile helps them stay on schedule, and 86 percent use their Windows Mobile-equipped phones to check and respond to e-mail messages.

At Lifetime Products, the world’s leading manufacturer of residential basketball equipment and polyethylene folding tables, the ability to check and send e-mail messages when away from their desks has helped mobile employees add at least one hour of productive time each day. "Our sales team takes those capabilities and builds it into what we do every day," Vince Rhoton, Lifetime’s VP of Sales says. His sales team is more efficient and effective in their e-mail messaging, calendar, and contact management. "We're taking care of more business with fewer sales managers in a more effective way. We respond faster than our competitors, so it is a major business advantage." 
Windows Mobile software allowed users to add hours of productive time to their work week, equating to a productivity benefit of U.S.$8,600 annually per user.

More efficient and impacting meeting notes 
The study found that new digital capabilities, are not just making it easier capturing and organizing notes, but workers are more likely to follow-up on action items and share the notes with others.  For example, OneNote has eliminated the need for many Point B consultants to type notes after project status meetings, or one-on-one interviews, saving up to 30 minutes per meeting. Meeting notes are better organized, completed more quickly, and can be found faster. Finding information faster improves productivity and helps add to the credibility of consultants. Point B Solutions Group consultants provide on-site project leadership services to help clients achieve their business goals.
Team Productivity

Among the companies studied, increased team productivity resulting from the use of Windows SharePoint Services together with Office 2003 yielded average bottom-line benefits of more than U.S.$370 annually per user. The software helped teams:

· Manage and track the status of tasks

· Share knowledge with team members

· Collaborate on documents efficiently

· Organize effective meetings
· Make informed decisions fast

· Produce and review documents quickly

· Complete projects ahead of schedule

Task management

Companies reported that the Office System provides an easy method of tracking team tasks. A team can keep lists of tasks, including an owner and deadline, on a Windows SharePoint Services team site that employees can access from any computer with an Internet connection. The task owner is responsible for checking and updating any progress. The entire team and any interested managers can always get a clear picture of current responsibilities.

Carson-Dellosa Publishing, for example, adopted the Office System to better manage its projects. In early 2005, Carson-Dellosa built its first e-commerce site in eight weeks, using Windows SharePoint Services to manage tasks and documents from a central location. Company managers said this phase of the project would have lasted at least 13 weeks, or more than 38 percent longer, to execute without the new solution. By quickly moving the e-commerce site into production, Carson-Dellosa is generating sales and revenue earlier than expected. With no advertising support, sales in the first month of operation were four times higher than expected. (See Figure 2)

Knowledge sharing and document collaboration

A survey of current Windows SharePoint Services users found that 74 percent think they can share information with their teammates faster using Windows SharePoint Services than with e-mail and phone messages. 

The Office System helps eliminate the need to use shared network drives by providing a central location for teams to store documents and a better way to schedule meetings.
With Windows SharePoint Services, team members:

· Always know where to find information

· Can access information from any computer

· Can easily control access

· View time availability of team members

· Schedule team meetings

· Accept or reject meetings from the inbox

Improved document collaboration tools are saving these companies an average of 150 hours of employee time per year. For example, survey participants said the version control and document check-in/check-out features in Windows SharePoint Services keep employees from working on the wrong version of a file at least once per week. 

Isotechnika, a Canadian biopharmaceutical research and development company, found that deploying Microsoft Office Professional Edition 2003 and Windows SharePoint Services improved its collaboration, resulting in 83 percent faster approval of clinical documentation and 33 percent less time spent developing clinical documentation reports. 

Analog Devices, a world leader in semiconductor manufacturing, now uses Windows SharePoint Services sites to collaborate on document reviews. Deploying this software has helped Analog Devices engineers review product manuals 70 percent faster, which in turn speeds time-to-market for its products. The Windows SharePoint Services site also helps improve version control and security of the product manuals through its enhanced document management capabilities, such as version history tracking and document workspace security. (See Figure 3)

Organizing meetings

Information workers spend an average of 5.6 hours a week in meetings, and 69 percent of workers think these meetings are not productive.
 Companies in this study reported that Outlook 2003, Windows SharePoint Services and OneNote are helping teams schedule, get better prepared for, shorten their meetings as well as share documents and notes more effectively.

Using a Windows SharePoint Services site to store the agenda and other content for status meetings, employees can view content and add to it at any time. The sites also can store minutes from past meetings and show action items in a task list that includes the responsible party and due date for each item. This readily available information keeps status meetings flowing smoothly and quickly.
An Analog Devices engineering team gathers status updates in advance using Windows SharePoint Services. The new system forces people to think about their updates before the status meeting and come prepared to discuss open issues. “The quality of information covered in the meeting is more valuable because people are better prepared and we can cover more products in a shorter time,” notes John Cowles, Engineering Team manager at Analog Devices. Status meetings are now 30 to 60 minutes shorter, saving between 200 and 400 total hours per year for each of the 13 to 16 people involved. 

How Benefits Were Measured

In some cases, the productivity gains described here allow companies to redeploy resources to other activities. In other cases, employees are using part of the time savings to accomplish more tasks in a day. The productivity gains can therefore result in a combination of lower costs and higher revenues.

The financial impact of higher productivity is measured by multiplying the time saved by the hourly cost of the worker’s time. This calculation assumes that the cost of a worker’s time is the minimum measure of the value that the employee produces, because over time, the average worker must produce value for a company greater than his or her cost in order for the company to survive. Also, since the worker’s time savings could be used for personal activities, the above method does not prove that higher productivity created benefits for the company in every instance.
Productivity benefits can be measured more accurately by determining the actual impact that value-added work resulting from a productivity improvement has made on an established business metric. In this case, the benefit to the company can be determined by measuring the change to the metric and calculating the value of that change (see Exhibit 1 for an example). 

Process Improvement
Beyond higher productivity, businesses involved in this study are benefiting from the knowledge management capabilities of Microsoft Office System technology (see Table 6 for examples). Better insight into workflow and better information flow between groups enable quicker decisions and faster business processes. Also, improved access to information is supporting better informed decisions and higher-quality products and services.
Navigant Consulting found that improved information management and availability through Microsoft Office System products enhanced the value-creating activities at each step in the value chain (see Figure 4). 

