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“The value of what it means to be Services Ready can be seen in the real results we get from every project with our partner. We are able to deploy the latest technologies with very little risk.”
Edward Lux, Vice President of Technology, ChemPoint
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Business Needs
Based in Bellevue, Washington, ChemPoint is the leading e-distributor of specialty and fine chemicals. With a staff of 200, the company provides services spanning sales, customer service, technical support, and order fulfillment to more than 10,000 companies worldwide. In 2008, ChemPoint reported annual revenue of more than U.S.$200 million.

ChemPoint prides itself on using the latest technologies to drive ongoing improvements to operations and customer satisfaction. And since its inception in 2000, the company has stayed true to this vision. “It has always been in our strategy to be on the cutting edge,” says Edward Lux, Vice President of Technology at ChemPoint. “What we have found is that if we deploy and adopt new technology early, we can get more value over time and grow our business with the technology as it matures.”

Following this strategy, ChemPoint maintains an extremely agile IT environment with a team of more than 50 IT professionals and developers. In close collaboration with the business, this team continually builds solutions that solve changing and emerging business challenges and requirements. When this team was significantly smaller, the release of Microsoft Office SharePoint Server 2007 provided ChemPoint with the opportunity to address and solve a looming question: How to provide employees companywide with a single screen that presented all the functionality and information they needed from the underlying enterprise resource planning and line-of-business systems. 

To build out such a solution, however, ChemPoint first needed to find a partner that could bring this specific technology expertise to its IT team.
Solution
To consolidate the functionality from its back-end systems into easy-to-use dashboards, ChemPoint engaged Microsoft Gold Certified Partner iLink Systems for its expansive knowledge with Office SharePoint Server. In fact, iLink is one of a select group of partners that holds a Services Ready competency for Portal and Collaboration Technology Planning and Deployment. This competency comes from extensive training from Microsoft Services and provides iLink with proven best practices and intellectual property on top of which it can develop solutions. 

Integrated Dashboards Overview

Working closely with ChemPoint’s business teams, iLink built a range of role-based integrated dashboards called iBoards, which draw on data from the Windows Server–based data warehouse at ChemPoint. Based on Office SharePoint Server, the iBoards consist of Web parts that use Microsoft Silverlight technology to improve the user experience and foster productivity. 

These iBoards cover roles including those for order-processing staff, customer service, industry representatives, market developers, and market analysts. And through integration services between the data warehouse and other systems, the iBoards provide all the tools to support the company’s order-processing workflow. When order-processing staff show up for work in the morning, their iBoards will present a prioritized list of their entire day’s work, which includes 40 to 70 orders that the staff need to place. A red, yellow, or green indicator shows the urgency of each item, which management staff can control to help streamline the entire process. When employees select an order, the related customer’s order history, contact information, and notes appear at the bottom of the screen. This screen also lists all upsell and cross-sell opportunities, helping ChemPoint staff to approach customer interactions proactively.

iBoards provide customer service staff with a similar list that includes any issues or open tickets. And with a dashboard that draws on ChemPoint’s business intelligence (BI) solution, management staff can quickly view any trends in customer issues through a visual timeline. “Overall, the iBoards culminate into a significantly improved customer experience,” summarizes Lux.
Benefits
By engaging iLink for their expansive and proven Services Ready knowledge of Office SharePoint Server, ChemPoint provides its employees with some of the most easy-to-use, tailored, and process-driven tools available. And since beginning the project, the company has seen tremendous results. 

Lower the Risk and Increase the Success of Working with the Latest Technologies 

By engaging with a Services Ready partner, ChemPoint was not only able to bring an innovative solution to the fingertips of its employees but it was also able to keep testing the limits of the solution with every build. Already, ChemPoint and iLink are working with the latest beta versions of Office SharePoint Server and Silverlight to push the iBoards solution even further. “The value of what it means to be Services Ready can be seen in the real results we get from every project with our partner,” says Lux. “We are able to deploy the latest technologies with very little risk. And if any issues do arise, the iLink team can take those issues back to Microsoft because they have that working relationship already established.” 

Make a Significant, Positive Impact On Business

The iBoards solution has enabled ChemPoint to drive productivity from the top down. For instance, company management predetermines all reports, key performance indicators, and metrics that staff members track for BI efforts, eliminating the need for these staff members to drill down into data and perform advanced reporting and analysis on their own. As a result, staff can better focus on the task at hand. Says Lux, “Because of the ease of use of iBoards, we have been able to achieve our goal of giving every employee an instant five years of experience—and I would argue that it is now more like 10 years.” 

Because the solution helps to foster an extremely productive work environment, ChemPoint has also: 

Cut order-processing time in half—from four to only two minutes. With 300 orders a day, this comes to a timesavings of more than 2,600 hours a year. 

Moved staff to value-added positions. Through the timesavings noted above, ChemPoint was able to relocate 25 percent of its order-processing staff to sales.

Achieve True Business Agility

Following an agile approach to software development, ChemPoint and iLink work together to drive continuous improvements to the iBoards. In fact, it is not uncommon for the company to roll out updated iBoards to live testing a day after a new requirement emerges, although the development cycle normally lasts anywhere from four to six weeks. Such results stem from iLink’s Services Ready competency which enables the company to stay adamantly focused on its customers because much of the intellectual property and best practices needed to deliver its solutions are already developed and come straight from Microsoft. 
Customer: ChemPoint


Web Site: � HYPERLINK "http://www.chempoint.com" �www.chempoint.com�  


Customer Size: 200 employees


Country or Region: United States


Industry: Wholesale and distribution


Partner: iLink Systems 





Customer Profile


Headquartered in Bellevue, Washington, ChemPoint has 200 employees and is the leading e-distributor of fine and specialty chemicals.





Partner Profile


iLink Systems is an ISO-certified, Microsoft technology–based software solutions provider to firms ranging from startups to Fortune 50 companies. For  more information about iLink Systems, go to �HYPERLINK "http://www.ilink-systems.com/"��www.ilink-systems.com�.





Software and Services


Services


Portal and Collaboration Technology Planning and Deployment


Microsoft Office


Microsoft Office SharePoint Server 2007


Technologies


Microsoft Silverlight





Microsoft Services


As the consulting, technical support, and customer service arm of the world’s leading software company, Microsoft Services enables the successful adoption, deployment, and use of Microsoft solutions and technologies for all customers.





For more information about Microsoft Services, go to: 


�HYPERLINK "http://www.microsoft.com/microsoftservices"�www.microsoft.com/microsoftservices�
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