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Abstract

This white paper presents the experience of several sales organizations around the globe that have addressed the challenges of increasing customer satisfaction, sales, and sales force productivity by deploying Windows Mobile® powered solutions. Each of these companies profiled gained business value through reducing the sales cycle, replacing paper-based processes, or gaining more timely analysis and reporting of data.
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Executive Summary

The global work force is becoming more mobile. Selling has never been more challenging. Competition for every customer is fierce. Customers expect highly knowledgeable sales staff to deliver personalized service. Data has proliferated in back-office Enterprise Resource Planning (ERP) and Customer Relationship Management (CRM) applications, while many sales activities still must be performed on the road, sitting across from the customer, and away from the home office. Lack of timely remote access to information and delays in initiating the ordering processes can lead to lost opportunities and lost sales.
To meet customer expectations and increase sales productivity, organizations are finding that they must provide information to their sales force even when out of the office. A number of companies are applying Windows Mobile® powered solutions to enable field sales staff to use the full power of enterprise information and analytical tools while away from their desks. Windows Mobile powered solutions are designed to help provide sales organizations with the following benefits:
· Increased sales

· Improved sales force productivity

· Increased customer satisfaction
This white paper describes how some companies are realizing significant value by deploying Windows Mobile powered solutions to their sales force. Several examples include overviews of the organizations’ business needs, the deployed solutions, and the resulting benefits. An appendix provides customer descriptions and links to case studies.
Introduction
The world of work has evolved beyond the confines of the office and now requires on the go access to data, colleagues, customers, and suppliers. Independent market analyst IDC estimates that as many as 878 million workers worldwide, or approximately 27 percent of the work force, will be considered mobile workers by 2009.

Sales organizations across many industries are being increasingly challenged by sophisticated customers demanding higher levels of personalized service and greater value. To maximize the returns from its sales force, companies must strive to:
· Increase sales force productivity
· Reduce the sales cycle
· Provide the sales force with remote access to customer and product information
Many companies have invested heavily in technology such as ERP and CRM systems to facilitate the customer management and sales process. However, many sales groups still spend a large proportion of their time with customers away from the home office. Many organizations have struggled with providing information and tools to their mobile salespeople, resulting in longer sales cycles due to the unavailability of information where and when it is required. Sales force productivity is further reduced by spending time at the home office or communicating with support personnel to access required information.
Windows Mobile powered solutions have been successfully deployed to meet the needs of sales organizations around the globe. Returns on investment are being achieved because of the ease of use of mobile devices with a familiar operating system interface, ease of integration with back-office systems, and enhanced security capabilities.
Impact of Windows Mobile in Sales Organizations
To succeed in increasingly competitive markets, companies everywhere must provide the right tools to their salespeople. Some of the most pressing challenges faced by sales organizations today include:

· Shortening the sales cycle

· Increasing customer sophistication and expectations

· Greater volume of data to be captured, analyzed, and reported

A survey of 2,300 sales executives conducted by sales methodology firm Miller Heiman and CRM developer Pivotal found that, in many sales organizations, goals, practices, and technologies are not aligned, resulting in reduced sales force productivity.
 Most of the survey respondents felt their business models were fundamentally under attack, with two-thirds saying they are under increasing pressure to discount, and 64 percent claiming their industry is becoming commoditized. Perhaps most troubling is that fewer than 40 percent of respondents felt their organization collects customer data with reliable accuracy, and nearly 70 percent say their sales cycles are lengthening. 
Many companies are responding with investments in CRM and ERP systems. However, a sales force in the office accessing the database is a sales force not out selling. Companies are beginning to realize that, in order to meet their selling challenges and increase the productivity of their sales force, they must invest in mobile sales solutions. A study by Frost & Sullivan, “Mobile Sales Force Automation Markets,” predicted that CRM license revenue from mobile sales force automation (SFA) solutions would increase from U.S.$169 million in 2004 to $293 million in 2008. Of these revenues, the wireless mobile SFA applications were expected to grow almost sixfold, from $20 million in 2004 to $115 million in 2008 (see Figure 1).
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 are designed to help companies generate business value in the following ways: 
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Examples of Windows Mobile Powered Solutions in Sales Organizations 
Windows Mobile powered solutions are designed to help firms to achieve increased profitability and strong returns on investment. Some firms have achieved significant benefits from applying mobile solutions to reduce the sales cycle and improve their sales force’s productivity with remote access to back-office data. In addition, in some cases, customer satisfaction has increased with the use of mobile solutions. 
Reducing the Sales Cycle
Many businesses are struggling to reduce lengthening sales cycles. Inability to close the sale quickly can open the door to competitors or adversely affect the customer relationship. Windows Mobile powered solutions help provide the sales force with necessary information remotely and in a timely manner. This enables orders to be taken from the customer’s location without delays for information requests.
	Table 1. Windows Mobile Helps to Enable Sales Cycle Reduction

	Companies have deployed Windows Mobile powered solutions to help reduce the sales cycle.