The primary value chain
 activities are:

· Logistics – Receiving and warehousing raw materials, distributing them to manufacturing, and distributing finished goods

· Operations – Transforming inputs into finished goods

· Marketing and Sales – Identifying customers and their needs

· Customer Service – Supporting customers after a sale is made

· Support Functions – Delivering information or services within the company

Analyzing the effect of Microsoft Office System products on key performance indicators at the participating companies allowed Navigant Consulting to determine the business impact of this technology. While benefits generally appeared in all departments at each company, key performance indicators were chosen based on the availability of information and the importance of the result for each company.

Customer evidence examples in this paper highlight some of the benefits companies received (See Table 6). These individual results are provided to illustrate potential benefits from Microsoft Office System technology.
Logistics

Improved connectivity and communication have allowed companies to improve inventory tracking. They are using this knowledge to improve store allocations for goods, reduce inventory write-offs and make faster purchasing decisions.

· Retailer Mydin Mohamed saved more than U.S.$600,000 per year by improving access to store inventory information. To speed the flow of information between the stores and headquarters, Mydin deployed Windows SharePoint Services to enable electronic posting of information requests and responses. The new electronic processes have helped Mydin’s purchasing team make quicker decisions and take advantage of more promotional opportunities from suppliers: promotional items now make up 20 percent of total revenues for the company.

· Manufacturer Lifetime Products estimates it saved U.S.$50,000 on a single purchase because executives used Windows Mobile-based devices to approve the purchase on the same day that they received the price quote. 

Operations

Improved information flow within a company allows product teams to complete their product development projects faster. By providing a central location for all product information, Windows SharePoint Services helps a team closely track its progress on tasks.  Microsoft Outlook 2003 and Windows Mobile provide better capability to access and organize the information.
· Isotechnika’s deployment of Microsoft Office Professional Edition 2003 and Windows SharePoint Services produced 83 percent faster approvals of clinical documentation and 33 percent faster development of clinical documentation reports. Isotechnika estimates that the solution could potentially help release the drug to market up to 18 weeks earlier than it could using its previous systems. Shortening a product’s time to market by 18 weeks would equate to an estimated benefit of U.S.$800,000 for this company.
Sales and Marketing

When producing a sales proposal for a particular customer, salespeople need to quickly find and organize information about the customer’s history as well as related pricing details. These employees also rely on mobile access to information from wherever they’re working. Many of the companies studied have used Windows SharePoint Services to give sales and marketing teams better access to information and communications, both internally and externally. This allowed sales teams to be better prepared for customer meetings and generate better informed proposals which improved their sales close rates.
Marketing teams need to stay in communication with customers and suppliers to ensure that new products meet customer needs. Marketers also need access to product documentation to produce marketing collateral. Many marketing departments are using Windows SharePoint Services to perform customer surveys. Also, the software’s document collaboration capabilities are helping them produce new marketing materials in less time. For example:
· Manufacturer AEP Industries uses Windows SharePoint Services to keep sales managers informed of pricing changes.
· Capgemini, a consulting services company, deployed Windows SharePoint Services to access proposal information. One sales group estimates it has accelerated response times by more than two weeks and improved its close rate by 1.6 percent, which results in 32 new business engagements annually. 
· Manufacturer Lifetime Products uses Windows SharePoint Services to centralize the storage of their most up-to-date marketing material, such as graphics or packaging design, which can save 10 people 20 minutes a week locating documents.
Customer Service

Using technology to manage information better and improve connectivity has enabled many of the organizations in the study to be more responsive to customers.

With e-mail rapidly replacing the telephone as the primary method of requesting customer service, companies increasingly rely on their e-mail client to help ensure timely handling of customer requests. Outlook 2003 enables an employee to identify customer-related messages that require immediate response and then quickly find related information to accurately resolve each customer’s request.
For many companies, these improvements have led to increased customer retention and more business through word-of-mouth recommendations from happier customers.
· Nordea Bank has shortened its response time to customer inquiries by 15 percent using the new capabilities in Outlook 2003. This improved level of service has a direct impact on retaining customers.
· Pinnacle Financial has improved its service to mortgage customers through new e-mail management capabilities of Outlook 2003.

Operational Support Functions 

Personnel performing support functions within a company depend on effective communication to ensure that all groups operate as efficiently as possible.

Among the potential benefits of improved communication:

· Accounting groups achieve a faster year-end close
· Finance departments can collaborate on financial models

· Legal departments can review contracts faster

· Human Resource departments can distribute information more efficiently
How Benefits Were Measured

Navigant Consulting interviewed employees from departments across each company to determine how improved access to information and increased transparency contribute to business process benefits. The business process benefits resulted from two main outcomes of the Microsoft Office System technology:

· Speeding the flow of information in a company speeds business processes and decision-making.

· Improved access to information results in higher quality decisions.

These outcomes can significantly improve a company’s performance. See Exhibit 2 for a sample calculation.
IT Benefits
While the IT department will benefit from the same team productivity increases as other teams in a company, it also has some special considerations. First, IT staff members are continually challenged to balance user support alongside their other responsibilities. Second, IT departments need to worry about the cost and effort of deploying and supporting new products and upgrading software already in service.
The increased self-service capabilities built into the latest Microsoft Office System technologies open great opportunities for IT staffs to spend less time on support duties and more time on higher-value projects. Plus, while many IT and business managers expect the deployment of Microsoft Office 2003 Editions and other Microsoft Office System products to involve high testing and management expenses, companies involved in the study discovered the actual deployment cost for Microsoft Office 2003 Editions was quite low: an average of U.S.$90 per user (excluding software licensing costs).

IT Support – Lowering Total Cost of Ownership

Many IT departments have found that Microsoft Office System programs are easy to support, and that upgrading to Microsoft Office 2003 Editions can help reduce current costs related to support and networking requirements. 

Reduced support requirements

Windows SharePoint Services enables individual employees and teams to manage their own Web sites without IT help. Site administrators can control access and permissions, and individual users fully control the content. As a result, IT staff can devote significantly less time to support and more time on new projects.

· Giordano’s human resources department uses Windows SharePoint Services to conduct an annual employee attitude survey that can be written, deployed and analyzed without any involvement from the IT department.

· Members of a product development team at Analog Devices who previously used an internal Web site to store materials, such as business analyses for International Organization for Standardization (ISO) certification review, can now publish their materials directly from any Microsoft Office 2003 program to a Windows SharePoint Services site. This saves valuable IT resources and enables quicker ISO reviews.

· HealthSTAR encourages employees to troubleshoot problems with Office Professional Edition 2003 programs on their own. Improved help capabilities, such as access to Microsoft Office Online, have reduced the number of IT support calls. The IT group estimates that employees’ use of the Microsoft Office Help feature is saving 150 hours of help-desk support time per year.

