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This publication was created for our valued customers, business partners and 
potential customers. It is a compilation of case studies that demonstrate how 
small and medium sized businesses around the world are using the IBM Express 
portfolio of software solutions to improve their productivity and business 
processes.   These IBM Express solutions are designed and priced to fit the 
needs and budgets of midsized businesses.

The clients showcased here participate in the IBM Client Reference Program.
The program enables IBM to highlight our customers’ achievements, as well as 
inform you about these successes.  If you wish to participate in the IBM Client 
Reference Program, please contact your IBM representative for details.  Your 
consideration of the program is appreciated. 

Thank you for your interest in IBM software. We hope these case studies will be
helpful.  To learn more about IBM Express Middleware, visit: 
ibm.com/software/express

Sincerely,

Michael Gerentine 
Vice President, SMB and Channel Marketing 
IBM Software Group



IBM offers a complete collection of software solutions within compatible modular families 
(brands) that meet key business needs today. 

BUSINESS NEED IBM BRAND 
Business flexibility IBM WebSphere Express  

Responsiveness and employee collaboration IBM Lotus Express 

Security and reliability of IT environment IBM Tivoli Express 

Leveraging information to make better business 
decisions 

IBM Information Management 
Express

Helping IBM Business Partners help you solve 
your business challenges 

IBM Solutions Builder Express 

IBM Solutions Builder Express is a portfolio of Starting Points or intellectual property that 
enables Business Partners to sell and deliver the most requested IT solutions to midsize 
companies. 

Express Portfolio Color Key

Mid-Market Enterprises Are Solving Top Business Needs with
IBM Express Middleware Solutions



Location Customer Industry
Color

Key Page

Number

Americas - U.S. AAA Carolinas
Insurance / Travel & 

Transportation 2

Americas - U.S. AAA Carolinas Insurance 6

Americas - Canada adidas-Salomon Consumer Products
10

Americas - U.S. 
Benefits Management Group., 

Inc.
Healthcare

14

Americas - U.S. Bosselman
Travel & Transportation; 

Wholesale and Distribution 18

Americas - U.S. 
California Correctional Peace 

Officer's Association
Government

22

Americas - U.S. Carrot Ink Retail 28

Americas - U.S. City Furniture Retail 31

Americas - U.S. CNH (New Holland & Kobelco) Automotive / Industrial Products
35

Americas - U.S. COFINANCIAL Banking 39

Americas - U.S. 
County Schools Federal Credit 

Union
Banking

45

Americas - U.S. Curbstone Corporation Retail 49

Americas - U.S. DeVry Inc Education 53

Americas - U.S. Duro Bag Manufacturing Consumer Products 57

Americas - U.S. General Glass Industrial Products 61

Americas - Brazil
Grupo de Estudos em Energia 

(GREEN)
Education / Energy & Utilities

65

Americas - U.S. iEnterprises Computer Services 69

Americas - U.S. Incentric Solutions Computer Services 75

Americas - U.S. Internal Engine Parts Group Automotive 78

Americas - U.S. KMT Waterjet Industrial Products 82

Americas - U.S. Lakota Local Schools Education 86

Americas - U.S. Leap Wireless Telecommunications 90

Americas - Canada Maddocks Systems Travel & Transportation
93

Americas - Canada Mark's Work Wearhouse Retail
97

Americas - U.S. Mike Castrucci Chevrolet Automotive; Retail 101

Americas - U.S. MSI Systems Integrators Computer Services 105

Americas - 

Colombia
Nexsys Computer Services

111

Americas - U.S. Nissan North America Automotive 114

Americas - U.S. Pear's Gourmet Retail 118

Americas - U.S. Plastic Surgery Center Healthcare 122

Americas - Canada PowerStream Energy & Utilities
126

Americas - U.S. Pure Fishing Retail 130

Americas - U.S. Scene7 Retail 133

Americas - U.S. Stargazer Professional Services 137

Americas - U.S. Sunstar Butler Industrial Products 141

Americas - U.S. Sur La Table Retail 144
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Americas - U.S. Touchtone Corporation

Automotive / Financial Markets / 

Insurance / Wholesale 

Distribution & Services 148

Americas - U.S. UNICCO Service Company Professional Services 150

Americas - U.S. Village of Bolingbrook Government 154

Americas - U.S. VAI (Vormittag Associates Inc.) Computer Services
157

Americas - U.S. Wheaton College Education 163

Americas - U.S. Wheaton College Education 167

Asia Chio Lim Stone Forest Professional Services 172

Asia Chonnam National University 
Computer Services, Education, 

Professional Services 176

Asia Comcul
Computer Services / Professional 

Services 180

Asia Satamaito Dairy Wholesale Distribution & Services
182

Asia Suning Appliance Chain Store Retail 184

Asia Tokyo Tatemono
Financial Markets / Wholesale 

Distribution & Services 187

Australia Australian Financial Services
Financial Markets / Professional 

Services 191

Australia Body Corporate Services Professional Services 195

Australia Build-A-Bear Workshops Retail 199

Australia The Reject Shop Retail 202

Australia WaterSportSupplies Retail 206

Australia Yum Retail 210

Europe avBUCH Media & Entertainment 213

Europe Avnet Computer Services 217

Europe BRED Banque Popolare Banking/ Financial Markets 219

Europe BTB Computer Services 223

Europe Central Bus Station Sofia Travel & Transportation 227

Europe
Deutscher Direktmarketing 

Verband
Media & Entertainment

229

Europe
Deutscher Direktmarketing 

Verband
Media & Entertainment

233

Europe Dogs' Trust Professional Services 235

Europe FBD Education 237

Europe Firwood Paints Industrial Products 241

Europe Firwood Paints Industrial Products 243

Europe GIKTEC Computer Services 245

Europe Grupo SIRO Wholesale Distribution & Services
249

Europe Kempchen Dichtungstechnik Industrial Products 253

Europe Mercatone Uno Retail 257

Europe
Netherlands Chamber of 

Commerce
Government

259

Europe Nilpeter Industrial Products 262

Europe Oxford Instruments Fabrication & Assembly 265

Europe Pacorini S.p.A. Wholesale Distribution & Services
267

Europe
South African Revenue 

Services
Government

271
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Europe Sparkasse Rhein-Haardt Banking 275

Europe Tesco
Consumer Products / Wholesale 

Distribution & Services
278

Europe

The Association of German 

Chambers of Industry and 

Commerce

Government

280

Europe TRYBA Industrial Products 282
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Industry Location Customer
Color

Key

Page

Number

Communication

Telecommunications Americas - U.S. Leap Wireless 90

Education / Energy & Utilities Americas - Brazil
Grupo de Estudos em Energia 

(GREEN) 65

Energy & Utilities Americas - Canada PowerStream
126

Media & Entertainment Europe avBUCH 213

Media & Entertainment Europe
Deutscher Direktmarketing 

Verband 229

Media & Entertainment Europe
Deutscher Direktmarketing 

Verband 233

Distribution

Insurance / Travel & 

Transportation
Americas - U.S. AAA Carolinas

2

Insurance / Travel & 

Transportation
Americas - U.S. AAA Carolinas

6

Consumer Products Americas - Canada adidas-Salomon 10

Travel & Transportation; 

Wholesale and Distribution
Americas - U.S. Bosselman

18

Retail Americas - U.S. Carrot Ink 28

Retail Americas - U.S. City Furniture 31

Retail Americas - U.S. Curbstone Corporation 49

Consumer Products Americas - U.S. Duro Bag Manufacturing 57

Computer Services Americas - U.S. iEnterprises 69

Computer Services Americas - U.S. Incentric Solutions 75

Travel & Transportation Americas - Canada Maddocks Systems 93

Retail Americas - Canada Mark's Work Wearhouse 97

Automotive; Retail Americas - U.S. Mike Castrucci Chevrolet 101

Computer Services Americas - U.S. MSI Systems Integrators 105

Computer Services
Americas - 

Colombia
Nexsys

111

Retail Americas - U.S. Pear's Gourmet 118

Retail Americas - U.S. Pure Fishing 130

Retail Americas - U.S. Scene7 133

Professional Services Americas - U.S. Stargazer 137

Retail Asia Suning Appliance Chain Store 184

Retail Americas - U.S. Sur La Table 144

Automotive / Financial Markets 

/ Insurance / Wholesale 

Distribution & Services

Americas - U.S. Touchtone Corporation

148

Professional Services Americas - U.S. UNICCO Service Company 150

Computer Services Americas - U.S. VAI (Vormittag Associates Inc.)
157

Professional Services Asia Chio Lim Stone Forest 172
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Computer Services, Education, 

Professional Services
Asia Chonnam National University 

176

Computer Services / 

Professional Services
Asia Comcul

180

Wholesale Distribution & 

Services
Asia Satamaito Dairy

182

Financial Markets / Wholesale 

Distribution & Services
Asia Tokyo Tatemono

187

Financial Markets / 

Professional Services
Australia Australian Financial Services

191

Professional Services Australia Body Corporate Services 195

Retail Australia Build-A-Bear Workshops 199

Retail Australia The Reject Shop 202

Retail Australia WaterSportSupplies 206

Retail Australia Yum 210

Computer Services Europe Avnet 217

Computer Services Europe BTB 223

Travel & Transportation Europe Central Bus Station Sofia 227

Professional Services Europe Dogs' Trust 235

Computer Services Europe GIKTEC 245

Wholesale Distribution & 

Services
Europe Grupo SIRO

249

Retail Europe Mercatone Uno 257

Wholesale Distribution & 

Services
Europe Pacorini S.p.A. 

