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Fujitsu Network Communications

Wires Up Ideal Sales Automation Solution

By seamlessly integrating a front-office customer interaction solution from Baan Company with its back-office SAP R/3™ ERP system, this telecommunications equipment supplier increased revenues, eliminated $250,000 in SAP user license costs, and achieved full ROI in less than one year. 

Fujitsu® Network Communications, Inc. (FNC) is a leader in the development and manufacture of broadband transmission and switching technologies that deliver voice, video, and data services to residential and business users. The company's 125 -person sales force calls on local exchange carriers, inter-exchange carriers, cable TV operators, and large corporations throughout North America. FNC is part of Fujitsu Limited, a $36 billion global technology leader in computers, telecommunications, and microelectronics. 

The Challenge 
As new competitors enter the market and existing players merge, the telecommunications industry is becoming intensely competitive. Vendors must differentiate themselves through outstanding service as much as by their technology Therefore, to sustain its rapid growth, FNC needed to ensure that its business processes supported customer relationship management. Specifically, the company needed to ensure that salespeople were kept abreast of new customer orders and service calls. 

The FNC Business Management group faced three challenges in keeping the sales force informed. First, it had outgrown a previous generation ERP solution, used to record new orders. Second, the mobile sales force needed near real-time remote access to order information and customer service call records, including information from the ERP system. Third, to facilitate customer relationship management throughout the enterprise, the company wanted a single customer contact database of record for all departments in the enterprise—not just sales.

After evaluating ERP systems, FNC selected SAP R/3 and installed the entire suite of applications: finance, manufacturing, HR, projects, and workflow. "SAP satisfied our back-office needs," says Lewis Vetter, director of business product management. "Next, we needed to augment it with a sales force automation solution."

FNC's criteria for its SFA solution were world-class functionality, support for customer-centric processes, the ability to seamlessly integrate with the SAP ERP system, and support for a mobile, detached sales force. "Half of our salespersons work time might be spent out of the office, such as in an airline seat, but SAP doesn't allow people to use the data off-line," says Vetter. "To boost productivity and enable salespeople to use their time wisely, we needed a scalable, proven solution that salespeople could use off-line and then synchronize with the SAP database." 

Support for team selling and real-time management information and reporting also was critical. Accounts are assigned to both a sales manager and systems engineer. Management also needed access to the status of accounts in their territories. 

"It was imperative that our SFA solution meet these criteria to support the goal of more informed, real-time, detached team selling," says Vetter. 

Streamlined Customer Interaction 
After extensive research, FNC narrowed SFA solutions to three possible candidates. "A front office solution from Baan provided the best out-of-the box solution for both our customer interaction and back-office integration requirements," says Vetter. "Its database schema can readily be extended to integrate with our existing SAP back-office system and customer service database." 

Working with Deloitte & Touche consultants, FNC integrated the Baan sales module with the SAP R/3 back-office system. Information from the SAP system, such as new customer data and order information, is exported daily to the Baan database. To start their days, FNC salespeople plug their laptops into a WAN at a regional office and use BaanDBSync technology to update their local Baan sales database with current data from the Baan central database. Then they simply check the Baan unique Baan "What's New" tab to see new customers and orders from the SAP system and to view service calls from the customer service database. They can sort the sales information alphabetically, by PO amount, or other criteria—for example, to search for a $2 million order received sometime last week. Salespeople can also view service call records for their customers, including the nature and severity of each call. "The beauty of the Baan integration is that salespeople don't need to know which system the information comes from," says Vetter. "It's all at their fingertips through the Baan solution." 

True team selling is facilitated with the single, centralized database of customer information. The sales force retrieves leads from the database and updates the database with changes in account status. For example, some sales regions have begun using the Tasks section of the Baan sales database, where sales managers can track all pending or completed actions associated with a particular account for all the company members involved with that account. This enables other people on the team, as well as sales directors, to track each account status and keep apprised of new developments. Sales managers can also note in their Baan sales database the types of information each customer wants to receive: newsletters, product announcements, documentation, and so on. Then, each day they use BaanDBSync technology to synchronize these updates with the central Baan database, making it available to other members of the selling team. 

FNC plans to take advantage of the information that the sales force captures for its ongoing quality initiative. Whenever salespeople hear from a customer, they use the Baan solution to quickly capture the feedback by categorizing it by the products or services involved, and then selecting from a list of phrases that describes the feedback from the customer. "Many companies pay lip service to listening to the customer, but few do anything with the information," says Vetter. "The Baan system empowers us to record the information in a way that our quality group can monitor, analyze, and act on." For example, if a similar issue is raised by customers in different regions, FNC is better able to identify this trend and act on it. 

The Solution That Saves 
"The Baan customer management solution, integrated with SAP, has already paid for itself by enabling each salesperson to spend more productive time with the customer, resulting in increased sales," says Vetter. "The system gives salespeople more credibility with customers. They are more informed and better prepared because they know about recent orders and service calls without having to ask the customer. As such, they can proactively address customer needs without having them become problems." 

FNC also saved money in seat licenses. "By integrating the SAP system with Baan, we saved as much as $250,000 in SAP user licenses," says Vetter. "Between the increased sales and savings in SAP User IDs, both attributable to Baan, we achieved an ROI for our Baan customer management solution in less than one year." 

FNC also credits the Baan solution with numerous intangible benefits. For salespeople, the Baan sales module "reduces the nonproductive time spent finding answers to daily questions as well as the effort involved in contact management," says Vetter. "Salespeople can take better care of their customers because they have increased visibility into the account." 

Benefits of the Baan customer management solution as enhanced at FNC extend beyond the sales organization to the enterprise. Previously, different departments used a variety of contact management applications, so there was little consistency among departmental databases. "We have taken the position that the Baan customer database is the database of record for all contacts with our current and prospective customers," says Vetter. Employees in various departments consult the Baan database to determine which customers want to receive items such as new product announcements, product change notices, and FNC's quarterly technical magazine. The results: better service, reduced printing and postage costs resulting from duplicate or invalid addresses, and lower expenses associated with maintaining a single database instead of multiple ones. 

"A primary benefit of the Baan solution is that the sales team can use, revise, and maintain it daily," says Vetter. "The result is that it's always correct and up-to-date—not out-of-date and corrupted, like many customer databases. It's a self-sustaining database that improves our responsiveness to customers." 
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