Reduced networking requirements

Many companies have reduced their networking needs and expenses by applying Remote Procedure Call over Hypertext Transfer Protocol (RPC over HTTP) technology, which uses standard Internet connections to send and receive e-mail messages. Improvements to Outlook 2003, including Cached Exchange Mode and an updated version of Outlook Web Access, enable users to work with e-mail messages more easily while out of the office. These capabilities allow IT staff members to efficiently provide remote access to employees and field fewer help-desk calls from users who are unable to access their e-mail accounts.

· Prior to deploying Microsoft Office Professional Edition 2003, Monex Financial Group thought it might need to increase network bandwidth at many of its branch offices. The IT department implemented RPC over HTTP as the standard interface to Outlook for users outside the corporate office, which significantly reduced network activity. This enabled Monex to keep many offices on Digital Subscriber Line (DSL) connections rather than switching them to more expensive T1 lines, resulting in a projected total cost savings of U.S.$180,000 per year.

· Mydin Mohamed has significantly improved its network speed as more processes move to Windows SharePoint Services. One major reason: Employees can now post large files on Windows SharePoint Services sites rather than sending them through e-mail. Mydin plans to expand from 17 stores to 27 this year with no need to increase its current network infrastructure.

How Benefits Were Measured

IT benefits represent direct cost improvements within the IT department—either reduced support requirements or reduced infrastructure needs. See Exhibit 3 for an example benefit calculation.

Deployment

When faced with the decision to implement a new technology, the associated cost is a major consideration for every company. The sections below describe key deployment considerations and experiences related to the various Microsoft Office System products.
Microsoft Office 2003 Editions

All of the organizations studied were upgrading from Microsoft Office 2000 or a combination of Microsoft Office 2000 and Microsoft Office XP. They had a variety of reasons for choosing to upgrade at this time, all of which fit into the following four categories:

· Have a specific need to address
· Appreciate the potential of the technology

· Prefer using the latest technology

· Already own the licenses and recognize the minimal effort required to upgrade

The speed of deployment varied, but 15 minutes was typically required to upgrade each machine; this held true whether the upgrade was performed by IT staff or an end user. Some companies chose to re-image the machines rather than use the Microsoft Office 2003 Editions install package. While this method has advantages in that the user gets a clean machine, it resulted in a higher average cost of deployment and additional issues regarding user state migration.

Two organizations in the study were upgrading to the Windows XP operating system at the same time that they deployed the Microsoft Office 2003 Editions. Since upgrading the operating system is vastly more complicated than upgrading only the Microsoft Office software, these companies were not included in the averages.

Microsoft Office 2003 Editions were deployed in many different ways, but the main differentiating factor was whether the software was deployed manually to each machine or automatically using management software.

Automated Deployment

Many companies in this study had the infrastructure in place to automate the upgrade to Microsoft Office 2003 Editions. These companies used software packages such as Microsoft Systems Management Server, or they used the group policy settings in Active Directory® directory services to push the software out to users’ computers.

Automated deployments were usually performed over a weekend to minimize disruption. Employees received an e-mail message asking them not to turn off their computers over the weekend so each machine would be available for the upgrade. Any computers not available during the initial deployment were updated the next time they were connected to the network. The speed of deployment depended on the network infrastructure, but typically, several hundred computers could be updated each hour.

Several companies used automated deployments in their main office environment and manual deployments for remote locations. In these cases, the remote employees were sent CDs and performed the installation themselves.

The average cost of automated deployment was U.S.$29 per user. This does not include the cost of the Microsoft Office 2003 Editions product licenses but does include planning, compatibility testing, packaging, IT support time and employee downtime during the deployment.

Manual Deployment

Companies that chose to deploy manually used a variety of techniques. Some manual deployments were performed by IT personnel, from either a CD or a network drive. Other companies relied on employees to upgrade their own machines.

The average cost per user for manual deployments was U.S.$55. This is almost double the cost of automated deployments, which reflects the additional IT and end-user time required.

Windows SharePoint Services

This service is included in the cost of the Windows Server™ 2003 operating system. The cost of deploying the service can vary significantly depending on the server hardware and user requirements: Simply turning on the service is not difficult, but providing end users with templates, tools and training requires some investment. Many companies hire software consultants to help set up Windows SharePoint Services sites by developing templates, providing end-user training or developing Web Parts (Web page sections that can be moved and reused) to display various information. The average incremental deployment cost of Windows SharePoint Services among companies in this study was U.S.$30,000.

Windows Mobile

Companies running Microsoft Exchange Server 2003 can support Windows Mobile-based devices with relatively little effort. The average deployment time was approximately 30 minutes per mobile device. The effort required to deploy Windows Mobile can vary significantly depending on the applications loaded, the mobile network configuration and the hardware used.

OneNote

Since this is a new desktop software program in the Microsoft Office System, no upgrade compatibility testing is required. OneNote can be deployed manually from a CD, a network drive, as part of a desktop image or automatically using a software management program such as Microsoft Systems Management Server.

Financial Results
This section summarizes the financial results of deploying Microsoft Office System products by using the traditional financial analysis metrics of payback, net present value (NPV) and internal rate of return (IRR). Navigant Consulting performed a detailed cost and benefit analysis at each company included in the study to derive these financial results.

All costs incurred to license, develop and deploy the solution are included. These categories cover hardware, software licenses, IT personnel and consulting costs. The benefits are based on productivity gains or changes to business metrics, as well as the resulting impact on financial metrics that the companies have either experienced or projected.
The financial returns are based on many assumptions specific to the companies involved. Actual returns from technology investments must be measured on an individual basis, and these numbers should not be taken as a guarantee that another company will be able to achieve them. 

One important note is that each financial metric in Table 7 indicates that Microsoft Office System products delivered a positive return on investment for the companies that participated in the business value studies described in this white paper. Companies performing their own financial analysis should expect similar results.

· Rapid Payback – The median payback period for the investments in Microsoft Office System products studied was eight months. In 88 percent of the deployments studied, companies expect to recover their investment in the Microsoft technology in less than a year.

· Significant Value per User – All organizations in this study realized direct business benefits from deploying Microsoft Office System products. The median NPV of costs and expected benefits was U.S.$1,200 per user.

· Meaningful Rate of Return – Median estimated IRR for these investments was 167 percent. 

For definitions of each of these measures and the context in which they are used, please refer to the Appendix section titled, “About this Report.”