267

Consumer Products / 

Wholesale Distribution & 

Services

Europe Tesco

278

Financial Services

Insurance / Travel & 

Transportation
Americas - U.S. AAA Carolinas

2

Insurance / Travel & 

Transportation
Americas - U.S. AAA Carolinas

6

Banking Americas - U.S. COFINANCIAL 39

Banking Americas - U.S. 
County Schools Federal Credit 

Union 45

Automotive / Financial Markets 

/ Insurance / Wholesale 

Distribution & Services

Americas - U.S. Touchtone Corporation

148

Financial Markets / Wholesale 

Distribution & Services
Asia Tokyo Tatemono

187

Financial Markets / 

Professional Services
Australia Australian Financial Services

191

Banking/ Financial Markets Europe BRED Banque Popolare 219

Banking Europe Sparkasse Rhein-Haardt 275
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Industrial

Automotive / Industrial 

Products
Americas - U.S. CNH (New Holland & Kobelco)

35

Industrial Products Americas - U.S. General Glass 61

Automotive Americas - U.S. Internal Engine Parts Group 78

Industrial Products Americas - U.S. KMT Waterjet 82

Automotive; Retail Americas - U.S. Mike Castrucci Chevrolet 101

Automotive Americas - U.S. Nissan North America 114

Automotive / Financial Markets 

/ Insurance / Wholesale 

Distribution & Services

Americas - U.S. Touchtone Corporation

148

Industrial Products Americas - U.S. Sunstar Butler 141

Industrial Products Europe Firwood Paints 241

Industrial Products Europe Firwood Paints 243

Industrial Products Europe Kempchen Dichtungstechnik 253

Industrial Products Europe Nilpeter 262

Fabrication & Assembly Europe Oxford Instruments 265

Industrial Products Europe TRYBA 282

Public

Healthcare Americas - U.S. 
Benefits Management Group., 

Inc. 14

Government Americas - U.S. 
California Correctional Peace 

Officer's Association 22

Education Americas - U.S. DeVry Inc 53

Education / Energy & Utilities Americas - Brazil
Grupo de Estudos em Energia 

(GREEN) 65

Education Americas - U.S. Lakota Local Schools 86

Healthcare Americas - U.S. Plastic Surgery Center 122

Government Americas - U.S. Village of Bolingbrook 154

Education Americas - U.S. Wheaton College 163

Education Americas - U.S. Wheaton College 167

Computer Services, Education, 

Professional Services
Asia Chonnam National University 

176

Education Europe FBD 237

Government Europe
Netherlands Chamber of 

Commerce 259

Government Europe South African Revenue Services
271

Government Europe

The Association of German 

Chambers of Industry and 

Commerce 280
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adidas-Salomon races to the Web with
IBM iSeries

IBM Case Study

Overview

● Challenge

Quickly and cost-effectively meet

the challenges of an on demand

business environment through

migrating to the Web, while integrat-

ing applications, operating systems

and hardware platforms

● Solution

Magic Software’s eDeveloper toolkit

and consolidated two Dell servers

onto a single, scalable and reliable

IBM _`® iSeries™ Model 810

system with Integrated xSeries

servers

● Key Benefits

Lower cost of ownership, enhanced

scalability and optimal flexibility – 

all of which can help produce a

competitive advantage, while sup-

porting comprehensive Web-based

initiatives

A recognized global leader in the sport-

ing goods industry, adidas-Salomon

Canada, representing the adidas,

Salomon, and Taylor Made brands,AG

offers world-class footwear, apparel, ski

and golf accessories to its more than

5000 customers. To stay competitive,

adidas-Salomon must continually

deliver innovative products to the mar-

ketplace, while increasing financial per-

formance as well as maximizing return

on investment. In addition, managing

this three brand portfolio presents

inherent complexities, including the

ongoing challenge of continually

enhancing operational capabilities,

responding to customer needs, and

striving to be seen as an industry leader

with regards to service levels and 

customer-enabled Web tools.

Since its inception over 80 years ago,

the company’s winning performance

and growing portfolio of brands has

helped it outdistance the competition.
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The Canadian subsidiary of adidas-

Salomon was faced with the challenge

of sustaining the parent company’s

leadership position in its market, while

fully integrating the adidas, Salomon

and Taylor Made brands into one oper-

ation, while continuing to operate cost-

effectively and meet the needs of an

evolving business environment.

Teaming with IBM for optimal integration

Following the adidas purchase of

Salomon Sports and Taylor Made Golf

in the late ‘90s and the parent com-

pany’s subsequent acquisition of Maxfli

in 2001, adidas-Salomon Canada

needed to address the unique business

requirements of multiple brands that

had discrete sales organizations, while

requiring integrated multi-brand supply

chain and back-office operations. 

Paul Leone, Vice President Supply

Chain–IT/Logistics, adidas-Salomon

Canada, knew he could successfully

integrate all of these brands under one

roof, which would result in significant

reductions in day-to-day operating

costs as well as help to minimize the

complexity of conducting business.

Why? Because his team had a strong

understanding of what needed to be

done to achieve real results quickly –

and because of his team’s strong his-

tory with IBM, its IBM Business Partner

ASI and the AS/400® platform, the

predecessor to _` iSeries server. 

Once the processes between the dis-

parate systems of all divisions were

integrated, with the help of ASI, Magic

Software and IBM, and the desired time

and cost savings were quantified, the

company looked to transition from its

existing AS/400 platform and other

Intel® processor-based systems to a

consolidated iSeries platform, and to

the Web. With the power, scalability

and flexibility of the iSeries server,

Leone and his team felt confident that

they could help the company meet a

burgeoning need for on-demand, real

time information.

Making a game-changing decision with

the iSeries server

Leone and his team made the decision

to replace the two existing standalone

Dell servers with a single IBM iSeries

Model 810 server. With a small team

and a large operation to run, Leone felt

that the iSeries server would help

reduce complexity and costs, while pro-

viding optimal performance and avail-

ability. The result would be a

streamlined infrastructure that would

allow adidas-Salomon to be more nim-

ble and responsive, allowing for system

changes as a result of business change

or transformation.

“There is real value in having one box,

which allows you to achieve so much

more with simplicity of scale,” says

Leone. And a simple and seamless

implementation supported the wisdom

of his decision. “With the help of ASI

and IBM,” Leone adds, “we accom-

plished a problem-free migration to the

iSeries platform from the existing Dell

servers in less than eight hours over a

single weekend.” The iSeries 810 server

is an ideal solution for companies like

adidas-Salomon Canada, offering a

variety of operating environments with-

out requiring substantial IT resources to

manage vast server farms or multiple

servers. It simultaneously supports

applications on OS/400®, Linux®,

Microsoft® Windows®, Lotus

Domino® or ported UNIX® applica-

tions. It includes highly efficient 5250

Online transaction processing (OLTP) as

well as WebSphere® Application Server

(WAS) Express V5. And its self-manag-

ing, self-healing features help control

system administration and maintenance

costs.
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Scaling to meet e-commerce growth

Under the covers of adidas-Solomon’s

iSeries server are five Integrated

xSeries® Servers (IXS) for Microsoft®

Windows® integration and consolida-

tion. The company currently utilizes 

two of these servers, running Magic

Software eDeveloper applications on

one, and Compleo and Business

Objects applications on the other.

Leone is also able to run the company’s

“ There is real value in
having one box,
which allows you to
achieve so much more
with simplicity of
scale. With the help 
of ASI and IBM and
Magic Software, we
accomplished a
problem-free
migration to the
iSeries platform in
less than eight hours
over a single
weekend.” 
– Paul Leone, Vice President

Supply Chain–IT/Logistics,
adidas-Salomon Canada

ASI warehouse application, Syntax

Financial Systems, SFA, EDI, and com-

plete order management and supply

chain applications on the iSeries

server’s native OS/400 operating sys-

tem. The ability to scale the company’s

IT infrastructure to meet growing 

e-commerce demands is also built into

the iSeries platform. As the company

grows, not only will adidas-Solomon be

able to take advantage of the three

unused IXSs, but also the advanced

logical partitioning (LPAR) capabilities of

the iSeries, which afford dynamic reallo-

cation of resources across multiple

application environments. In this man-

ner, the company should be able to

quickly react to spikes in demand as

well as run a number of mixed work-

loads. Using LPAR technology, adidas-

Solomon Canada was able to give IT

development staff a distinct and sepa-

rate application development environ-

ment, complete with the entire

application suite and data, which is mir-

rored from the production environment

on an as needed basis.

Delivering improved efficiency and

measurable results

When Leone proposed to senior man-

agement upgrading to the iSeries

server, he felt the new solution would

transform them into a 24x7, Web

enabled on demand business. Thanks

to the exceptional performance and

availability of Web-facing applications

running on the iSeries, the company

has seen significant growth in retailer-

based orders, increased customer 

satisfaction and improved EDI transac-

tions. And given reduced maintenance

time and administration costs, Leone

and his staff can continue on refining

the adidas, Salomon and Taylor Made

business-to-business (B2B) tools, as

well as ultimately business-to-

consumer (B2C) Web solutions to help

drive increased revenues while shrinking

expenditures. Additionally, backup

processes are simplified on the iSeries

platform; built in management capabili-

ties enable IT staff to administer sys-

tems remotely through the iSeries

Navigator – for quick problem resolution

after-hours, and around-the-clock.

As a result, the iSeries server is helping

optimize the total cost of ownership for

adidas-Salomon Canada. One way a

company can assess the value of IT to

the company is to calculate what the

total IT costs are vs. total sales rev-

enue. Leone points out that for adidas-

Solomon Canada, IT spending equals

only 1.1 percent of total Canadian

sales. For Leone these numbers mean

that he is “doing so much more for so

much less.”
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For more information

Please contact your IBM sales repre-

sentative or IBM Business Partner or

visit:

ibm.com/server

© Copyright IBM Corporation 2004

IBM Systems and Technology Group
Route 100
Somers, NY 10589

Produced in the United States
October 2004
All Rights Reserved
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WebSphere are trademarks or registered
trademarks of International Business Machines
Corporation in the United States, other
countries or both.
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under ASI’s license or provided under ASI’s
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concerning the others’ products or services.

Linux is a trademark of Linus Torvalds in the
United States, other countries or both.

Microsoft, Windows, Windows NT and the
Windows logo are trademarks of Microsoft
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without notice, and represent goals and
objectives only.
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iSeries and adidas-Salomon form a

winning team

With its long-standing relationship with

IBM and ASI, Leone feels his company

will continue to reap the benefits inher-

ent in an iSeries solution. According to

Leone, the iSeries has helped his com-

pany easily and cost-effectively adapt to

today’s demands, as well as providing

the foundation for future growth. With

his current Web initiatives improving

retail customer satisfaction, Leone envi-

sions extending online purchasing

directly to the consumer as part of 

his company’s e-commerce evolution.