	Company
	Issue
	Solution
	Benefits

	Russ Berrie and Company designs, develops, and distributes teddy bears and other stuffed animals, baby gifts, and development toys around the world. 
	The company’s mobility solution had become old and unsupported. The organization needed a new solution that provides sales representatives with access to detailed product information to enable them to order items more efficiently from the field.
	Russ Berrie rolled out Windows Mobile 2003 software for Pocket PC and Aspin MiniSell mobile sales force automation software. The solution calls up accurate product and customer information from back-office systems, and guides the user through the order process quickly and easily.
	· Increased sales staff productivity

· Improved customer service 

· Improved shipping and product turnaround times 

· Improved accuracy of data capture 

· Reduced communications costs

	BIC Chile, a subsidiary of BIC Corporation, is based in Santiago.
	Sixty percent of sales orders were processed manually. BIC Chile wanted a mobile computing solution for sales representatives to optimize the sales order generation process and improve the collection process. 


	BIC Chile deployed a sales order application on Pocket PCs running Windows Mobile 2003 that synchronizes with a Microsoft® SQL Server™ database running on the Windows Server® 2003 operating system.
	· Improved productivity
· Reduced sales cycle time from five days to minutes
· Reduced operating costs 15–20 percent
· Improved customer service
· Increased sales data reliability


Russ Berrie - For years, gift manufacturer Russ Berrie and Company has understood the importance of using mobile technologies for field workers. However, the company's mobility solution had become old, unsupportable, and restrictive in the information that it could provide to users. Russ Berrie also wanted a more modern process environment for data in its back-office systems. For field operations to be compatible, the company needed to migrate to a different mobility platform. 
“We wanted to find a cost-effective solution that provided users with more information at a glance, and to help them become more flexible and efficient," says Lisa D'Andrea, IS Support Desk Manager, Russ Berrie and Company. "We needed software that wouldn't tie us to one type of hardware. We also wanted to take advantage of new devices."
Solution 

Russ Berrie contacted solution provider Aspin Management Systems to develop a new order capture product based on Aspin MiniSell mobile sales force automation software. Running on Windows Mobile powered Pocket PCs, MiniSell provides up-to-date information, such as customer and stock details, to field workers, and helps them rapidly process sales orders. 

When users log on to MiniSell on their Windows Mobile powered Pocket PCs, they are guided through a menu offering information access or transactional options. Nathan Aspin, Sales Director, Aspin Management Systems, says, "A user can access a customer's history, reports, orders, or contact details. But, importantly, each rep only gets information that is relevant to the territory [in which he or she operates] or, if a team manager, the reps [he or she manages]."

A CompactFlash bar code scanner on the Windows Mobile powered Pocket PC enables the user to scan bar codes on product packaging or printed in the product catalog. This automatically brings up a product's details. D'Andrea says, "The application not only provides [salespeople] with customer credit and stock status information at their fingertips, but [it] also assists them in securing a sale."

Benefit: Boosts Efficiency and Saves Time 

Various product search options help users find the information that they need quickly and efficiently. And the bar code scanning function enables them to access product details in a fraction of the time that it takes to input a product number on the screen.

The solution significantly speeds up shipping and product turnaround. Orders are sent automatically to the JD Edwards ERP system, eliminating the need for information to be transferred over the phone or written down on paper, where errors are often likely to creep in. "Our system is close to being 100 percent accurate now," says D'Andrea.
Benefit: Provides Greater Information Access for Better Customer Service 

The MiniSell application running on Windows Mobile powered Pocket PC gives users mobile access to more product details than ever before. With continuous access to up-to-date information, salespeople can make more informed visits to their customers. D'Andrea says, "Reps have information [in their possession] that significantly influences business transactions, such as what a customer owes and how large [the] last order was. This is extremely valuable for [sales reps], enabling them to provide a more personalized service."

When customers have questions about products, stock levels, or orders, salespeople can provide the answers immediately. "They don't have to call customer services or get back to the customer later with a response. The answer is right there, at their fingertips," says D'Andrea. "Our customers are also impressed that Russ Berrie uses such state-of-the-art technology. It gives us credibility as a service-oriented organization, and sets us apart from our competitors."

