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	Golf Equipment Leader Boosts Order Processing, Realizes ROI in Just 18 Months

	
	
	
	



	Overview

Country or Region: United States
Industry: Consumer Packaged Goods
Customer Profile

With 5,000 employees and popular brands such as Titleist, Pinnacle, Cobra, FootJoy, and Scotty Cameron, Acushnet Company is the largest manufacturer and distributor of golf equipment worldwide.
Business Situation

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.
Solution

The company deployed Windows Mobile® powered Pocket PC Phone Edition devices, linked to order entry and inventory systems running Microsoft® SQL Server™ with Microsoft .NET connection software.
Benefits

· Reduced order processing from weeks to minutes
· Realized return on investment within 18 months

· Trimmed inventory staff from six individuals to one
· Improved customer service

	
	
	“I think it’s safe to say that our experience with Windows Mobile, .NET, and SQL Server has been very, very positive.”
Herve Bailey, Vice President of Technology, Acushnet Company


	
	
	
	As the manufacturer of well-known golf equipment brands such as Titleist, FootJoy, and Cobra, Acushnet Company places significant emphasis on customer service. In fact, the company’s sales representatives keep a quantity of stock on hand to deliver products, immediately and in person, to customers in times of need. Although popular with customers, this practice eventually grew to be burdensome, error prone, and costly to manage. To improve efficiency, Acushnet developed an order processing application for Windows Mobile® powered Pocket PC Phone Edition devices. With Microsoft® .NET connection software linking the application to order entry and inventory systems, the company was able to enhance customer service, streamline order processing, reduce its inventory management staff from six individuals to one, and realize a full return on investment within 18 months of deployment.
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Situation

Acushnet Company has always offered the [image: image4.jpg]Microsoft



“personal touch” in addition to brand excellence. From its inception as a small rubber products company in the 1930s to its current standing as the largest manufacturer and distributor of golf equipment worldwide, Acushnet has built its brands and market leadership on the foundation of premium high-performance products, supported by an intimate relationship with customers and superior service.

“The personal rapport we have developed with our customers gives us a notable competitive advantage,” says Mike McCampbell, Vice President of Sales Operations for Acushnet. “Face-to-face interaction with our customers is invaluable, and our sales force prides itself on delivering the best and most comprehensive service in the industry.” 

Offering brands such as Titleist, FootJoy, Cobra, Scotty Cameron, and Pinnacle, the company’s 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, or simply to restock their supply. 

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

“Carstock helps replenish or bolster customer supplies quickly and in person, without having to wait for shipping,” explains McCampbell. “If a golf course has a large tournament but realizes at the last minute that it doesn’t have enough golf balls to cover the event, our local sales representative can immediately pull from carstock, visit the customer, and deliver the products.”

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. Originally a paper-based system, Acushnet sales representatives would hand-write carstock orders and fax them to the company’s headquarters in Fairhaven, Massachusetts, at the end of each month for processing, billing, and inventory management. According to McCampbell, these circumstances necessitated costly overtime hours for the carstock inventory department during the last week of every month. Also, invoices were sometimes sent up to five weeks after the order was originally taken, often resulting in customer confusion and transaction disputes.

“The system had become unsatisfactory on all sides,” McCampbell recalls. “Our field representatives had to document sales by hand and send them in via mail or fax. Our processing personnel had to decipher stacks of hastily written orders and manually enter them into our system. Our customers were receiving invoices for orders several weeks after they were taken. And, as a result, our data entry and inventory costs were escalating and our customer service, as it relates to carstock, was slipping.” 

Indeed, the time had come to update the carstock system to improve the flow and tracking of orders, ensure billing accuracy, streamline inventory management, and reduce costs. “The trick was utilizing easy-to-use technology tools to improve our processes and do so in a manner that would enhance our face-to-face customer interaction,[image: image5.jpg]Microsoft



” says McCampbell.
Solution

Herve Bailey, Vice President of Technology for Acushnet, hatched a plan in 2004 to employ the Windows Mobile®–based Verizon Samsung I700, a Pocket PC Phone Edition device, to improve the carstock system. 
“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,” explains Bailey.