He is also considering implementing 

a Linux partition on the iSeries to 

take advantage of the open system

architecture to further support his 

Web applications.

For adidas-Salomon Canada, the

iSeries server is the cornerstone of its IT

infrastructure and overall business strat-

egy because of the platform’s scalability

and most importantly reliability. “We

don’t worry about our iSeries server,”

says Leone. “It always functions

extremely well. Like knowing it is going

to snow in the winter… that’s how reli-

able it is. It has been an unbelievable

success story for us.”

“ We don’t worry about
our iSeries server. It
always functions
extremely well. Like
knowing it is going to
snow in the winter…
that’s how reliable it
is. It has been an
unbelievable success
story for us.” 
– Paul Leone, Vice President

Supply Chain–IT/Logistics,
adidas-Salomon Canada
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The Challenge

 Bosselman Corp. sought a supply

chain management solution that

integrated business units across

the company, providing a “single

view of the truth.”

The Solution

 IIBM eServer™ iSeries® servers,

IBM Express Runtime software

and Odyssey, a BP-developed

solution

Key Benefits 

Bosselman Corp gained a single

solution that can integrate multiple

business units across the

enterprise while lowering the

total cost of ownership.

Overview

IBM Case Study

Bosselman Corp. has traveled a long 

distance since 1948 when its founder 

opened one of the first American truck 

stops, a venue that would become 

synonymous with speed, efficiency 

and good, strong coffee. Today, the 

company operates numerous travel 

centers—24-hour trucking oases 

equipped with modern conveniences 

like Wi-Fi Internet access—and 

38 Bosselman Pump and Pantry 

convenience stores throughout the 

Midwestern region of the United 

States. More than 1,000 people 

are employed across a convoy of 

affiliates such as Bosselman Energy, 

Bosselman Tank and Trailer, Fuel 

Systems Inc., Bosselman Carriers and 

Grandma Max’s Restaurants.

IBM Business Partner puts trucking industry innovator 
in the express lane with IBM Express Runtime

“When I think of IBM 
Express, I look at it 
from that point of view 
that it’s a cost-effective 
platform. I don’t have 
the requirement for 
a full-blown IBM 
WebSphere solution. 
IBM Express offerings 
take care of all our 
requirements now and 
into the future.” 

—Harry Galbraith
MIS director
Bosselman Corp.
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While IBM technology can’t add much to the coffee, it is helping Bosselman with 

speed and efficiency thanks to IBM Business Partner Mid-Comp International. The 

Australia-based firm has delivered an IBM Express Runtime-based solution on 

IBM eServer iSeries that is improving supply chain management in the mid-market 

company and giving Bosselman what Harry Galbraith, director of management 

information systems, calls, “a single view of the truth,” across the company.

“The goal of every CEO is to know everything that’s going on in the company and to 

be able to go to one place to find out,” says Galbraith. “Frankly, I didn’t think it was 

possible until I went to Australia and met with Mid-Comp. That’s how complex our 

requirements were.”

Compelling reason

Bosselman is a diversified corporation with warehousing, distribution, inventory 

management, financials, point of sale and service maintenance functionality 

required for the different parts of its business. Its travel centers, for instance, 

provide a one-stop shop for fuel, food, automotive components, truck maintenance 

and business facilities. More than 30,000 unique items are sold in its travel centers 

and convenience stories. All repairs to vehicles serviced in Bosselman centers are 

tracked, creating vehicle history records that serve as a compelling reason for 

customers to continue returning.

The company’s challenge was to find a fully functional supply chain solution that 

was affordable and could be expanded across such a diverse enterprise. It sought 

a centralized view of the business spread across thousands of miles and one that 

would grow with the company. After all, Bosselman adds at least one new facility 

each year and has done so over the last 50 years.

When we looked at the standard offerings, the products were all functionally rich, 

but the implementation and unique configuration requirements meant that a time 

table of years—not months—was required,” says Galbraith. “And the licensing 

and maintenance costs meant that the total cost of ownership was excessive. 

Each time we spoke to a supplier, the per-user license costs were staggering.”

Mid-Comp, an independent software vendor and systems integrator, knew its 

IBM-based solution, Odyssey, would end Bosselman’s search for a supply chain 

solution that was browser-based, platform-independent, affordable, genuinely 

real-time and easily implemented. 

Key Components

2

Hardware

• IBM eServer iSeries servers

Software

• DB2 Universal Database 

Express Edition

• IBM Express Runtime

• Websphere Application 

Server—Express
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Tremendously appealing

Odyssey is based on IBM Express Runtime, which combines IBM WebSphere®

Application Server—Express and IBM DB2 Universal Database™ Express Edition 

software. What makes Express Runtime the preferred deployment option for 

Business Partners like Mid-Comp is its integrated nature—one install, one license 

and a single point of contact for support. Express Runtime includes tools for 

application development, solution assembly and deployment, enabling Business 

Partners to easily develop and deploy their business applications with the Express 

Runtime components.

“With IBM Express Runtime, we can offer sophisticated IBM middleware for a very 

good price. At the same time, we are delivering a solution that’s much simpler to 

implement and administer. This is tremendously appealing to customers like 

Bosselman,” says Bjarne Matzen, director of research and development for 

Mid-Comp. “Far less learning is involved and they can be up and running in no time. 

As a Business Partner, Express Runtime reduces the complexity we encounter in 

an implementation and, as a result, minimizes the time and effort we invest. That’s 

very compelling.”

In fact, the first phase of the Bosselman solution went live after only 10 weeks—a 

timeframe made that much more astonishing when compared to other vendors’ 

projections, which ranged from months to years. Initially being implemented for 

inventory management at the Bosselman Travel Centers, the Mid-Comp solution 

also included point-of-sale systems interfaces and full scanner-based operations 

for purchasing, receiving and stock takes, along with sales and financial reporting.

Odyssey will gradually be deployed throughout Bosselman. Following imple-

mentation in the travel centers, the solution will be rolled out in the company’s oil 

repackaging and distribution facilities, fuel tanker manufacturing and repair 

facilities, 38 convenience stores and a truck service center. A total of 14 companies 

will migrate to Odyssey over the next few years.

“In Odyssey, we found the Holy Grail—a feature-rich supply chain system with an 

architecture that delivered complete flexibility and also the lowest total cost of 

ownership of any product on the market today,” says Galbraith. And, attributing 

much of this to IBM Express, Galbraith says, “When I think of IBM Express, I look 

at it from that point of view that it’s a cost-effective platform. I don’t have the 

requirement for a full-blown IBM WebSphere solution. IBM Express offerings take 

care of all our requirements now and into the future.”

3

“The goal of every CEO 
is to know everything 
that’s going on in the 
company and to be able 
to go to one place to find 
out. Frankly, I didn’t 
think it was possible 
until I went to Australia 
and met with Mid-Comp. 
That’s how complex our 
requirements were.” 

—Harry Galbraith
MIS director
Bosselman Corp.
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Main attraction

While Odyssey was the main attraction, Bosselman was equally drawn to Mid-Comp’s 

style of doing business—that is, partnering with its clients and building and 

implementing solutions based on extensive research and development. Support 

Mid-Comp receives through IBM PartnerWorld® gives the Business Partner easy 

access to wide-ranging research and development resources that help it win 

clients like Bosselman and provide a high level of service.

Technical and development support were provided through the IBM Virtual 

Innovation Center™, which played a critical role in testing Odyssey for the 

Bosselman implementation. Moreover, Mid-Comp continues to take advantage 

of benefits associated with IBM PartnerWorld Industry Networks. The industry 

networks are available to all IBM Business Partners and provide industry-specific 

support that enables Business Partners to go to market faster and win new 

business. Mid-Comp participates in the automotive, fabrication and assembly, 

retail and wholesale industries.

With industry insight available through PartnerWorld Industry Networks and 

Mid-Comp’s newest team member—Bosselman, which has entered into a joint 

venture with Mid-Comp to market Odyssey in North America—the Australia-

based Business Partner seems ready to hit the road to success.

For more information

To learn more about Mid-Comp International, visit: midcomp.com.au, and to 

learn more about Bosselman, visit bosselman.com.

Visit ibm.com/partnerworld to learn more about IBM Express offerings and 

PartnerWorld Industry Networks. 
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The Challenge

 The California Correctional Peace

Officers Association (CCPOA)

suffered from an unstable messaging

platform. Employees traveling out-

side the office had no way to access

collaborative applications and the

messaging platform did not integrate

with the membership database,

leading toorganizational inefficiencies.

Why IBM?

 IBM offers a reliable messaging

system that can run on a variety

of operating systems—including

Linux®—and can be accessed via

the Web and with PDAs.

The Solution

 CCPOA implemented a flexible

infrastructure for e-mail, calendaring

and scheduling as well as custom

collaborative applications using IBM®

Lotus Notes®, IBM Lotus®Domino®

Collaboration Express and IBM Lotus

Domino WebAccess running on IBM

eServerTM xSeries® servers

Key Benefits

 • Integration between the messaging

platform and the membership

database means the association

is better equipped to communicate

with members via accurate,

up-to-date e-mail distribution lists

 • Web and BlackBerry-enabled

e-mail, calendaring and scheduling

help increase the productivity of

field staff

Overview

IBM Case Study

The long arm of the law can reach only 

as far as its communication network 

permits, but now the California 

Correctional Peace Officers Association 

can reach a little farther. A private, 

not-for-profit association representing 

correctional peace officers working 

in the California correctional system, 

the CCPOA is one of the largest 

professional associations in the state. 

With a membership of over 30,000 

officers, CCPOA is headquartered 

in Sacramento and has several field 

offices supporting its 160 employees.

IBM helps peace officers’ association improve 
communication and collaboration

“We’ve been incredibly 
satisfied and impressed 
with IBM and Informix, 
so we decided to consider 
a solution based on IBM 
Lotus software.” 

    —Craig Haarmeyer, 
Information Services Specialist,
California Correctional Peace 
Officers Association

 • Increased system uptime

 and decreased service calls

 help lower the total cost

 of ownership.