Conclusions
· All of the organizations within this study that deployed Microsoft Office 2003 Editions have seen substantial productivity improvements. These benefits mostly stemmed from being able to organize, prioritize and search for e-mail messages much more efficiently than with previous versions of Outlook or other email clients.

· Windows SharePoint Services significantly improved team effectiveness at companies that deployed it. All types of departments were able to use the Windows SharePoint Services sites to share information between teams and organize meetings.

· OneNote 2003 is providing significant productivity improvements for companies. Many survey respondents think OneNote is the best new program available in the Microsoft Office System, and it often becomes users’ second-most frequently used application, behind Outlook.

· Windows Mobile is helping people stay productive while out of the office. Companies reported almost immediate payback from deploying Windows Mobile to employees who travel frequently, because it enables people to accomplish work during times that otherwise would be unproductive.

· The combination of the above technologies opens new productivity and collaboration scenarios with significant impact creating value across different departments

· Although unnecessary, user training can further increase the benefits of deploying these programs. Most of the companies studied did not provide any training for the new software, yet their employees still achieved substantial benefits. However, companies that did provide training saw a higher percentage of employees adopt new Microsoft Office features, and the resulting benefits reflected these higher adoption rates.

· IT departments found that upgrading to Microsoft Office 2003 Editions from Microsoft Office 2000 or Microsoft Office XP required minimal effort. None of the IT departments reported difficulties with compatibility of macros or add-ons, and almost all were able to automate the process using Systems Management Server or the Active Directory service.
Recommendations

The changing workplace has placed new demands on organizations and employees, but it has also opened up new opportunities. In order to maintain and increase their competitive edge, organizations should not consider information technology as a cost center, but as a strategic asset that helps achieve better business results. New software and technologies can help improve workforce productivity by reducing the challenges of today’s workplace. Some of the most common challenges being information overload and the hurdles of working together, whether across the hall or across the world. The statistical findings and anecdotal experiences of companies involved in this study affirm that the Microsoft Office System and Windows Mobile software can empower workers to be more efficient and more effective in attaining business goals, often improving not only bottom line profits, but also top line growth. These companies not only successfully adopted the solutions, but also provided the culture, and minimum training required to achieve maximum impact and a measurable return on investment – all best practices in such an implementation.
For More Information

For more information about Microsoft products that can help you be more productive, please visit the following Web sites:

· Microsoft corporate home: http://www.microsoft.com
· The Microsoft Office System: http://office.microsoft.com 

· Microsoft Office Outlook 2003: http://office.microsoft.com/outlook
· Microsoft Windows SharePoint Services: http://www.microsoft.com/WindowsServer2003/technologies/sharepoint
· Microsoft Office OneNote 2003: http://www.microsoft.com/office/onenote
· Microsoft Windows Mobile: http://www.microsoft.com/windowsmobile
For more information about the companies and their solutions highlighted in this white paper, please visit:

· http://www.microsoft.com/resources/casestudies/default.asp 
For information regarding Navigant Consulting Inc., and its Value Impact Analysis practice, please visit:

· http://www.navigantconsulting.com or

· http://www.ncivia.com
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Navigant Consulting, Inc.
, (NYSE: NCI) is a specialized independent consulting firm providing litigation, financial, restructuring, strategic, and operational consulting services to large companies, government agencies, and legal counsel facing the challenges of uncertainty, risk, distress, and significant change. The Company focuses on industries undergoing substantial regulatory or structural change and on the issues driving these transformations.

The Value Impact Analysis practice of Navigant Consulting, Inc. has been working with Microsoft for many years to help Microsoft quantify the impact that Microsoft products have on their customers. NCI has published reports and case studies on Microsoft Office, Microsoft Office Live Meeting, Microsoft Office Live Communications Server, Microsoft Windows XP, and Microsoft Windows XP Tablet PC Edition.

The Value Impact Analysis practice also works with individual companies to analyze their business processes and recommend solutions that can impact business results. The recommendations include expected changes to key performance indicators that can be tracked through the life of the project to measure its success.

Appendix A - About the Microsoft Office System Products

Microsoft Office Outlook 2003

Outlook 2003 provides an integrated solution for managing and organizing e-mail messages, schedules, tasks, notes, contacts and other information. It delivers innovations you can use to manage communications, organize your work and work better with others — all from one place.

Stay focused on important tasks

· Use Quick Flags to flag messages by priority or time sensitivity and find them in whichever folder they reside

· Automatically trigger alerts to remind or alert you when needed — such as when tasks are due or meetings are about to begin

· Prevent junk e-mail messages from cluttering your inbox with the Junk E-Mail Filter

Find messages easily with Search Folders

· Keep relevant e-mail messages together, without moving them to other folders
Access information anywhere

· Download messages and other Outlook 2003 data to your computer so that you can remain productive during network downtime with Cached Exchange Mode

Spend less time coordinating schedules

· Access shared team calendars in Outlook 2003 and view multiple calendars side by side to make scheduling meetings fast and more convenient
Microsoft Office OneNote 2003

OneNote 2003 gives you one place to store all your notes and the freedom to work with them how you want. OneNote 2003 combines the flexibility of paper notes with the efficiency and power of digital tools. Be more productive with OneNote 2003 anywhere you work with notes—in meetings, at your desk, or during presentations, classes, phone conferences and brainstorming sessions. 

Capture information in multiple ways

· Take notes anywhere on the page and they are saved automatically

· Record audio notes that are synchronized to your written notes

· Put pictures, text, and other information from a Web site, other Office documents, or a Pocket PC or Smartphone directly into OneNote and annotate right on top

Organize information easily

· Create as many notebooks, folders and pages as you need; customize them for how you work; and keep them all in one convenient place

· Search your notes quickly and find what you need without having to know in which notebook, folder or file you saved the information

· Create and search Note Flags to highlight urgent action items. Your important tasks and reminders will always be easy to find

Reuse and share notes

· Use your notes in other Microsoft Office System programs

· Send your notes through e-mail or publish them to a Web site or shared network drive

Windows Mobile

Gain real-time access to the information you need — anytime, anywhere. Products such as the Windows Mobile-based Pocket PC Phone have pocket versions of Microsoft Office Outlook, Word, and Excel to keep you connected and productive when away from the office.