Benefit: Cuts Company Costs 

Russ Berrie has quickly seen the cost savings of its technology transition. A reduced number of telephone calls and the use of the Internet to send and receive data have led to a significant reduction in communication costs.

Says Aspin, "The European reps had to dial in with … Telxon devices at international call rates. Considering there are more than 100 reps in Europe, this was quite expensive. MiniSell uses the Internet and encrypted [e-mail] to send and receive data, which is only the cost of a local call regardless of location."
BIC Chile - While some BIC Chile customers placed their orders with Electronic Data Interchange, 60 percent ordered through the company’s 10 sales representatives in the field. These employees relied on a cumbersome manual process for generating, verifying, and processing sales orders, resulting in an unacceptably high level of errors. 
“We have approximately 2,000 orders a month for the whole company, and about 1,200 of these are placed manually,” says Octavio Carreño, Information Technology Supervisor at BIC Chile. “Of these, 35 percent had some kind of error, resulting in an average of 420 returned orders per month. Each returned order consumed at least one day to work through the process of issuing a credit note.

“Not only was it time-consuming for the sales representatives to fill out forms at the office, but we [also] were paying for double data entry,” says Carreño. “Paper-based processes with different people handling the data are time-consuming and add up to a high error margin. We needed to automate our sales order process to increase sales representatives’ productivity, lower the cost of operations, and improve the reliability of our sales order data.”

Solution
BIC Chile worked with Microsoft Certified Solution Provider Ignus Information Technologies to develop a mobile application for HP iPAQ 2210 devices running Windows Mobile 2003 software. “We developed a mobile sales order solution to optimize and automate the sales order generation process and improve the collection process,” says Carreño. “We expect to eliminate the issuance of credit notes due to faulty customer information or errors in the manual generation of sales orders.”  

Before leaving for a customer visit, sales representatives update their Window Mobile powered Pocket PCs with current product and customer data. During a customer visit, a representative can input sales orders directly into the mobile application and upload them remotely, using a cell phone modem and General Packet Radio Service. Or the representative can synchronize the order using Microsoft ActiveSync® 3.7.1 technology for Windows Mobile powered Pocket PCs. The mobile application generates a flat file, which is verified against a Microsoft SQL Server database running on Windows Server 2003, using an existing BIC Chile data validation system. Once the order data is verified, the system loads it into JD Edwards for processing. 
Benefit: Enhanced Productivity

Armed with Windows Mobile powered Pocket PCs loaded with the latest product and customer information, sales representatives can check a potential order against current inventory levels or access the latest customer information to provide prompt, individualized service. 

Instead of taking time filling out sales order forms, representatives can be on the road drumming up new business, and the data-entry staff member can spend her time more effectively validating the data consistency process. And because Windows Mobile 2003 software for Pocket PC is a rich, extensible foundation for application development, BIC Chile can enhance the solution to further improve sales representative productivity without spending a lot of money. 
Benefit: Reduced Operating Costs, More Reliable Data

By automating sales order collection and data validation, BIC Chile expects that the mobile sales solution will help the company reduce order processing costs by between 15 and 20 percent. “This is a conservative estimate based on eliminating double data entry and significantly reducing sales order errors,” explains Carreño. “It’s hard to quantify the value of eliminating several days a month in nonproductive work such as issuing credit memos.”

Replacing Paper-based Processes
Many companies rely on sales and ordering processes that use paper-based forms. These processes typically require handoff and handling of forms by several people. Delays in handling and processing, as well as transcription errors, typically plague these paper processes. Windows Mobile powered solutions are helping companies to replace paper-based processes with automated ones that can capture customer data and order information, and update back-office systems without manual intervention. Companies are enjoying increased productivity, data quality, and customer satisfaction from the automated processes.
	Table 2. Windows Mobile Helps Enable Replacement of Paper-based Processes

	Companies are automating processes with Windows Mobile powered solutions.