Craig Haarmeyer, Information Services Specialist, California Correctional Peace Officers Association
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CCPOA seeks to correct its messaging and collaboration capabilities

As recently as 2003, it was the CCPOA internal messaging system that was in need 

of a few corrections. Based on Microsoft® Exchange, the system was difficult to 

access, hard to integrate and very unreliable. “Microsoft Exchange was unstable 

and inflexible,” says Craig Haarmeyer, information services specialist at CCPOA. 

“And because it is proprietary and platform-dependent, we were limited in terms 

of accessibility and integration.”

In fact, the Microsoft Exchange server was so unstable that it began to pose a signifi-

cant drain on productivity and morale. “I never got any sleep,” explains Haarmeyer. 

“I’d be in bed or taking my kids to school and my phone would ring—I would have to 

walk somebody through the procedure of restarting the server. It was ridiculous. It 

got to the point where we would just cross our fingers and reboot.”

Additionally, many of the CCPOA staff members were often working on the road—

and when they were outside the office, they had no way to access the messaging 

system through the Web or their PDAs. “Our senior staff couldn’t function in the 

field the same way they could inside the office,” says Haarmeyer. “Most importantly, 

they couldn’t access their e-mail or calendars once they left the office.”  

Also, because Microsoft Exchange could not integrate with the association’s IBM 

Informix® membership database, CCPOA had to rely on manually generated e-mail 

distribution lists for communication with its members. “We’d have people in our 

membership department entering and updating the database,” explains Haarmeyer. 

“And then we’d have other people creating e-mail distribution lists by hand, and     then 

different people editing contact information. It was time-consuming, error-prone 

and inefficient.”

2

Software

• IBM Lotus Notes

• IBM Lotus Domino Collaboration 

Express 

• IBM Lotus Domino Web 

Access 6.5

• Intravision OnTime Group 

Calendar

Server

• IBM eServer xSeries 255

Key Components
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CCPOA puts the cuffs on platform-dependent messaging and collaboration

After experiencing the pain of the proprietary Exchange-based messaging, 

Haarmeyer decided it was time for a new, platform-independent collaborative 

application. In particular, he wanted one that could be accessed from the Web 

and PDAs, integrate with the association’s Informix database and run on a variety 

of operating systems, including Linux or UNIX®. He considered pursuing an open-

source solution but wanted to be sure that the new system would be supported 

well into the future. “As an organization, we rely more and more on e-mail and 

calendaring functionality,” explains Haarmeyer. “Because we depend on it so 

much, we wanted something with greater support than the open-source options.” 

Because he was pleased with the IBM Informix system already in place at CCPOA, 

he contacted PreferredPartner.com, an IBM reseller, to discuss potential IBM-

based solutions. “We’ve been incredibly satisfied and impressed with IBM and 

Informix,” says Haarmeyer, “so we decided to consider a solution based on IBM 

Lotus software.” 

CCPOA and PreferredPartner.com brought in GreyDuck Technology, an IBM 

Advanced Business Partner and Service Provider specializing in Lotus Notes 

and Domino messaging solutions. “When GreyDuck explained the benefits 

of an architecture based on Lotus Notes and Domino, we realized that it is much 

more than just a messaging platform,” explains Haarmeyer. “We could integrate 

our messaging infrastructure with our other database systems and take 

advantage of the Domino rapid application development environment to write 

custom applications.”  

IBM Lotus Domino Collaboration Express delivers powerful messaging and calendaring

With help from GreyDuck, CCPOA migrated 160 users from Microsoft Outlook and 

Exchange to IBM Lotus Notes and Domino. Lotus Notes and Domino provides 

CCPOA’s employees with e-mail, calendaring and scheduling capabilities. 

GreyDuck also introduced IBM Lotus Domino Web Access, which allows mobile 

CCPOA staff to access the messaging environment through a Web browser. The 

Lotus solution is deployed on two IBM eServer xSeries servers running on the 

Red Hat Linux operating system. 

3

“Our users are delighted 
at how much more 
powerful the Lotus 
software is compared 
to what we were using 
before.”

    —Craig Haarmeyer, 
Information Services Specialist,
California Correctional Peace 
Officers Association
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CCPOA employees were very impressed with the extensive out-of-the-box function-

ality in Lotus Domino Collaboration Express. “Our users are delighted at how much 

more powerful the Lotus software is compared to what we were using before,” says 

Haarmeyer. “For example, the scheduling capability is very powerful. You can invite 

various parties and identify the best dates and times to schedule a meeting based 

on a view of their mutual availability. You can check on the availability of rooms and 

manage resources such as projectors. It’s really much better than Exchange.”

Custom applications help keep members connected

Lotus Domino Collaboration Express is a powerful platform for deploying collaborative 

applications. GreyDuck used the Lotus Connector LotusScript® Extension to 

develop a custom Lotus Domino application that integrates with the organization’s 

Informix database, facilitating the automatic creation of e-mail distribution lists. 

With this capability, CCPOA can now communicate much more efficiently and 

effectively with its membership. In particular, the association can create targeted 

e-mail distribution lists that are accurate and up-to-date. “By delivering the right 

message to the right people at the right location, we can better serve our members,” 

says Haarmeyer.

GreyDuck also implemented connectivity software that allowed traveling employees 

access to their e-mail and scheduling applications using a BlackBerry or other 

portable device. “Now, no matter where our employees are, they are connected,” 

says Haarmeyer. “People out in the field can access e-mail, calendaring and 

scheduling functionality with ease using either a Web browser or a BlackBerry.”

GreyDuck also customized Lotus Notes calendaring for CPPOA with special 

group calendaring features. “In one view, you can see the various entries in 

people’s calendars,” says Haarmeyer. “And we can create different calendar 

views for different groupings of people.”

“In many ways, the 
transition to Linux 
would not have been 
possible without the 
robust messaging and 
scheduling functionality 
in Lotus Domino 
Collaboration Express. 
In fact, Lotus Domino 
Collaboration Express 
offers a lot more out-
of-the-box functionality 
than we had in our 
old environment after 
many years of 
tweaking Exchange.” 

    —Craig Haarmeyer, 
Information Services Specialist,
California Correctional Peace 
Officers Association

4
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IT staff can finally sleep at night

Lower administration costs have been a major advantage of switching to Lotus 

Domino Collaboration Express, and this new messaging and collaboration platform 

has facilitated a further cost-saving measure. “In addition to switching from Microsoft 

Exchange to Lotus Domino, we also switched from Microsoft Windows® to the Linux 

operating system, which has saved a lot in licensing and support costs,” Haarmeyer 

explains. “In many ways, the transition to Linux would not have been possible without 

the robust messaging and scheduling functionality in Lotus Domino Collaboration 

Express. In fact, Lotus Domino Collaboration Express offers a lot more out-of-the-

box functionality than we had in our old environment after many years of tweaking 

Exchange.”

Still, of all of the benefits he has realized, Haarmeyer is especially pleased with the 

stability and reliability of the Lotus Notes and Domino messaging system. Not only 

has it increased uptime and reduced service calls, lowering the total cost of owner-

ship of the system, it has also allowed Haarmeyer to rest easier. “The system has 

gone down only twice in the past two years,” he says, “and both times were due to 

power failure. I can finally sleep at night!” 

For more information

For more information, contact your IBM representative or IBM Business Partner, or 

visit: ibm.com/software/lotus

“Lotus Domino 
Collaboration Express 
offers a lot more 
out-of-the-box 
functionality than 
we had in our old 
environment after 
many years of 
tweaking Exchange.”

    —Craig Haarmeyer, 
Information Services Specialist,
California Correctional Peace 
Officers Association

5
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The Challenge

 The lack of effective collaboration

tools slowed the solar collector

testing process, resulting in lost

productivity; inadequate document

management capabilities made it

difficult to create, share and man-

age information

Why IBM?

 IBM offers a robust, easy-to-manage

portal and collaboration platform

that is easy to learn and use

The Solution

 IBM® Workplace™ Services

Express and IBM Lotus®

Sametime® software

Key Benefits

• Portal allows more testing to take

place in less time, contributing to

increased productivity

• Portal helps reduce reliance

on inefficient, paper-based

documents and processes

• Portal enhances document con-

trol and management related to

publishing academic materials

Overview

IBM Case Study

As the high-powered name suggests, 

the Grupo de Estudos em Energia 

(GREEN) is a solar energy research 

team at the Pontifica Universidad 

Catolica, a large university centered 

in Mina Gerais, Brazil. With 52,000 

students, 2,100 faculty members 

and 1,400 employees, the Pontifica 

Universidad Catolica represents the 

pinnacle of higher education in Brazil. 

The university’s GREEN research 

organization is the premiere solar 

energy lab in Brazil, as well as one of 

the leading authorities on solar energy 

research worldwide. In addition to 

performing outreach, education and 

research with the help of government 

partners ELETROBRAS and FINEP, 

the lab runs a solar collector quality 

assurance testing program for Brazil’s 

government and operates one of six 

sunlight simulators in the world.

GREEN implements a portal to streamline solar 
collector testing processes

“Before the portal, we had 
to manage a great deal of 
paper documents. Now all 
of the documents are on 
the Internet, and we can 
process documents much 
more quickly.”

—Eduardo Marques Duarte,
Quality Coordinator,
GREEN
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GREEN resolves to improve its collaboration tools

As part of its quality assurance testing, GREEN receives solar collectors from manu-

facturers, performs a series of tests, delivers the results and bills the manufacturers 

for the work. In the past, GREEN relied on e-mail, mail and telephone calls to 

communicate with manufacturers, but that style of collaboration proved lacking 

during a multi-step process like quality assurance testing. “We used to correspond 

with the manufacturers through e-mail and written letters, but that process was very 

slow, and the cost of doing business was high,” explains Eduardo Marques Duarte, 

quality coordinator at GREEN. “Often, when collaborating with engineers, researchers 

and manufacturers, we spent a lot of time sending documents through the mail, and 

we constantly had manufacturers calling us by phone and asking questions about 

the tests.”