Access your critical Microsoft Outlook data on your Windows Mobile-based device

· Microsoft Outlook E-mail: Triage messages quickly while on the go with full, rich e-mail messages — including attachments

· Microsoft Outlook Calendar: View your calendar in multiple ways, accept or decline meetings and more

· Microsoft Outlook Contacts: Keep your mobile device in sync with your desktop PC so you're never out of touch

· Microsoft Outlook Tasks: Add tasks to your to-do list when you think of them, even if you're not at your desk

· ActiveSync® technology: Keep all of the data on your Windows Mobile-based device in sync with your data in Microsoft Outlook

· OneNote: Take voice or handwritten notes, and sync them into Office OneNote for seamless integration of your ideas

Windows SharePoint Services

Windows SharePoint Services sites take file storage to a new level, providing communities for team collaboration and making it easy for users to work together on documents, tasks, contacts, events and other information. In addition, team and site managers can easily coordinate site content and user activity. The Windows SharePoint Services environment is designed for easy and flexible deployment, administration and application development.

Develop a team community

· Capture and share ideas, information, communication and documents

· Facilitate team participation in discussions, shared document collaboration and surveys 

· Access the site from both a Web browser and through software that supports Web services

· Easy check in, check out and version control of documents
Spend less effort finding information

· Find and communicate with key contacts and experts, both by e-mail and with instant messaging

· Search site content easily

· Receive alerts when existing documents and information have been changed or when new information or documents have been added
Appendix B - About the Participating Customers

Based in South Hackensack, New Jersey, AEP Industries is a global manufacturer of flexible packing with 2,800 employees and 17 locations worldwide.

Headquartered in Northbrook, Illinois, Allstate Investments manages U.S.$110 billion in assets for nation’s largest publicly held personal insurer.

Analog Devices is a leading global manufacturer of semiconductors based in Norwood, Massachusetts, with 9,000 employees and revenues of U.S.$2.6 billion.

Headquartered in Paris, France, Capgemini employs more than 60,000 people in 30 countries. Since 1967, the company has been providing information technology and consulting services worldwide.

Based in Greensboro, North Carolina, Carson-Dellosa Publishing and its 400 employees create classroom decorations, supplemental books, and other resources that aid teachers, parents, and students.

The City of Hamburg is the second largest city in Germany with a metropolitan area of more than 4 million people. It is the principal seaport and a major commercial, industrial, and cultural center.

Based in Tel Aviv, Israel, Comverse and its 4,600 employees provide software solutions enabling multimedia communications for more than 300 million mobile phone subscribers in 100 countries.

Headquartered in Hong Kong SAR, Giordano International Limited is a leading international retailer of apparel and accessories with 1,500 stores in 31 markets.

Headquartered in Woodbridge, New Jersey, HealthSTAR Communications is a leading healthcare marketing services network that helps its clients communicate more effectively with their customers.

Based in Berlin, Germany, with offices in Munich and Beijing, hhpberlin is an international fire safety consulting firm of Engineers, Architects, and Physicists that delivers custom fire safety solutions.

Headquartered in Edmonton, Alberta, Canada, Isotechnika is a biopharmaceutical research and development company with 90 employees.

Latham House Medical Practice serves the market town of Melton Mowbray and is the largest group practice in the country. It serves more than 34,000 patients within a radius of seven miles. 

Headquartered in Seoul, South Korea, LG CNS offers a complete set of IT services including consulting, system integration, system management, network integration, and business process outsourcing.

Lifetime Products, headquartered in Clearfield, Utah, is the world’s leading manufacturer of residential basketball equipment and polyethylene folding tables. 

Headquartered in Mexico City, Monex Financial Group is the largest currency exchange company in Mexico. In addition to currency exchange services, Monex provides investment services for companies and individuals.

Headquartered in Kuala Lumpur, Mydin Mohamed Holdings has 17 stores across Malaysia that offer a huge assortment of low-cost items.

Nordea is the leading financial services group in the Nordic and Baltic Sea region with approximately 276 billion euros in total assets and 29,000 employees. Nordea’s headquarters are in Stockholm, Sweden.

Headquartered in Orlando, Florida, Pinnacle Financial is an independently owned mortgage lender with 650 employees, providing more than U.S.$3.5 billion a year in home financing.

Headquartered in Seattle, Washington, Point B is a management consulting firm of 190 consultants who provide project management leadership to clients.

Headquartered in Brisbane, Australia, Roche Mining provides comprehensive mining services to customers around the world. The company has more than 2,000 employees.

Swisscom IT Services, a subsidiary of Swisscom AG, is a leading Swiss IT service provider with 2,100 employees based in Bern-Ostermundigen, Switzerland.

Headquartered in Naperville, Illinois, Tellabs is a telecommunications company that designs, develops, deploys, and supports wireless and wireline network solutions.

Appendix C - About this Report

To measure the business value at each company, Navigant Consulting, Inc. quantified the benefits and costs of utilizing Microsoft Office System solutions. Navigant Consulting conducted a survey and completed interviews at 17 organizations that have deployed one or more Microsoft Office System products. The companies represent a wide variety of industries and are located in North America, Europe, and Asia.

Participating companies were asked to distribute a survey to their Microsoft Office System users. This survey asked questions about how the employees use the Microsoft Office System products and how the programs affect their work. Respondents were asked to estimate any time saved due to the programs. After the surveys were completed, a Navigant Consulting representative traveled to each company to interview management personnel, IT staff and end users to get a complete picture of the company’s deployment process and confirm the results of the survey with end users.

Based on the survey results and interview responses, Navigant Consulting performed a quantitative assessment of the deployments to calculate the estimated financial benefits. Each company’s business processes were analyzed to determine the benefits achieved through the Microsoft solutions. The process benefits were mapped to explicit Key Performance Indicators (KPIs). The KPIs selected were operational metrics that in many cases were already being measured in the organizations. The following are some examples of KPIs used:

· Productivity – Amount of effort spent to perform an activity. An increase in productivity means more output can be achieved with the same headcount or that the same output can be achieved with lower headcount.

· Cycle Time – Time elapsed from the beginning to the end of a process. A reduction of cycle time results in earlier delivery of the process results.

· Close Rate – Ratio of successful sales to sales opportunities. An improved close rate results in increased sales and directly translates into higher revenues.

· Churn Rate – Percentage of customers that stop using a business service. This metric is often used as a measure of customer satisfaction. Reducing churn rates results in decreased marketing costs.

The change in each operational KPI was then expressed in financial terms. Navigant Consulting used standard project financial analysis methodology to factor in cost and benefits as well as determine financial metrics such as payback, internal rate of return and net present value.