	Company
	Issue
	Solution
	Benefits

	Hillarys is a leading made-to-measure blinds specialist in the United Kingdom. It has sales of more than £85 million (approximately U.S.$159 million) a year and a 23 percent share of the domestic made-to-measure blinds market.
	Manual order capture and processing led to inaccurate information and further chasing of orders and payment queries.
	Microsoft partner Fujitsu Services developed a mobile application called Sales Advisor Mobilisation. It is based on Windows Mobile software for Pocket PC Phone Edition, running on personal digital assistants.
	· Reduced data entry

· Increase annual sales by £1.1 million (U.S.$2.05 million)

· Improved customer satisfaction

· Predicted cost savings of £250,000 (U.S.$467,571) a year

	Wolters Kluwer Health specializes in health-related publishing.
	Wolters Kluwer Health wanted to replace paper-based inventory and ordering processes with automated technology that would allow sales representatives to focus more on sales activities.
	A Windows Mobile powered sales solution built on the Microsoft .NET Framework allows sales representatives to look up account, contact, product, and order history information, as well as place orders, on their Windows Mobile powered Pocket PCs.
	· Improved customer service
· Increased productivity
· Increased sales


Hillarys – The company is a leading made-to-measure blinds specialist in the United Kingdom, with sales of more than £85 million (approximately U.S.$159 million) a year and a 23 percent share of the domestic made-to-measure blinds market. Hillarys employs around 1,000 people. In addition, 800 self-employed advisors visit customers in their homes to provide guidance on the company’s range of blinds, awnings, and canopies; take orders; and measure windows. When the blinds have been manufactured, the advisor returns to customers’ homes to fit them. Each week 8,500 orders are processed and 25,000 individual blinds are measured, made, and fitted.

Until recently, field advisors filled out a paper form for each order and posted it to the head office. David Lewis, Director of ICT at Hillarys, says, “This created at least a four-day delay from the time an order was taken to the time that it was captured at head office. Someone would then have to manually input the order and payment details [into] the system.”

Because the forms were handwritten, details were sometimes prone to errors and misinterpretation. “Manual order capturing and processing led to inaccurate information and amounted to more chasing of orders and payment queries than we were happy with,” says Lewis. “We process 8,500 orders a week and had order queries on around 20 percent of those orders. Considering the average time to resolve a query is four days, it affected our ability to consistently deliver our promises.”

Solution

Hillarys worked with Microsoft partner Fujitsu Services to develop a solution based on Windows Mobile software for Pocket PC Phone Edition running on personal digital assistants (PDAs). Called Sales Advisor Mobilisation (SAM) and running on Vodafone Qtek 2020 devices, the solution offers two-way communications from the PDAs to the back office, integrating seamlessly with the organization’s existing SAP ordering and scheduling system. 

Using SAM, advisors access their daily schedules on their PDAs, including customer details, timing, and the nature of appointments. “Customer and appointment information, which is gathered centrally in our call center, is sent to the advisors’ devices daily. The automated allocation is based on their location, availability, and specialist skills,” says Lewis.

The device leads the user through the sales process. Using a series of drop-down menus and pick lists, the user captures information about window size, product type, and other special instructions. Complex pricing and promotion information is retrieved from a local Microsoft SQL Server 2000 Windows CE Edition database to ensure that the customer gets the best deal. “The user can then give the customer a quote, which they can print out on a portable printer, or take payment with credit or debit card. The device submits credit card information to the bank for on-the-spot authorization,” says Lewis.

The order is sent to the head office and automatically uploaded into the SAP ordering system, eliminating the risk of processing errors associated with handwritten forms.

Benefit: Increased Revenue by More than £1 Million

Lewis says the mobile solution will help drive incremental sales growth. “Results from the pilot [project] have demonstrated sales opportunities of around £1.1 million [U.S.$2.05 million] a year as a result of improved accuracy in the pricing of blinds and because fewer customers ask for a discount. The system calculates the price automatically, which is more effective than a manual system,” he says. 

Benefit: Blinds Fitted at Customers’ Convenience
The introduction of Sales Advisor Mobilisation supports better customer service in multiple ways. Field advisors get to their appointments promptly, pricing is more accurate, debit and credit card transactions are more secure, and blinds are fitted on time. More than 50 percent of blinds are now fitted within 14 days. In addition, payments processed using the PDA offer the customer a more secure service than a paper-based process. 

Benefit: Annual Cost Efficiency Savings of £250,000

Hillarys has greater visibility of incoming orders, and the organization can more effectively balance income with advertising and direct labor costs. “As the volume of blinds processed using SAM increases, we see savings in a number of key areas—from order processing to finance to diary management and distribution,” says Lewis. “We expect that we will achieve return on investment during the first year of rollout and deliver net cost savings of around £250,000 [U.S.$467,571] a year.” 

The increased accuracy of advisors’ appointment information means fewer wasted journeys and considerably less paperwork for them to complete at the end of each day. Lewis says, “Based on the pilot project, we estimate that the average advisor will realize personal cost savings of around £700 [U.S.$1,309] a year and earn incremental commission of up to £2,000 [U.S.$3,740] a year.”