He turned to Carl Dumas, Network Services Manager for Acushnet, to create a custom carstock application designed for the Windows Mobile powered Pocket PC devices, which combine the capabilities of a personal digital assistant with the telephone. Within a few months, Dumas had developed a prototype using Microsoft® SQL Server™ Compact Edition version 2.0 and the Microsoft .NET Compact Framework, a powerful programming environment for resource-constrained devices. After subsequent field-testing and fine-tuning, the order processing 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 Dumas. “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 connection 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 is then automatically routed to a second database server computer running SQL Server, which facilitates additional processing, invoicing, and inventory replenishment.

“The .NET Compact Framework was a real lifesaver. It features exceptional components for linking the software on the Windows Mobile powered devices to our business systems,” notes Dumas. “If we had used other software development approaches to integrate the application with our existing systems, it would have been a nightmare.”

The new mobile carstock application has been an unequivocal success for Acushnet, which has recently deployed the solution to sales representatives in Asia. Acushnet executives plan to utilize it in additional geographies in the near future. The company is also employing the mobile application to facilitate orders for custom-made products and is considering the development of an inventory scanning application to quantify and track stock at retail customer sites.
Benefits

The combination of Windows Mobile powered devices, .NET connection software, and SQL Server has proved to be a significant boon for Acushnet and its sales force. Both McCampbell and Bailey agree it has appreciably streamlined order entry and processing as well as inventory and financial management. In addition, the mobile solution has reduced costs and enhanced customer service.

Sales, Inventory, and Financial Processes Improved

According to Bailey, the new carstock application that is designed for Windows Mobile has greatly enhanced the submission, processing, tracking, and accuracy of orders. 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 have also 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 hand-written 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 devices 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.”

Lower Costs Reap Quick Return on Investment

The process improvements realized by the new application have slashed Acushnet costs. The flow of orders is now steady, compared to 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 points out. 

Faster, Better Customer Service 

In addition to streamlining processes and reducing costs, the new solution has helped Acushnet to maintain its long-standing traditions of close customer relationships and personal support. Because Acushnet 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. “Customer perception is important, and being on the leading edge of technology helps.” 

“I think it’s safe to say that our experience with Windows Mobile, .NET, and SQL Server has been very, very positive,” concludes Bailey. “The application was easy to develop, and it is extremely user-friendly. Our sales force has embraced the system wholeheartedly. As a result, we’ve been able to improve order, inventory, and financial management. We’ve also reduced costs and can now better serve our customers.”

Microsoft Windows Mobile
Windows Mobile brings the power of the Windows® operating system to mobile devices, helping businesses and their mobile employees stay connected while on the go. Windows Mobile runs mobile versions of Microsoft programs, including Microsoft Office Outlook® Mobile, Internet Explorer Mobile, Pocket MSN®, Windows Media® Player Mobile, and Microsoft Office Word Mobile, PowerPoint® Mobile, and Excel® Mobile. With Windows Mobile, information workers get powerful software combined with the familiarity of Windows. Combined with available service plans and connectivity options, Windows Mobile–based devices, available from 42 device makers and 68 mobile operators in 48 countries, can be used to make calls, send e-mail and instant messages, surf the Web, and access critical business information even when users are away from the office.

More information about Windows Mobile can be found at: 

www.microsoft.com/windowsmobile  
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For More Information


For more information about Microsoft products and services, call the Microsoft Sales Information Center at (800) 426-9400. In Canada, call the Microsoft Canada Information Centre at (877) 568-2495. Customers who are deaf or hard-of-hearing can reach Microsoft text telephone (TTY/TDD) services at (800) 892-5234 in the United States or (905) 568-9641 in Canada. Outside the 50 United States and Canada, please contact your local Microsoft subsidiary. To access information using the World Wide Web, go to: � HYPERLINK "http://www.microsoft.com" ��www.microsoft.com� 





For more information about Acushnet Company products and services, call  or visit the Web site at: � HYPERLINK "http://www.acushnetcompany.com" ��www.acushnetcompany.com� 











“The .NET Compact Framework was a real lifesaver. It features exceptional components for linking the software on the Windows Mobile powered devices to our business systems.”


Carl Dumas, Network Services Manager, Acushnet Company
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“We recouped the entire expenditure for the new solution within 18 months after deployment.”


Herve Bailey, Vice President of Technology, Acushnet Company
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