Costs associated with hardware, software, deployment and training were included in the studies. Software and hardware costs are standardized to reflect a baseline state of acquiring new equipment and software for a given solution. For each customer participating in this study, standardized software costs have been applied, even if the software was already licensed under a Software Assurance or Enterprise Agreement license, so that the study results could be based on comparable costs. Financial results are likely to be more positive for companies that already license the Microsoft Office System products in the solution they are considering.

The business value studies contained in this white paper used three standard financial methods to measure the value of IT investments:
Payback period

Payback period is the length of time needed to recover the initial cost of an investment; in this case, in information technology solutions. Payback is calculated by summing the monthly financial benefits from the solution until the total equals the initial outlay. The number of months over which the project returns the initial cash outflow is the payback period.

Net present value

Net present value (NPV) is the difference between deployment costs and the value of deployment over a three-year period, adjusted for risk and the time value of money. If NPV is positive, the proposal is a good candidate for investment.

Internal rate of return 

The internal rate of return (IRR) is the expected return on the money invested for a specific project. If the IRR is greater than the firm’s cost of capital, deploying the Microsoft Office System solution will add shareholder value. 







Figure 1: Average Net Present Value per User�
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Table 1. Office System Reduces Information Roadblocks�
�
Information Roadblock�
Microsoft Office System Capabilities�
�
Working while out of the office�
Improve access to information anytime, anywhere�
�
Focusing on top-priority tasks�
Prioritize e-mail messages


Reduce unwanted e-mail messages


Track status of project tasks�
�
Decision-making as a team�
Organize productive meetings


Share information with teams�
�
Searching or waiting for information�
Organize and manage documents


Search through and share notes


Find coworkers�
�
Collaborating on documents�
Centralize document storage


Automate document versioning�
�






“In the past two weeks, I have been in Hawaii, China, Arkansas, Utah, and Houston. The verbal expectation of response to issues is within 24 hours, but the true level is much shorter, especially in the last twelve months. If a buyer sends me an e-mail, and I don’t respond within a couple of hours, then I am considered non-responsive.”


Richard Hendrickson, President, Lifetime Products�
�












Table 2. Participating Organizations by Industry �
�
Financial and Insurance�
Services�
Manufacturing and Retail�
�
Allstate – U.S.


Monex Financial Group – Mexico


Nordea – Finland 


Pinnacle Financial – U.S.�
Capgemini – U.S.


Carson-Dellosa – U.S.


HealthSTAR – U.S.


hhpberlin – Germany


Point B – U.S. 


Roche Mining – Australia�
AEP Industries – U.S.


Giordano – China


Lifetime Products – U.S.


Mydin Mohamed – Malaysia


Comverse - Israel�
�
Technology and Telecom�
Healthcare�
Government�
�
Analog Devices – U.S.


LG CNS – Korea


Swisscom AG - Switzerland


Tellabs – U.S.�
Isotechnika – Canada


Latham House Medical Practice – U.K.�
City of Hamburg – Germany�
�












Table 3. Participating Organizations by Size�
�
Microsoft Enterprise Customers�
Microsoft Midmarket Customers�
�
Allstate


Analog Devices


Capgemini


City of Hamburg


Comverse


Giordano�
LG CNS


Lifetime Products


Nordea


Roche Mining


Swisscom AG


Tellabs�
AEP Industries


Carson-Dellosa


HealthSTAR 


hhpberlin


Isotechnika�
Latham House Medical Practice


Monex Financial Group 


Mydin Mohamed


Pinnacle Financial


Point B�
�












Table 4. Productivity Benefits �
�
Capability�
Average Minutes Saved per Day�
�
Anytime Connectivity�
40�
�
Team Collaboration�
30�
�
E-mail Management�
14�
�
Note-taking�
8�
�
Total�
92�
�












“I receive too many e-mails everyday to file all of them right away. The Search Folders feature makes my life easier because I can always create a set of rules to select only the e-mails I need to look at. Outlook organizes the e-mails for me, so I don’t have to spend time doing it.”


Do Kyung Kim, Sales Representative, LG CNS�
�






“Microsoft Office System is more than just a group of integrated software tools. It is a productivity platform. The software is ideal for automating workflow and improving employee productivity.”


John Parkinson, Chief Technology Officer, Capgemini�
�






"Our employees are better organized to find needed information quickly. The response time to customer needs has been reduced substantially, which improved our competitiveness in the marketplace."


Roger Kipfer, Project Management Infrastructure, Swisscom IT Services�
�
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Figure 2. Carson-Dellosa improves project management
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Figure 3. Analog Devices improves status meetings





“Windows SharePoint Services is critical infrastructure to our project management. Without it, project communication would be much more difficult so that many projects would be more expensive.”


Jörn Riedel,Head  of IT-Strategy, City of Hamburg�
�









Exhibit 1. Productivity Scenario�
�
A company deploys Outlook 2003 and trains employees to organize messages more efficiently.�
�
(A) Number of employees using Outlook�
500�
�
(B) Average time spent organizing e-mail messages per week�
1 hour�
�
(C) Percentage of time no longer needed to organize messages�
50%�
�
(D) Average hourly cost per employee�
U.S.$40�
�
Productivity Benefit


(A x B x C x D)�
U.S.$10,000�
�
Typically, all employees will receive productivity benefits from Microsoft Office System software. Calculating the benefit in this way produces the minimum financial benefit.


Some of the time saved will be used to increase value-added activities at the company, resulting in a much higher value than the productivity benefit. For example:


Some employees are salespeople who use the time saved to make additional sales calls.�
�
(A) Number of salespeople�
100�
�
(B) Additional sales calls per salesperson per week�
1�
�
(C) Average revenue per sale�
U.S.$10,000�
�
(D) Average close rate�
30%�
�
(E) Additional revenue (A x B x C x D)�
U.S.$300,000�
�
(F) Average profit margin�
15%�
�
Additional Profit (E x F)�
U.S.$45,000�
�
While the productivity benefit is reduced by 20 percent, to U.S.$8,000 per week, the company receives an additional business benefit of U.S.$45,000 per week. This is a direct result of the improved productivity gained from using Outlook 2003.�
�









"The organization has been able to make significant changes in the business due to the increased efficiency levels it has achieved through the deployment of SharePoint Portal Server. Staff have been redeployed to handle different, higher level tasks – this ultimately enhances our service delivery to the patient"


Jeff Booker, Assistant Practice Manager and IT Manager, Latham House Medical Practice�
�












Figure 4. Generic Value Chain�
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Table 6. Business Benefits Across the Value Chain�
�
Business Area�
Microsoft Office System Improvement�
Business Benefit Examples�
�
Logistics�
Better communications between buyers and operations