Wolters Kluwer Health - The Professional and Educational division of Wolters Kluwer Health employs more than 100 sales representatives who provide sales assistance and support to more than 700 educational, professional, and institutional customers. The representatives’ procedures for inventory control and bookstore order generation had consisted primarily of paper-based processing: filling out order forms, tracking inventory by hand, and manually typing that information into notebook computers, which then could upload the information to a central system for processing and order fulfillment. 

To make the processes for ordering and taking inventory more efficient for its sales force, Wolters Kluwer Health needed a mobile sales application that would put customer-related data and product information at the fingertips of sales representatives and save them time by eliminating duplicate data-entry requirements. In addition, more efficient procedures for orders and inventory processing would increase sales and improve overall service to customers.
Solution

Wolters Kluwer Health selected Database Solutions, a leading information technology consulting firm and a Microsoft Certified Partner, to help build and deploy a mobile sales force solution. The solution, called Mobile Reps, is an information management tool that gives sales representatives on-site access to customer and product information as well as remote order placement and inventory control capabilities. 

Wolters Kluwer Health is implementing Mobile Reps in phases. 

Phase 1, built using the Microsoft eMbedded Visual Basic® development system version 3.0, gives sales representatives the functionality to look up account, contact, product, and order history information, as well as to place orders directly from their Windows Mobile powered Pocket PCs. Now that sales representatives can input the information directly into a Windows Mobile powered Pocket PC while they are working with the customer, they no longer have to transcribe orders from paper to notebook computer. They enter information into a SalesLogix database (Microsoft SQL Server 2000 Desktop Engine) and then synchronize their notebooks with the master SalesLogix database (SQL Server 2000) at corporate headquarters. 

For Phase 2, DSI upgraded its development tools to the Microsoft .NET Framework, an integral component of Windows that provides a programming model and runtime for Web services, Web applications, and smart client applications, and the .NET Compact Framework for Pocket PC–based development. With the .NET Framework, DSI was able to create one core set of libraries and then reuse the same code in both the Windows Mobile powered Pocket PC environment and the desktop environment. This streamlined the development process considerably. In addition, the Framework has improved the overall stability of the application and has increased the Windows Mobile powered Pocket PCs’ capabilities for monitoring memory, power, and storage space usage. 

In addition to enabling information access and order placement directly from the Windows Mobile powered Pocket PCs, Phase 2 makes it possible for sales representatives to use their Windows Mobile powered Pocket PCs to scan product bar codes for inventory purposes, saving each representative several days of manual data entry per account annually. Phase 2 also gives sales representatives an additional suite of tools for looking up products and managing the inventory process. 

In Phase 3, DSI and Wolters Kluwer will design Mobile Reps to work with SalesLogix version 6.x. The added functionality will expand information lookup functions, add new inventory capture capabilities (specifically, the ability to use multiple Windows Mobile powered Pocket PCs to record inventory and have them coordinate data input through infrared or wireless), and extend support for additional devices such as Tablet PC.

Benefit: Better Customer Service 
Wolters Kluwer Health maintains key values that focus on a customer-centric approach to business. By arming its sales force with a dynamic mobile solution, the organization has put critical customer and product information at the fingertips of sales representatives. Together with enhanced inventory functionality, this access to information gives sales representatives more time to spend on selling and customer service. With Mobile Reps, sales representatives are upholding the organization’s values while exceeding customer service goals by providing new products more quickly, ensuring that inventories are well-stocked, and servicing bookstores in a more effective and less intrusive manner. 

Because the new solution shaves days off the time that it takes to process orders and take inventory, sales representatives now spend less time doing administrative tasks and more time providing service to customers.
Kristin Slavin, Executive Director of Educational Sales, explains, “Whenever we find a way to help our sales representatives sell more, we are meeting our business objectives. With the mobile application, sales reps are accomplishing tasks in four hours that used to take three days. This frees them to focus more time on sales.” 

Benefit: Improved Inventory Capabilities 

The near real time tracking of inventory at bookstores has improved inventory accuracy and significantly reduced the time required for the task. Now, checking the inventory of an individual bookstore takes just a few hours rather than days. “Each representative is saving a great deal of time annually. Considering the number of sales representatives at Wolters Kluwer Health, we are realizing significant cost savings on inventory alone,” notes Scott Gitters, Associate Director of Sales Operations for Wolters Kluwer Health.

Benefit: Immediate Access to Product Information

Having the latest product information at their fingertips gives the sales representatives at Wolters Kluwer Health an edge over the competition. Sales representatives now have the ability to scan an entire bookstore’s inventory and then recommend new titles. This ability is improving sales numbers considerably, and sales representatives no longer need to rely on their memories of potential new additions. 