In order to improve its collaboration methods, GREEN approached IBM Premier 

Business Partner Grupo Plansis about the potential of a portal to improve the inter-

action among engineers, researchers and manufacturers. “Grupo Plansis proved 

crucial in pulling together the idea for the portal,” explains Duarte. “They helped us 

develop the concept and pull together the specifications, and they gave us support 

during the implementation.”

Ultimately, Grupo Plansis recommended a portal built using IBM Workplace Services 

Express as a way to unify the existing IBM Lotus Domino® applications in the GREEN 

environment and deliver workflow around common organizational processes. 

“GREEN had many Lotus Domino applications that they used in a number of ways,” 

explains Robert Souza, director general at Grupo Plansis. “The new portal could 

display all of the Lotus Domino applications on a single screen. Plus, using a tool 

that we developed here at Grupo Plansis called T-flow, we could enforce a workflow 

around common organizational processes without having to do any custom coding.”

Software

• IBM Workplace Services Express

• IBM Lotus Sametime

• IBM Lotus Domino

Key Components

“The product was 
installed on an IBM 
server in under a day. 
After that, it took 
less than three weeks 
to implement the 
completely customized 
portal.”

—Robert Souza,
Director General,
Grupo Plansis 

2

Page 66 of 286



New portal streamlines solar collector testing process

A crucial aspect of the portal is that it structures and streamlines the processes 

surrounding the testing of solar collectors. “The portal manages the entire workflow 

around the solar collector testing process,” explains Duarte. “A manufacturer submits 

product documentation through the portal, and our GREEN engineers can verify 

the scope of the project. Then the manufacturers select from the menu of tests we 

perform. After they submit the actual equipment for testing, the manufacturers can 

log into the portal to see the status of the tests, as well as the performance of their 

equipment through the portal. Plus, they can access the financial area to check how 

much they have to pay for the tests, and, in the future, we plan to accept actual pay-

ments through the portal.”

IBM Lotus Sametime facilitates collaboration between manufacturers and testers

During the solar equipment testing process, GREEN engineers and manufacturers 

rely on the Lotus Sametime instant messaging functionality within the portal to 

collaborate on important issues as soon as they arise. “The real-time connection 

with the manufacturers helps resolve any concerns they have about the testing 

process or the bugs that have been identified,” Duarte explains. “Our engineers can 

communicate with the manufacturers in real time to discuss the testing procedures, 

the financial arrangements and the technical instructions involved in testing the 

solar collectors.”

Team spaces help project teams store and manage documents

In order to help project teams collaborate over large distances, the GREEN team 

uses team spaces within the portal to create, share and manage documents, as well 

as control document versions. “The team spaces are used to create documents like 

specifications and installation guides,” says Duarte. “There are six campuses at the 

university. And then there are the people at the manufacturer and installer locations. 

The team spaces provide a way for people to bridge geographic distances in order 

to produce and publish documents with multiple authors to all of the communities.”

“But in the past we 
had problems with 
communication, so 
while we were good at 
engineering, we weren’t 
so good at managing 
information. Now, with 
the portal, we’ve aligned 
those aspects, which 
helps us increase the 
number of clients we can 
serve.”

—Eduardo Marques Duarte,
Quality Coordinator,
GREEN

3
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Workplace Services Express offers easy installation and rapid customization

Not only does Workplace Services Express offer powerful out-of-the-box func-

tionality, it also enables easy customization, including integration with existing 

applications and systems. “The product was installed in under a day,” explains 

Souza. “It then took a couple of days to develop a complete model for the way we 

wanted the portal to work. After that, it took less than three weeks to implement a 

completely customized portal.” 

New portal leads to increased productivity

With the portal, the GREEN team has been able to shrink the amount of time 

associated with the solar collector testing process—resulting in the ability to do 

more testing. “We are one of only six facilities with solar simulators in the world,” 

explains Duarte. “Rain or shine, we’ve always been good at solar collector testing. 

But in the past we had problems with communication, so while we were good at 

engineering, we weren’t so good at managing information. Now, with the portal, 

we’ve aligned those aspects, which helps us increase the number of clients we 

can serve.”

In addition to helping enhance productivity, the portal has reduced the costs associ-

ated with managing inefficient paper-based processes. “Before the portal, we had 

to manage a great deal of paper documents,” Duarte explains. “Now all of the docu-

ments are on the Internet, and we can process documents much more quickly. This 

not only saves us money in paper-related expenses, it also increases our ability to do 

more testing.”

For more information

For more information, contact your IBM representative or IBM Business Partner, or 

visit: ibm.com/software/lotus
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The Challenge

 The lack of effective collaboration

tools prevented this indepen-

dent software vendor (ISV) from

maximizing its sales potential; the

company needed a unified view

of its everyday business opera-

tions; and its IT infrastructure was

expensive to maintain

Why IBM?

 IBM offers a robust, easy-to-

manage portal and collaboration

platform that is easy to learn

and use

The Solution

 IBM®Workplace™ Services Express,

IBM Lotus® Domino® Document

Manager and IBM Lotus Sametime®

software running on an IBM

eServer™ xSeries® server

The Benefits

 • 20 to 25 percent increase in

 revenues as result of improved

 sales process

 • 20 percent increase in productivity

 due to better collaboration

 • Increased customer satisfaction

 from ability to address customer

 queries in real time

Overview

IBM Case Study

IBM Premiere Business Partner 

iEnterprises, Inc., builds software that 

helps companies sell more of just about 

anything. The Murray Hill, New Jersey, 

company’s flagship iExtensions™ 

(www.iExtensionsCRM.com) customer 

relationship management (CRM) 

software works on top of IBM® Lotus 

Notes® software to help customers 

manage and share contacts, leads 

and sales opportunities. iEnterprises 

also makes CRM on the Go™ 

(www.CRMontheGo.com), an 

application that presents information 

from a variety of CRM applications 

on BlackBerry and other portable 

devices. As a testament to its 

success, iEnterprises has received 

a number of awards from IBM for its 

innovative products, including the 

Best Lotus Solution Beacon Award for 

iEnterprises implements a business portal to help 
facilitate business processes

“We’ve shown between 
20 to 25 percent revenue 
increases this year. 
And that’s largely 
attributed to our ability 
to better manage our 
sales organization with 
Workplace Services 
Express.”

    —John Carini, 
Chief Software Architect,
iEnterprises, Inc.
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iExtensions and the Best SOA Solution Beacon Award for CRM on the Go. In addition to 

its recognition from IBM, iEnterprises enjoys relationships with worldclass companies 

like Honeywell, Checkpoint and BP Amoco that rely on its software to help them sell 

their products more effectively.

Needless to say, IBM products play a key role at iEnterprises. In addition to helping 

iEnterprises understand its customers’ needs, the use of IBM products helps iEnter-

prises compete in a shark-eat-shark CRM software market. “It is really important for 

us to run the same technology as our customers,” explains John Carini, chief soft-

ware architect at iEnterprises. “Plus we believe in all of the IBM Lotus products and 

use them to run our business more effectively. Using the Lotus products definitely 

helps us understand our customers, and it makes us more productive. I don’t know 

which is more beneficial, but both are pretty great.”

In addition to its extreme reliance on IBM products, iEnterprises participates in 

the IBM PartnerWorld® Industry Networks, which offer a rich set of incremental 

industry-tailored resources to all PartnerWorld members who want to build their 

vertical market capabilities and attract potential customers in the markets they serve 

worldwide. iEnterprises is a member of the fabrication and assembly industry and is 

“optimized,” which means it has developed further specialization by optimizing its 

applications with IBM on demand technologies, achieving success with their own on 

demand solutions and other criteria. 

iEnterprises decides to implement a business portal

In order to provide more visibility into its sales processes, iEnterprises began to 

investigate the use of a business portal to help integrate vital information and stream-

line collaborative processes. “We were looking for a single interface to our business 

world,” Carini explains. “From one screen, we wanted to be able to see all of the data 

points that are relevant to our business—our receivables, our opportunity pipeline 

and the deals that have closed. Having that type of information available through a 

portal is very valuable.”

Additionally, iEnterprises viewed a portal as a way to decrease its reliance on 

Microsoft products and lessen the associated management costs because separate 

applications would not have to be installed and maintained on the same desktops. 

2

“The IBM middleware 
stack lends itself 
very well to exposing 
components as services. 
If you are building 
applications on IBM 
WebSphere Portal or 
IBM Workplace software, 
then SOA is typically a 
piece of cake.”

    —John Carini, 
Chief Software Architect,
iEnterprises, Inc.

Key Components

Software

• IBM Workplace Services Express

• IBM Lotus Domino Document 

Manager

Server

• IBM eServer xSeries server
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“We were relying on many Microsoft technologies that were expensive to deploy 

and maintain,” Carini explains. “We thought that we could deliver the same functional-

ity through the portal, which would allow us to manage those applications centrally 

instead of on each individual machine. We really saw the portal as a way to lower 

the cost of ownership associated with our installed software.”

Ultimately, iEnterpises turned to IBM to address its portal needs. “We considered other 

products like Microsoft® SharePoint software,” Carini says. “But we’ve had a long 

and fruitful relationship with IBM. We felt that the emphasis on open standards, scal-

ability and collaborative ability that came with IBM Workplace Services Express made 

it the most appealing portal product.”

iEnterprises portal facilitates sales and other business processes

iEnterprises selected IBM Workplace Services Express for its ability to bring 

together vital business information in a single location. “Pretty much all of our 

company information is integrated through the portal,” Carini claims. “It contains our 

contact, company and opportunity information, and it provides a single forum for activi-

ties like e-mail, messaging and other collaborative activities. In essence, it helps us 

manage all of the information coming in and out of the company, as well as all of the 

communication within the company.”

The iEnterprises portal enables employees to collaborate more effectively on critical 

business initiatives. “Let’s say we close a big deal,” explains Carini. “An employee 

can go into the portal, access the CRM application and then enter the fact that we 

landed the deal. After the deal is entered, an automatic request is sent to our wireless 

middleware, and I receive a message about the deal on my BlackBerry. Using CRM 

on the Go, I am able to use my BlackBerry to access information about the deal, 

such as its size and the customer information. So the portal can help deliver the 

information we need when and where we need it.”