Greater knowledge sharing for inventory information�
Mydin Mohamed saves U.S.$600,000 per year with fast purchasing decisions


Giordano uses improved market feedback to improve store allocations�
�
Operations�
Better document collaboration


Improved connectivity to key resources


More effective meetings�
Isotechnika cuts drug development cycle time by four months


Lifetime Products reduces supervision costs by U.S.$500,000�
�
Sales and Marketing�
Higher productivity while out of the office


More valuable customer feedback�
Capgemini improves its close rate by 1.6 percent


hhpberlin generates 150 additional proposals each year�
�
Service�
Tighter focus on priority tasks


Less time spent searching for information�
Pinnacle Financial reduces late customer responses by 95 percent


Nordea responds to customers 15 percent faster�
�
Support�
Improved knowledge sharing


Improved document collaboration�
AEP improves access to critical emergency procedures.�
�


















Logistics Needs and Benefits �
�
Logistics Needs�
Microsoft Office System Capabilities�
Benefits�
�
Access to inventory information at suppliers, warehouses, factories and retail locations


Communications between marketing, sales, procurement and operations�
Mobile communications 


Information sharing�
Lower procurement costs


Fewer inventory write-offs�
�






“The solution allows you to make better, more-informed investment decisions.”


Mark Cloghessy, Managing Director, Taxable Fixed Income Investments, Allstate Investments�
�






Customer Evidence Example: Logistics�
�
Windows SharePoint Services helps to improve store feedback at Giordano 


Giordano International Limited is using Windows SharePoint Services as a central location for communicating with its retail stores, which enables its buying teams to get improved feedback on local trends and explain variances in sales figures. In many cases, teams use this feedback to adjust allotments to stores and modify future product designs. “The improved communication from Windows SharePoint Services and Outlook allows us to make better product allocations between markets, which has helped Giordano raise the average selling price on our items and increase gross profit,” says Cody Chan, Regional Merchandising lead for Giordano. 


“Comments we receive from the stores on the Windows SharePoint Services site help us to pick the right colors and styles for each market,” adds Noel Ng, an assistant regional buyer for Bluestar Exchange, a division of Giordano. For example, Giordano had a jacket that was selling well in Hong Kong SAR and China but not Taiwan. In a comment posted to the buyer’s Windows SharePoint Services site, a store employee in Taiwan observed that the jacket resembled local school uniforms, so nobody wanted to buy one. The buyer acted upon that comment to immediately stop shipping that item to Taiwan and change the style of jacket for future shipments. 


�
�












Operations Needs and Benefits�
�
Operations Needs�
Microsoft Office System Capabilities�
Benefits�
�
Tracking equipment status


Collaborating on product development


Improving efficiency of meetings�
Team collaboration


Enhanced meetings


Mobile communications�
Faster time-to-market for products


Reduced workforce requirements


Improved product quality�
�












Customer Evidence Example: Operations�
�
Lifetime Products reduces supervision costs with Windows Mobile


Within the Metals division at Lifetime Products, Windows Mobile has helped boost output by 100 percent with only 10 percent growth in the number of employees. “Each of my production lines e-mails their status every two hours,” says Metals division Vice President Mike Pokorny.  “Before we walk in the door in the morning, we’ve already made decisions about what we are going to do.” With these updates, Pokorny can operate without off-shift supervision, eliminating the need for about 12 supervisors and saving more than U.S.$500,000 annually.�
�












Sales and Marketing Needs and Benefits �
�
Sales and Marketing Needs�
Microsoft Office System Capabilities�
Benefits�
�
Finding information for proposals


Locating customer information


Accessing accurate pricing information


Finding up-to-date product information


Staying connected anytime, anywhere�
Information sharing


Data collection


E-mail prioritization


Schedule management


Mobile communication�
Improved close rate


More proposals produced


Higher-quality marketing materials and promotions


More accurate pricing details�
�






“Our response times have gotten better, so our customers are happier. Outlook 2003 is one of the factors that help us respond faster to customers.”


Catherine Baldwin, Manager of Corporate Support Services, Tellabs�
�






Customer Evidence Example: Sales and Marketing�
�
Automated input to consulting proposals helps hhpberlin raise sales by U.S.$350,000


In 2004, hhpberlin issued nearly 800 proposals for new consulting projects. Each proposal required senior managers to spend an average of two hours locating an applicable template, entering the required information and coordinating with the accounting department to issue a new project number. These tasks left very little time for soliciting new projects to sustain and grow the business. hhpberlin needed a way to automate the steps involved in generating proposals so managers could be free to pursue additional consulting and more proposals.


The company’s new proposal system uses Microsoft Office Word 2003 and Extensible Markup Language (XML) to connect to back-end SQL Server™ databases that contain the relevant project, billing and customer contact information, then automatically populates the proposal template. The new system not only relieves senior managers of handling these tasks but also executes each step faster: Proposals can now be issued in approximately 30 minutes instead of two hours. “Our professionals were spending an inordinate amount of time generating proposals,” says Stephan Truthän, chief financial officer of hhpberlin. “With our Microsoft solution, we can respond to more proposals, generating revenue growth that we need to meet our goals.” With this time savings, hhpberlin expects to respond to more than 150 additional proposals this year and generating more than US$350,000 in incremental revenue.�
�















Customer Service Needs and Benefits �
�
Customer Service Needs�
Microsoft Office System Capabilities�
Benefits�
�
Track and prioritize customer requests


Access customer records�
Tracking of e-mail requests


Follow-up alerts�
Increased revenues


Improved customer retention�
�












Customer Evidence Example: Customer Service �
�
Pinnacle Financial loan officers use Quick Flags to improve customer service


Pinnacle Financial must provide superior customer service and communicate quickly and effectively during every step of the mortgage process, which is increasingly conducted via e-mail instead of phone. Thus, efficient e-mail management is critical to ensuring effective communications and a high level of customer service.


The Loan Servicing department of Pinnacle Financial receives constant requests from customers and investors for administrative updates regarding their loans. “We can provide better customer service because we are more organized with Outlook 2003,” says LaDonna White, senior vice president of Customer Service. “When customers send us a change request, we let the customer know when the request will be done, and we set a Quick Flag follow-up alert so that the request is completed on time.” To measure the quality of its responsiveness, Pinnacle tracks the number of times customers send a second e-mail message before they have received a response to their initial inquiry. The number of follow-up reminders received by some employees has decreased by almost 95 percent—from more than 400 reminders to about 25 per year.