Timely Analysis and Reporting of Data
Timely access to customer information is critical for today’s sales force. Knowledge of the customer’s needs is key to succeeding with that account. The rapid pace at which businesses operate requires timely access to data. Windows Mobile powered solutions provide access to back-office data even from the road. Windows Mobile powered devices also can be used to capture data from the customer site and transmit it directly to CRM, ERP, or sales forecasting applications at the home office.
CROSSMARK - The North American consumer packaged goods (CPG) industry is a multibillion-dollar market, so the companies and retailers that compete have a lot at stake. To assist in getting products to market, many of the biggest names in the industry, as well as regional manufacturers, rely on CROSSMARK, which employs more than 10,000 people in 54 offices throughout the United States and Canada, as the “eyes and ears” of CPG manufacturers. Field staff jobs, which take employees daily to grocery, mass market/club, convenience, and specialty stores, are to ensure that manufacturers’ products are properly stocked, presented, and marketed on store shelves.

Several years ago, CROSSMARK developed and deployed a custom internal application called SalesTrak to help its field staff closely monitor new product releases, placement instructions, and other retail tasks. However, the application was initially deployed on laptop computers, which posed challenges such as keeping batteries operating for eight-hour workdays and lugging extra batteries, power cords, and other gear around during the day.
	Table 3. Windows Mobile Helps to Enable Timely Data Analysis and Reporting 

	Windows Mobile powered solutions are being used to provide timely access to data in both the field and home office.

	Company
	Issue
	Solution
	Benefits

	CROSSMARK is a professional business service firm that assists consumer packaged goods manufacturers in making sure that products are in stock, properly displayed, and priced correctly.
	CROSSMARK wanted to upgrade a laptop computer–based in-house application developed to speed communications with its field.
	The company deployed about 1,000 HP iPAQ Windows Mobile powered Pocket PCs, some equipped with wireless modems for remote transmissions. 
	· Improved customer access to sales data

· Reduced time to resolve on-site issues

· Increased manufacturer and retailer revenues

	Acushnet is the largest manufacturer and distributor of golf equipment worldwide.
	An antiquated, paper-based order entry system for the company’s sales force in North America had become inefficient, inaccurate, and costly, necessitating a new wireless solution.
	The company deployed mobile devices running Windows Mobile for Pocket PC Phone Edition, linked to order entry and inventory systems running Microsoft SQL Server with .NET software.
	· Reduced order processing time from weeks to minutes

· Reduced inventory staff from six individuals to one

· Improved customer service

· Realized return on investment within 18 months


Solution

CROSSMARK standardized on iPAQ Windows Mobile powered Pocket PC devices from Hewlett-Packard, a Microsoft Mobility Partner Advisory Council member. CROSSMARK has deployed about 1,000 iPAQs into the field, equipped with a small-footprint client version of SalesTrak and standard Windows Mobile powered Pocket PC applications including Microsoft Internet Explorer® Mobile.  

CROSSMARK is redeveloping SalesTrak as an XML-based Web application and also implementing wireless capabilities in a portion of the deployed Windows Mobile powered Pocket PCs to create a streamlined business tool that helps CROSSMARK meet the fast-changing needs of its corporate customers.

Benefit: Better Decisions with Current Data

With SalesTrak, which CROSSMARK created using the Microsoft eMbedded Visual Basic® development system, representatives can use their iPAQs to instantly obtain detailed profiles on retail stores, information on new and existing CPG products, and inventory data that is matched against what the representative actually finds at a retail location. At the end of the day, the representatives synchronize their Windows Mobile powered Pocket PCs on laptops or desktop PCs using Microsoft ActiveSync. 

The Windows Mobile powered Pocket PC information then is transferred to a back-end server computer using an XML-based HTTP request, which is authenticated through Active Directory® directory service, a component of Windows Server. The information is saved to a Microsoft SQL Server 2000 database, which stores the rep’s field information and determines what new information to download to the Windows Mobile powered Pocket PCs as an XML-based file. The simplicity of the process enables CROSSMARK corporate customers to access store-specific data much more rapidly than in the past—in 24 hours or less, instead of many days or even weeks. This, in turn, helps manufacturers and retailers make better business decisions about specific products.