Carini deployed portlets from various sources. “We developed our own CRM 

portlets, and obviously we use those a lot,” he explains. “Then there are some 

portlets that we use right out of the box, such as Lotus Sametime instant messaging. 

And then there are a few portlets that we tweaked based upon our specific needs. 

It was really easy to get them to do exactly what we needed them to do.”

3

“We felt that the 
emphasis on open 
standards, scalability 
and collaborative ability 
that came with IBM 
Workplace Services 
Express made it 
the most appealing 
portal product.” 

    —John Carini, 
Chief Software Architect,
iEnterprises, Inc.
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Lotus Sametime instant messaging enables real-time collaboration

Lotus Sametime instant messaging has become a vital part of the sales process. 

“Lotus Sametime instant messaging, with its presence-awareness capability, is preva-

lent throughout our portal, as well as our CRM solution as a whole,” Carini explains. 

“When a deal closes, one of our employees can instantly see whether or not I am online 

using Lotus Sametime, and if I am online, the person who made the deal can send me 

a message. Sametime instant messaging helps promote instantaneous access to 

critical business information.”

Team spaces foster collaboration

Among the other collaborative features prized by Carini is the team space functionality 

in Workplace Services Express. “We use team spaces to collaborate on projects,” 

he explains. “The customizable online user environments allow our employees to 

more effectively share documents and other information. Our product developers 

have come to rely on team spaces to provide a forum for sharing documents and 

other information vital to the software development process.”

Centralized administration eases the IT management burden

Although the primary appeal of the portal is its ability to enhance the sales process, 

another key benefit is realized by the centralized administration it offers. “Centralized 

administration is a real win for us,” he explains. “It is so much easier to maintain a 

single portal than to support a typical client/server environment. Having to manage 

every desktop is unruly, so being able to go to one place to control everything brings 

us incredible value.”

IBM Lotus Domino Document Manager provides a security-rich information repository

In addition to the document management features in team spaces, iEnterprises 

relies on IBM Lotus Domino Document Manager to store documents and maintain 

version control. “Lotus Domino Document Manager is integrated with our CRM 

solution, and it is exposed through the portal,” Carini explains. “We use it to track 

revisions and manage everything from word-processing documents to PDFs to 

e-mail attachments. It helps us keep a complete history of all the documents, and 

we can share documents without having completely different versions floating 

around. We really get a lot of benefit from that.”

4

“In essence, it helps 
us manage all of the 
information coming in 
and out of the company, 
as well as all of the 
communication within 
the company.”

    —  John Carini, 
Chief Software Architect,
iEnterprises, Inc.
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Service-oriented architecture helps make iEnterprises a success

Service-oriented architecture (SOA) plays a critical role at iEnterprises—as 

evidenced by its winning the IBM Beacon Award for best SOA solution. CRM on 

the Go is a service that makes the information from a wide variety of CRM products 

available on BlackBerry and other portable devices. “SOA is more than just a 

factor in our success; it is a way of life for us,” Carini explains. “SOA gives us the ability 

to connect all of our disparate systems in real time. The alert I receive on my BlackBerry 

is only possible because that service travels through an SOA.”

Ultimately, the IBM architecture in place at iEnterpises helps make its SOA a 

reality. “Being able to expose something as a service depends on the underlying 

architecture,” Carini explains. “The IBM middleware stack lends itself very well 

to exposing components as services. If you are building applications on IBM 

WebSphere® Portal or IBM Workplace software, then SOA is typically a piece of cake.”

Portal use has helped increase revenue, improve productivity and heighten 

customer satisfaction

Among the many benefits delivered by its Workplace Services Express portal, nothing 

is more important than the bottom line, and the new portal has contributed mightily to 

the company’s success. “We’ve shown between 20 to 25 percent revenue increases 

this year,” Carini explains. “And that’s largely attributed to our ability to better manage 

our sales organization with Workplace Services Express.”

Aside from revenue, the portal has also contributed to improved employee productiv-

ity. “It really helps us be more productive in a number of ways,” says Carini. “It helps 

with project management, so we’re able to build products better because we can 

collaborate more effectively using the tools in Workplace Services Express. If I had 

to estimate, I’d say we are 20 percent more productive thanks to the portal. And that 

alone is certainly enough to justify its implementation.”

In addition to streamlining operations at iEnterprises, the portal has also helped 

improve customer satisfaction. “Having the information when and where we need it 

is tremendous from a customer service standpoint,” Carini concludes. “When we are 

on the phone with our customers, we know what’s going on because the information 

we need is right in front of us. And when we are in the field, the information from 

the portal is available on our BlackBerry and other portable devices. Being able to 

address customer concerns in real time is an incredible advantage.”

For more information

For more information on IBM Lotus products, please contact your IBM sales 

representative or IBM Partner, or visit ibm.com/software/lotus

5

“Sametime instant 
messaging helps 
promote instantaneous 
access to critical 
business information.”

    —  John Carini, 
Chief Software Architect,
iEnterprises, Inc.
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DMS and IBM rev up business for Internal Engine Parts Group

Speed is critical to supplier to improve sales, productivity and service

              Overview

Challenge

Managers at Internal Engine
Parts Group needed to
modernize their order-entry,
warehousing and distribution
systems to become more
efficient and reach new
markets.

Why On Demand

In the highly competitive

engine parts aftermarket,
distributors need to respond
rapidly to their customers, who
are looking for superior
products at lower prices.

Solution

IEPG selected DMS Systems
Corp.’s Distribution/Express
system running on IBM
middleware and the IBM 
^® iSeries™ to
reduce costs, increase
productivity and maximize
customer service.

Key Benefits

ROI in less than one year

10 percent reduction in
overall sales expense
Significantly higher inven-
tory turnover
50 to 70 percent time
savings for order staff
Redeployment of personnel
to key tasks
24/7 Web-based customer
catalog access

In need of an overhaul

The roar of a well-tuned engine is
music to the ears of Alan Gartrell,
chief administrative officer for
Internal Engine Parts Group
(IEPG).

Based in Meridian, Mississippi,
IEPG supplies engine parts for
passenger cars and light trucks, as
well as for marine, industrial,
agricultural and high-performance
applications. IEPG’s nine ware-
houses located across the South-
eastern United States serve the
needs of custom engine rebuilders,
traditional auto parts operations
and national wholesale and retail
chains.

And there’s plenty of need. The
past decade saw some of the
highest rates of new vehicle sales
in the U.S., while vehicle scrap-

page rates remained relatively

“DMS’ product line has

revolutionized the way

we conduct business.

…Customers can

now log on to our Web

site to check parts

availability and pricing,

place orders, re-print

invoices and monitor

account balances.”

Alan Gartrell
Chief Administrative Officer

IEPG

Internal Engine Parts Group uses DMS Systems Corp.’s wireless warehouse

solution to get more work done faster, more accurately and with fewer employees.

Industry:  Automotive
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On Demand Benefits

On demand benefits provided by

DMS

Reduced sales and labor costs

for distributors

24/7 ordering, catalog viewing

and service for customers

Increased competitive advan-

tage

On demand benefits realized by

IPEG

Cost reduction of more than 10

percent to fill orders

Catalog applications that are

always current

Significant increase in inven-

tory turns
50 to 70 percent time savings

for order staff

Higher customer service levels

and satisfaction

With IBM, DMS streamlines inventories, ordering and business processes for
auto parts distributors

constant. The result: an increase in the demand for engine parts
caused by an expanding number of vehicles on the road and
total miles driven. That has fueled the engine parts aftermarket,
making it a fiercely competitive marketplace.

Not wanting to be left behind, IEPG’s management realized that
winning market share was going to mean driving down internal
costs, increasing productivity and improving customer service.

Gartrell remembers the computer system IEPG implemented in
the 1980s. There was no real-time order entry, inventory tracking
or connectivity to the company’s warehouses or its customer
locations. Timely information was non-existent. “It was a paper-
heavy, labor-intensive process that required thumbing through
inches-thick catalogs, rummaging around a backroom for
inventory, and manually ordering parts that often took several
days to receive,” he recalled. “Continuing to operate in this
manner was ridiculous, so we looked around for a better solution
and found DMS.”

A new way of doing business

From the very beginning, DMS’ solution kept pace with IEPG’s
needs.

DMS Systems Corp. is a leading supplier of hardware and
software solutions to automotive, heavy duty truck, RV and
marine parts distributors. Its base system application, DMS
Distribution/Express™, runs on the IBM ^ iSeries server
and allows distributors to efficiently manage mission-critical
operations, such as order entry, accounts receivable, purchasing
and receiving, and inventory management, at multiple sales
locations.

On top of that, DMS offers add-on applications that, together,
provide a fully integrated turn-key supply chain solution. For
example, Qwik-Order™ is a Web-based “parts portal” that
provides distributors with e-commerce capability. DMS devel-
oped this real-time ordering, cataloging and customer service
application using IBM WebSphere® Application Server-Express
and hosts each customized portal as a value-added subscription
service. With Qwik-Order, customers can see and do almost
everything that counter sales personnel can.

“DMS’ product line has revolutionized the way we conduct
business,” said Gartrell, citing lower cost of sales, higher inven-
tory turns and increased customer service as key benefits. He
also noted the easy-to-use purchase forecasting, inventory
balancing and management control functions that have helped
IEPG handle its total inventory of more than 400,000 items.
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Key Components

IBM

Software
IBM WebSphere® Applica-
tion Server-Express
IBM WebSphere Application
Server
IBM DB2® Universal
Database
OS/400® Operating System

Hardware
IBM ^ iSeries with
POWER5™ microprocessor
technology

DMS

Software
Distribution/Express™
Qwik-Order™ Internet
Customer Ordering
Qwik-Scan™ Wireless
Warehouse Barcoding
Qwik-Look™ Business
Intelligence Dashboard
Qwik-Cat™ Automotive
Electronic Catalog

The most recent addition to IEPG’s system is DMS’ wireless ware-
house solution, called Qwik-Scan™. Through the use of Symbol
Technology’s wireless hand-held RF barcode scanners, IEPG has
seen significant improvements in warehouse employee productivity.
“We’re tracking inventory more accurately, reducing warehouse
errors and doing a much better job of getting merchandise both on
our shelves and out the door,” said Gartrell. “In addition, we’ve been
able to re-deploy at least one person in many of our warehouses,
cross-training those individuals to do other jobs.”