�
�












Operations Needs and Benefits�
�
Operations Needs�
Microsoft Office System Capabilities�
Benefits�
�
Tracking equipment status


Collaborating on product development


Improving efficiency of meetings�
Team collaboration


Enhanced meetings


Mobile communications�
Faster time-to-market for products


Reduced workforce requirements


Improved product quality�
�






Customer Evidence Example: Operational Support�
�
AEP provides emergency response procedures with Windows SharePoint Services


AEP managers were relying on binders of printed instructions at the company’s 27 locations to provide guidance and outline procedures for dealing with emergencies. Human resources personnel updated the binders twice a year; if changes were required between updates, the department mailed new pages to each location. However, the local facilities frequently missed updates and made decisions without the proper information. AEP required a solution that could be updated efficiently and that was intuitive enough for everyday use. 


AEP replaced the binders with a Windows SharePoint Services site that always contains the latest emergency procedures. Plant managers are assured of having up-to-date materials in the event of an emergency, and AEP saves approximately US$8,000 per year from no longer physically producing and mailing the updates.


�
�






Exhibit 2. Business Process Scenario�
�
Situation�
�
A consumer products company deploys Windows SharePoint Services, and teams across the company begin using it to organize meetings and collaborate on documents. One particular team is responsible for producing the instruction manuals that accompany the company’s products.�
�
Manuals often rushed – low quality leads to lost revenues�
Not Quantified�
�
Delays in releasing product due to late manuals leads to lost revenues�
U.S.$100,000�
�
Solution�
�
The improved collaboration and task management capabilities of Windows SharePoint Services enables the team to consistently complete the manuals two weeks prior to the product launch and increase their quality.�
�
Benefit�
�
(A) Revenue gains from eliminating product launch delays�
U.S.$100,000�
�
(B) Revenue gains from improving manual quality�
U.S.$900,000�
�
(C) Additional revenue (A + B)�
U.S.$1,000,000�
�
(D) Average profit margin�
5%�
�
Additional profit (C x D)�
U.S.$50,000�
�
This benefit is the result of improved collaboration processes, enabled by Windows SharePoint Services, allowing the speed and quality of work to increase.�
�






“The improved Help feature in Outlook 2003 answers your question 99 percent of the time. Issues only take me 10 minutes to resolve, whereas before they would take 30 minutes.”


John Szajdecki, IT Manager, HealthSTAR Communications


�
�






“We chose Microsoft products because they are easy to deploy, easy to manage, and we can hire people that are already trained to maintain them.


Malik Bin Murad Ali, IT Manager, Mydin Mohamed Holdings �
�






Exhibit 3. IT Scenario�
�
Situation�
�
A company keeps a copy of the employee handbook on its intranet site. The handbook contains information such as company policies, benefits information, and various internal forms. The information in the handbook is kept up-to-date by the human resources department; every month, the IT department makes changes to the HTML code for the intranet site.�
�
Monthly time spent updating Web site �
100 hours�
�
Solution�
�
The company deploys Windows SharePoint Services and creates a site specifically for handbook information. This site contains all of the individual documents, a calendar of upcoming holidays and company events, and links to the company directory and other important resources. The human resources department can now maintain the site without IT support in the same amount of time that used to be spent checking the site for errors.�
�
Benefit�
�
(A) IT staff time saved�
100 hours�
�
(B) Cost per hour of IT staff�
U.S.$60�
�
Support cost savings (A x B)�
U.S.$6,000�
�






“After I completed the initial setup of the package, Systems Management Server was able to deploy the Office 2003 edition over our main office network with little intervention on my part.”


Carlos Perez, Systems Architecture Manager, Monex�
�






"With support requirements increasing, we needed a way to reduce complexity and provide a highly stable environment. With our upgrade to Microsoft Office System, we can now deliver e-mail services with significantly less help-desk and field support."


Erez Epstein, EDS, Global Service and Support Manager for Comverse �
�












Table 7. Microsoft Office System Products Demonstrate Significant Financial Value�
�
Traditional Measures�
Median�
Range�
�
Internal Rate of Return (IRR)�
167%�
16 to 1,100%�
�
Payback Period�
8 months�
1 to 27 months�
�
Net Present Value (NPV)�
U.S.$230,000�
U.S.$20,000 to $1 million�
�
Net Present Value per User�
U.S.$1,200�
U.S.$10 to $8,800�
�






Table 5. Personal and Team Productivity�
�
Information Worker Activities�
Microsoft Office System Improvement�
Typical Productivity Benefits�
�
Searching for information�
Easily organize and find e-mail messages, notes and documents�
Saved over 200 hours a year per employee by organizing and searching for information faster�
�
Prioritizing tasks�
Prioritize e-mail messages


Receive alerts for important items


Share task lists�
Eliminated status meetings


Responded to high-priority tasks more quickly


Saved time checking on status�
�
Working while out of the office�
Stay connected anywhere


Have remote access to e-mail messages and meeting calendars�
Added 40 minutes of daily productive time per employee


Made decisions faster�
�
Knowledge sharing�
Post information for team members�
Resolved issues faster


Reduced development cycle time�
�
Collaboration�
Post documents and task lists


Use automatic version control�
Eliminated duplicate work on document reviews


Ensured users worked only on the latest version of a document�
�
Meetings�
Share calendars


Post agendas, minutes and action items�
Improved meeting scheduling and preparation


Spent less time in meetings�
�












“We deliver on our promise[s], because Windows SharePoint Services enables us to approve documents in half the time as before.”


Robert Huizinga, Director of Clinical Research, Isotechnika�
�





















� Much of the data used in this report is proprietary and confidential to the companies that participated in the business value studies. In instances where specific data is linked to a specific company, permission has been granted to make this information public. In all other instances, the data sources have been grouped to protect confidentiality.


� IWPI Personal Information and Knowledge Management Report; Tom Davenport, February 2004.


� IWPI Personal Information and Knowledge Management Report; Tom Davenport, February 2004.


� Microsoft Office Personal Productivity Challenge, Microsoft Corporation, March 2005


� Porter, Michael E., � HYPERLINK "http://www.amazon.com/exec/obidos/ASIN/0684841460/quickmba" �Competitive Advantage:� Creating and Sustaining Superior Performance, 1985


� "Navigant" is a service mark of Navigant International, Inc. Navigant Consulting, Inc. (NCI) is not affiliated, associated, or in any way connected with Navigant International, Inc. and NCI's use of "Navigant" is made under license from Navigant International, Inc.
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