Benefit: Rapid-Response Team Capability
As part of its mobile initiative, CROSSMARK is deploying wireless modems to about 100 Windows Mobile powered Pocket PC devices for representatives who serve as a rapid-response team. These representatives, based around the United States in high-density areas, use the Verizon Express Network to send and receive wireless communications that can have a critical short-term impact on sales. For example, during a high-profile promotion, a store may be out of a particular product. By receiving notification of the issue in near real time, the assigned representative can prevent lost sales by acting quickly to resolve the situation instead of waiting until the next call cycle, which may be days, weeks, or even months away. 

Acushnet – Branded as Titleist, FootJoy, Cobra, Scotty Cameron, and Pinnacle, Acushnet products are in high demand by golf courses, specialty retailers, sporting goods stores, chain retailers, and enterprise corporations. In addition to placing yearly phone and online orders prior to the golf season, Acushnet customers often need small quantities of golf equipment for events, promotions, and restocking. 

To accommodate these needs, Acushnet implemented a system where the company’s 127 field sales representatives and managers that support the Titleist and Cobra brands in North America maintain an inventory of products to quickly respond to customer requests. The system is referred to as “carstock” because most representatives store the products in their cars or garages.

Although the immediacy and personalized service of the carstock system helped foster an impeccable service reputation among Acushnet customers, it eventually became inefficient, cumbersome, inaccurate, and costly to support. 

Solution

Herve Bailey, Vice President of Technology for Acushnet Company, devised a plan in 2004 to use Verizon Wireless and the Samsung i700 Pocket PC, running Windows Mobile for Pocket PC Phone Edition, to improve the carstock system. Within a few months, Acushnet had developed a prototype order-processing application using Microsoft SQL Server 2000 Windows CE Edition version 2.0 and the .NET Compact Framework. After field-testing and fine-tuning, the application was deployed to the company’s sales force in North America.

“The application allows our salespeople to quickly select products and place orders through the familiar Windows operating system–based drop-down menus,” explains Carl Dumas, Network Services Manager, Acushnet. “Once the order has been taken and the customer signs for it on the Windows Mobile powered Pocket PC, the entire process is automated. Customers receive order confirmation within five minutes—oftentimes before the sales representative leaves their site—and an invoice within two days.”

Microsoft .NET software links the mobile application to the company’s SQL Server–based order entry and inventory systems. After an order is approved with the customer’s signature and submitted wirelessly, a server computer running SQL Server automatically stores it and immediately triggers an order confirmation by e-mail, facsimile, or standard mail, depending on customer preference. The order then is routed automatically to a second database server computer, which facilitates additional processing, invoicing, and inventory replenishment.

Benefit: Improved Sales, Inventory, and Financial Processes 

Processing an order now takes minutes instead of weeks, freeing Acushnet sales personnel from taking orders manually and submitting them every month, while giving the company’s customers timely confirmation notices and invoices. Inventory and financial management also have improved, with better control of the sales representatives’ supplies and on-site discounting, and an accurate view of customer account balances at all times. 
The previous system produced numerous errors due to handwritten orders, manual order entry processes, and delays in invoicing. Inaccuracies have been completely eliminated, Bailey notes, because customers now can review and sign for their orders on the Windows Mobile powered Pocket PCs prior to order submission. Moreover, automated order confirmation and invoicing replace the previously time-consuming, error-prone manual order process.

“In 2005, the new carstock application supported 33,000 transactions without a single error,” exclaims Bailey. “In the past, those same transactions would have necessitated 33,000 pieces of paper to write and interpret, as well as 33,000 data entries.”

Benefit: Lower Costs and Quick Return on Investment

The process improvements realized by the new solution have slashed Acushnet costs. The flow of orders is now steady, compared with the previous rush of batch order processing and inventory replenishment the last week of each month. What once required a six-person inventory management staff with heavy overtime hours now calls for a single individual with no overtime. Acushnet was able to reassign the auxiliary staff to bolster other areas of the company. 

Due to these cost savings, return on investment has been readily apparent. “We recouped the entire expenditure for the new solution within 18 months after deployment,” Bailey says. 

Benefit: Faster, Better Customer Service 

In addition to streamlining processes and reducing costs, the new solution has helped Acushnet maintain its long-standing tradition of close customer relationships and personal support. Because sales representatives no longer have to worry about order creation, accumulation, and submission, the mobile application has increased their on-site time with customers.