IEPG runs Distribution/Express and its add-ons on the highly scal-
able IBM iSeries 720, allowing the company to handle an ever-
increasing workload.

Shifting into high gear with e-commerce

But it was the implementation of e-commerce that really got IEPG
into high gear and set the stage for future growth. “Customers can
now log on to our Web site to check parts availability and pricing,
place orders, re-print invoices and monitor account balances,” said
Gartrell.

IEPG has also placed its engine kit catalog online, allowing custom-
ers even greater access to the products they need. As the number of
customers using the catalog grows, so will IEPG’s savings. In fact, to
encourage usage, the company recently put in place a discount for
customers who conduct business over its Web site.

All of this has resulted in a decrease in the number of orders IEPG
associates handle by phone and fax. According to Frank Davis,
marketing manager for DMS, manual order processing can account
for 12 to 18 percent of a transaction’s gross margin. With online
ordering, that number can drop dramatically to 1 percent or less.

IEPG’s experience bears that out. After going from an estimated 6
percent manual processing cost to about 1 percent for an Internet
sale, the company is looking to move 20 to 30 percent of its current
sales volume through its Qwik-Order portal within a year.

And it’s not only the parts distributor that benefits. Davis said the
average shop spends at least two hours a day sourcing and ordering
parts on the phone. “E-commerce takes that time down to minutes,
freeing up customers to focus on more important aspects of their
business.”

Electronic capabilities have opened up the global market to IEPG,
which once served a limited region. “We will continue to serve our
core market in the Southeast, but with e-commerce in our business
plan, our overall service area will greatly expand,” Gartrell predicted.

Getting mileage from IBM

IEPG’s success is one more proof point for Davis. “We’re giving our
customers the tools to increase revenue and customer satisfaction,
while driving down the cost of sales,” he said. “And we’re doing it
with leading-edge technology from IBM. IBM’s iSeries servers and
WebSphere products are excellent and allow us to build and deploy

More about DMS

Offering software and hard-
ware solutions since 1986,
DMS Systems Corp. is head-
quartered in Rocky Mount,
North Carolina, with four
regional support offices in the
U.S. that serve its customers.

DMS founder and president,
Grady Davis, grew up in the
auto parts distribution business
and was a pioneer in develop-
ing software specifically for
this vertical market. Today, the
company is rapidly growing its
customer support and sales
teams to meet the rising
demand for supply chain
solutions from warehouse
distributors across the U.S.
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“We’re giving our

customers the tools

to increase revenue

and customer

satisfaction, while

driving down the cost

of sales. And we’re

doing it with leading-

edge technology from

IBM.”

Frank Davis
Marketing Manager

DMS Systems Corp.

the end-to-end solutions dis-
tributors need.”

DMS’ commitment as an IBM
Business Partner was also
important to IEPG. “We knew
about IBM’s reliability and high
level of service, and our deci-
sion to choose DMS was
influenced by its close relation-
ship with IBM,” noted Gartrell.

Recently, DMS was invited by
IBM to participate in the ISV
Advantage Initiative for Small
and Medium Businesses (SMB).
The program offers selected
ISVs IBM technical and market-
ing support to speed the devel-
opment and deployment of
solutions in the $300 billion
SMB technology market.

DMS has also opted to partici-
pate in IBM PartnerWorld
Industry Networks for ISVs –
Web-based communities that
integrate and organize the
PartnerWorld experience by
industry. DMS chose the Indus-
try Network for Automotive and
will receive industry expertise,
technical assistance, networking
opportunities, and marketing
and sales support from IBM.
Other networks available
include banking, financial
services, retail, health care/life
sciences, insurance, telecom-
munications and government,
with more to come.

“Our participation in the IBM
PartnerWorld Industry Network
for Automotive will significantly
increase our exposure to new
distributor opportunities, allow-
ing both DMS and IBM to gain
market share in this highly
competitive market,” said Grady
Davis, president of DMS.

For more information

Please contact your IBM sales
representative or IBM Business
Partner.
Visit us at: ibm.com/e-business

For more information about
DMS Systems Corp., visit
dms-systems.com

For more information about
Internal Engine Parts Group
visit internalengineparts.com

For additional IBM ISV success
stories, visit ibm.com/isv/library/
devbrief.html
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MarCole Pioneers in Online Gift Registries

Gift giving can be gut wrenching.  So can gift

receiving — as in “Which one of your relatives

gave us the ugly cuckoo clock?”

That’s why many people prefer to buy from gift

registries set up by recipients listing specific

items they’d like to get.

Actually, gift registries have been around for

years and years.  But MarCole Enterprises,

Inc., pioneered in putting them online so that

both setting up a registry and purchasing from

it can be done with keystrokes on a PC or by

using a touch screen at a store kiosk.

MarCole was the first to incorporate high-

quality digital product images with gift registry

applications — making it easy to register and

purchase special order items.  The registry

system offers on demand access from

wherever the gift buyer may be.

               Overview

Why On Demand

Sur La Table, a retailer of top-

quality cookware and kitchen

accessories, was eager to make

it easier for people to create gift

registry wish lists from which

their family and friends could

purchase items.

Solution

MarCole Enterprises delivered

its Gift RegistryWorks™ so that

Sur La Table customers can

readily create a wish list that’s

accessible via a Web site or

in-store kiosks using IBM PCs

powered by WebSphere®

Application Server - Express.

Key Benefits

Sur La Table records a growing

number of online sales and

expands its reach to potential

new customers by exposing

them to the extraordinarily broad

range of its products and

services.

Gift Giving and Getting Gets Easier

business on demand™business on demand™

http://www.MarCole.com

“We develop our

solutions on

Linux,

WebSphere,

DB2® and Java,

and  we run on

all servers of the

IBM ^

family.  Each of

our products is

e-business

enabled.”

David Pava,

Vice President for Sales,

MarCole Enterprises
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Doing Business with IBM from

the Start

But we’re getting ahead of the story.

Thirteen years ago, when MarCole

Enterprises went into business as an

Independent Software Vendor (ISV), it

made three strategic decisions.  The

company set out to:

Create a niche market by

providing turnkey gift registries

for retail operations

Develop all its solutions on open

architectures

Become an IBM Business

Partner

All three decisions proved to be wise

because today MarCole is the

undisputed leader in providing

software packages to launch and

maintain in-store and online gift

registries.  Over the years its world-

wide customer base has spanned from

A (Apex Department Stores) to Z (Z

Gallerie).

The truth is, retailers don’t just depend

on MarCole’s gift registry applications.

The company also provides interac-

tive, multimedia solutions that

seamlessly integrate all kinds of retail

activity — not least of which are

branding, electronic cataloging, credit

card authorization and customer

service.

Value of Scalable Systems in the

SMB Market

“Customer size doesn’t matter to us,”

says David Pava, MarCole Vice

President for sales, “because we

deliver scalable solutions that are

suitable for a single store or a

worldwide chain.”

“Sure, we’re proud to do business with

the likes of Linens ’N Things, Neiman

Marcus and Sur La Table, but we also

sell to mom-and-pop retailers.”

When asked how MarCole works with

IBM, Pava’s quick response is: “Any

way we can.”

He goes on to explain, “We resell IBM

hardware and middleware.  We

develop our solutions on Linux,

WebSphere, DB2 and Java, and we

run on all servers of the IBM

^ family.  Each of our

products is e-business enabled, and

we’re proud to feature the IBM

Business Partner logo on our product

literature.”

Pava says MarCole “chose IBM over

Microsoft for our solutions because

our client retailers’ environments are

diverse, and we strongly believe in

open systems.”

MarCole is a member of IBM’s ISV

Advantage Initiative, a program that

provides the ISVs with technical and

marketing support to help meet the

needs of small and medium business

(SMB)  companies. The SMB market

is growing faster than the overall IT

market.

Sur La Table Increases Sales

Outside Its Stores

Case in point, consider one of

MarCole’s customers, Sur La Table.

It’s a Seattle-based retailer of top-

quality cookware and hard-to-find

kitchen tools that caters to novice

cooks and professional chefs alike.

Sur La Table started small in the

1970s but in recent years has grown

into a national chain.  At the end of

2003, Sur La Table owned 38 stores

and plans to open as many as 15

more by yearend 2004.

MarCole Enterprises, Inc., developed

its pioneering Gift RegistryWorks

solution for retailers who want a multi-

lingual, multi-channel gift registry

system that delivers real-time access

whether a customer buys in a store or

orders on online.

The privately held company, based in

Walnut Creek, CA, went into business

in 1991 and has had a close relation-

ship with IBM ever since.  MarCole

solutions run with IBM WebSphere,

and DB2, and Linux and Java on all

servers of the IBM ^ family.

MarCole designs its solutions to be

both scalable and modular.

Its customers are located around the

world, and the company has devel-

oped gift registry and electronic

catalog systems for such familiar

names as  Linen ’N Things, Neiman

Marcus, Office Depot and Target

stores in Australia.  Other MarCole

customers range from trendy opera-

tions, such as Piercing Pagoda and

the National Football League, to the

traditional quiet atmosphere of

Trimingham’s, the family-owned

department store in Hamilton,

Bermuda, founded in 1842.

What these varied MarCole customers

have in common is the desire to make

the shopping experience easier for

their customers.

business on demand™business on demand™
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Making It Easier for Customers to

Choose

As Michelle Haycox of Sur La Table’s

In-Store Operations puts it, “Our

competitors often try to slim down their

inventories and, in effect, make many

negative choices for the customer by

not stocking a lot of useful merchan-

dise. Sur La Table offers a much wider

selection of inventory, providing our

customers with the ability to choose

the best products to fit their individual

lifestyles.”

One facet of Sur La Table’s success is

selling outside its retail stores.  In

1988, the company issued its first

black-and-white catalog and in 1999

launched its online Web site.  In 2001,

the retailer added an on-line gift

registry based on MarCole’s software

package called Gift RegistryWorks.