Acushnet customers have taken notice, McCampbell indicates. “Our customers have been impressed with our improved levels of service in the area of carstock. We recently conducted an account survey and found the new order processing application to be a big factor in their satisfaction with working with us,” he says. 
Conclusion

Windows Mobile powered solutions have been designed to enable benefits for sales organizations. A number of sales organizations have achieved benefits from applying mobile solutions to reduce the sales cycle, replace paper-based processes, or gain more timely analysis and reporting of data. 
Windows Mobile offers a rich platform, supported by powerful development tools like the Microsoft Visual Studio® development system that integrate tightly with enterprise-scale server tools like Microsoft Exchange Server and SQL Server. The familiar Windows interface reduces training requirements and eases user adoption.
Microsoft and its partners have many resources available to help companies identify the benefits that they can realize from Windows Mobile powered solutions.
Please go to:

Windows Mobile for Business
http://www.microsoft.com/windowsmobile/business/default.mspx 
Windows Mobile: Sales Force Automation 
http://www.microsoft.com/windowsmobile/business/sfa.mspx 
Appendix: Customer Descriptions and Links to Full Case Studies
Headquartered in Fairhaven, Massachusetts, Acushnet is the largest manufacturer and distributor of golf equipment worldwide.

" 

http://members.microsoft.com/customerevidence/Search/EvidenceDetails.aspx?EvidenceID=14420&LanguageID=1


Based in Santiago, BIC Chile is a subsidiary of BIC Corporation. BIC Chile sells BIC products through 800 retail stores in Chile.
http://www.microsoft.com/resources/casestudies/CaseStudy.asp?CaseStudyID=15826 
CROSSMARK is a professional service company that helps consumer packaged goods manufacturers and retailers reach their performance objectives. Headquartered in Plano, Texas, CROSSMARK employs more than 17,000 associates in the United States, Canada, Australia, and New Zealand.
http://www.microsoft.com/resources/casestudies/CaseStudy.asp?CaseStudyID=14544
Formed in 1971, Hillarys is a leading made-to-measure blinds specialist in the United Kingdom, with sales of more than £85 million a year and a 23 percent share of the domestic made-to-measure blinds market. Hillarys employs around 1,000 people in its two bases, in addition to 800 self-employed customer advisors throughout the region.
http://www.microsoft.com/resources/casestudies/CaseStudy.asp?CaseStudyID=16946 
Headquartered in Oakland, New Jersey, Russ Berrie designs, develops, and distributes teddy bears and other stuffed animals, baby gifts, and development toys around the world.
http://www.microsoft.com/resources/casestudies/CaseStudy.asp?CaseStudyID=16120 
Wolters Kluwer Health, a company within Amsterdam-based Wolters Kluwer, specializes in health-related publishing.
http://www.microsoft.com/resources/casestudies/CaseStudy.asp?CaseStudyID=15453 
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"The more information we provide to users, the quicker the order can be processed through the system. The order can be sent to the warehouse the next day for shipment once we've received it, whereas previously it may have taken days." 


Lisa D'Andrea


IS Support Desk Manager


Russ Berrie and Company





“With this solution, our sales representatives can see more customers and be more efficient during each visit. Our Microsoft Windows Mobile sales solution can reduce sales cycle time from five hours to just a few minutes. We expect increased revenue as a result.”


Octavio Carreño


Information Technology Supervisor


BIC Chile





“We now consistently fit the customers’ blinds at their convenience rather than when we can get them there. As a result, more than 50 percent of blinds are now fitted within 14 days. This is a big plus in the customers’ eyes and helps us to stay ahead of the competition.”


David Lewis


Director of ICT


Hillarys





“We have a manufacturer in the ready-to-eat cereal category that was able to increase sales by 5 percent because of our wireless deployment capabilities. In this industry, that is absolutely huge.”


Charlie Orndorff


Vice President of Infrastructure Services


CROSSMARK








“Windows Mobile presented an excellent opportunity to boost our sales force’s efficiency, relieve the burden on our order processing and inventory management groups, and deliver better customer service.”


Herve Bailey


Vice President of Technology


Acushnet Company





“With the … mobile application, sales reps are accomplishing tasks in four hours that used to take three days. This frees them to focus more time on sales.”


Kristin Slavin


Executive Director of Educational Sales


Wolters Kluwer Health








� Worldwide Mobile Worker Population 2005–2009 Forecast and Analysis, IDC Document #34124, October 2005


� “Sales Processes and Technologies Are Out of Whack,” Jason Compton, destinationCRM.com, March 18, 2004. www.destinationcrm.com/articles/default.asp?articleid=3969


� “Mobile Sales Force Automation Markets,” Frost & Sullivan, September 2004. http://www.frost.com/prod/servlet/press-release.pag?docid=24173979&ctxst=FcmCtx1�&ctxht=FcmCtx2&ctxhl=FcmCtx3&ctxixpLink=FcmCtx3&ctxixpLabel=FcmCtx4
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