Gift RegistryWorks lets a person

create and update a wish list that’s

simple for friends or relatives to

access.  They can use it to shop

online, by catalog or at Sur La Table

stores in 16 states and the District of

Columbia.  If they visit one of the

stores, they can make selections from

a touch screen on a kiosk using IBM

PCs powered by WebSphere

Application Server - Express.

And “wish list” is the right term to

describe what Sur La Table sells.  At

last count, the chain offers more than

12,000 items from 1,600-plus suppliers

around the globe.

business on demand™business on demand™

Sur La Table presently is upgrading

its system with the latest MarCole

software so the gift registry will be

easier for customers and store

associates to navigate. Haycox

points out, “It’ll be more convenient

for a registrant to create and update

their registry. They’ll be able just to

touch a screen and get an immedi-

ate printout of any changes made.”

Everyone comes out ahead.  People

giving gifts can order them, choose

the wrapping and have them shipped

without ever leaving home; recipi-

ents get what they really want.  In

short, the gift registry takes the

guesswork— and the gut wrench —

out of gift giving and getting.
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For more information

Please contact your IBM sales

representative or IBM Business

Partner.

Visit us at:

ibm.com/e-business
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There’s an old saying: “We may

live without friends, we may live

without books, but civilized man

cannot live without cooks.”

That may be a small part of Sur La

Table’s success.  But the major

component of its global reputation

is an unparalleled inventory of  top-

quality cookware and hard-to-find

kitchen tools.

Sur La Table opened its first store

in 1972 in Seattle’s historic Pike

Place Farmers’ Market.  Three

decades later, the company has a

growing number of stores in 16

states and the District of Columbia

as well as a burgeoning Web-

based sales operation.

The privately held company sells

cookware, bakeware, bar supplies,

cookbooks, cook’s tools, glass-

ware, cutlery, small kitchen

appliances, linen and specialty

foods.  It might be easier to list

what Sur La Table doesn’t sell for

the kitchen because more than

12,000 items are in current

inventory.

Many Sur La Table stores offer

cooking classes taught by well-

known chefs.  Also, the company

is proud that many of its employ-

ees are themselves excellent

cooks and culinary professionals

so they provide customers with

knowledgeable answers.  Com-

pared to shopping in many stores,

that’s truly civilized.

“It’ll be more convenient for

a registrant to create and

update their registry.  They’ll

be able just to touch a

screen and get an immedi-

ate printout of any changes

made.”

Michelle Haycox,

In-Store Operations,

Sur La Table

For more information about
MarCole Enterprises, Inc.
please visit:

marcole.com

For more information about
Sur La Table
please visit:

surlatable.com
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The Challenge

 VAI needed to enhance customer

service methods for higher levels

of customer satisfaction; incorpo-

rate additional collaboration tools to

increase employee productivity; and

add a company-wide messaging

platform to support the needs of a

mobile workforce.

Why IBM?

 IBM offers a robust portal and

collaboration platform especially

tailored for small and medium

businesses that is easy to use

and manage.

The Solution

 IBM® Workplace™ Services

Express and software running

on an IBM System i™ server.

Key Benefits

• Improved customer satisfaction

contributes to additional referrals

and higher sales revenue

• Improved collaboration tools help

increase employee productivity

• Enhanced messaging and col-

laboration platform supports a

dispersed workforce by giving

traveling employees the tools

they need when and where they

need them

Overview

IBM Case Study

VAI (Vormittag Associates, Inc.) helps 

companies effectively plan for the 

future—whatever it may bring—by 

providing affordable enterprise 

resource planning (ERP) software 

and associated services to clients in 

the manufacturing, wholesale and 

retail industries. The VAI S2K suite of 

products helps small and medium-

sized businesses (SMBs) stay on top 

of fast-moving markets by allowing 

them to visualize and optimize finan-

cial, manufacturing and distribution 

processes. Plus VAI offers customer 

relationship management (CRM) 

software and customized e-business 

solutions. To support its software, VAI 

provides consulting, education, and 

implementation services, as well as 

 VAI implements a business portal to enhance collaboration 
among employees, dealers and customers 

“We have reviewed many 
different portal products, 
so we are well aware of 
the full range of options in 
the marketplace. There is 
nothing that delivers the 
capability of Workplace 
Services Express.” 

—Kevin Beasley
Chief Information Officer
VAI (Vormittag Associates, Inc.)

Page 157 of 286



expertise in system integration. Thanks to its portfolio of products and services, VAI 

has a number of high-profile customers, including Konica-Minolta, Turtle Wax and 

Dunkin’ Donuts. 

In order to serve its customers, VAI relies on its internal IT systems to provide a com-

petitive advantage. “In today’s environment, you simply can’t compete without an IT 

infrastructure that lets you quickly and accurately develop and deploy new systems,” 

says Todd Endsley, director of e-business solutions at VAI. “Not only do we have 

offices spread across North America, but the SMB market is very competitive, so we 

need an infrastructure that enables us to collaborate on sales and technical develop-

ment projects as effectively as possible.”

In order to best serve its customers, VAI participates in the IBM PartnerWorld®

Industry Networks, which offer a rich set of incremental industry-tailored resources 

to all PartnerWorld members who want to build their vertical market capabilities and 

attract potential customers in the markets they serve worldwide. VAI is a member of the 

fabrication and assembly industry and is “optimized,” which means it has developed 

further specialization by optimizing its applications with IBM on demand technologies, 

achieving success with their own on demand solutions and other criteria. 

VAI investigates a business portal

Since the early 1990s, VAI had relied on IBM Lotus products for messaging and 

collaboration among employees. But when it came to communicating with custom-

ers, the company’s existing customer self-service web applications and reliance 

on telephones and faxes slowed responsiveness as well as time-to-market for new 

implementations. For example, in order to respond to a customer’s technical inquiry, 

a VAI help desk employee might have to put the customer on hold and sift through 

pages of technical documentation, which resulted in lengthy response times and 

less than optimal productivity. 

Also, while success is never a bad thing, a rapid expansion in business across North 

America meant that VAI employees needed the ability to collaborate in real time 

regardless of their location. “We wanted our traveling employees—whether sales or 

technical personnel—to have their applications, information, documents, and every-

thing else critical to their work available no matter where they were,” says Endsley. 

“We have people traveling 50 weeks out of the year, and it is not feasible to anticipate 

all the documents that they might need on the road.” 

Software

• IBM Workplace Services Express

Server

• IBM System i

Key Components

“We needed team 
collaboration
capabilities. We are 
split up across North 
America, so collaboration 
applications like Lotus 
Instant Messaging 
enable us to work more 
efficiently.” 

—Todd Endsley,
Director of E-Business 
Solutions,
VAI (Vormittag Associates, Inc.)

2
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In order to facilitate everyday business processes through a Web interface, VAI 

began to consider a business portal. As a software provider and an IBM Premier 

Business Partner, VAI was intimately familiar with a number of portal products, and 

management was convinced that IBM Workplace Services Express was best suited 

for the company’s needs. “In order to support our customers, we test a lot of prod-

ucts in our R&D labs,” says Kevin Beasley, chief information officer at VAI. “We have 

reviewed many different portal products, so we are well aware of the full range of 

options in the marketplace. There is nothing that delivers the capability of Workplace 

Services Express. Because it is so customizable, Workplace Services Express 

allows us to use one platform to facilitate a number of different business processes.” 

VAI portal streamlines employee, customer and dealer business processes 

VAI chose to implement Workplace Services Express software for its ability to facili-

tate multiple business processes with customized functionality delivered through 

a common Web browser interface. Of prime importance, the portal structures the 

customer service process. “A customer can log into the portal and enter a help desk 

request,” explains Endsley. “In the back office, our support team gets notified, and 

the request is routed to the appropriate department. Then the portal structures the 

workflow among the internal support teams. Plus the customers can log onto the 

portal at any point to check the status of the request and the resolution.” 

In addition to supporting customer needs, the portal helps employees at VAI track 

their project-related time and billing. “The time and billing part of the portal enables 

our employees—who might be traveling anywhere in the country—to keep track of 

billable hours,” explains Beasley. “From wherever they are, they can enter what they 

have been doing and how many hours are billable to a certain client. It allows us to 

track our billings, and there is even some workflow built into the process that allows 

other departments to see and track billable hours.”

The customizable portal offers different functionality to various constituencies, 

including tools that support the unique needs of VAI dealers. “The portal allows us to 

use one platform to deliver a variety of different applications to different user types, 

for instance when dealers log on they see a set of capabilities tailored just for them,” 

Beasley says. “Our dealers can do tasks such as lead generation and tracking 

through the portal. And they can communicate with our internal sales team here at 

VAI, so if a dealer needs assistance such as marketing literature or advice, they can 

get that through the portal.” 

“The time and billing 
part of the portal enables 
our employees—who 
might be traveling 
anywhere in the 
country—to keep track 
of billable hours, from 
wherever they are, they 
can enter what they have 
been doing and how 
many hours are billable 
to a certain client. 

    —Kevin Beasley
Chief Information Officer
VAI (Vormittag Associates, Inc.)
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Out-of-the-box collaboration capabilities complement custom applications

In addition to providing a powerful platform for delivering customized applications, 

Workplace Services Express comes with a number of portlets for collaboration. “We 

use quite a few of the IBM portlets,” explains Endsley. “For example, our employees 

get their e-mail and calendar through the portal via a single sign-on. And they are 

using instant messaging and team spaces for collaboration among project teams.”

With the built-in presence awareness capability, the Lotus Instant Messaging applica-

tion is increasingly becoming a vital aspect of everyday business operations. “Team 

members can be working on a project together, but they might be in five different 

cities,” explains Beasley. “Instant messaging is invaluable in terms of getting quick 

answers from team members when they need them. We rely on it heavily because we 

have so many offices and development teams in different places. VAI depends on 

instant messaging on a daily basis.” 

In addition to messaging, VAI has begun to use the team space functionality 

in Workplace Services Express to help improve collaboration and coordination 

among project teams. “You can customize these team spaces to create applica-

tions that help you collaborate, organize information and share information within 

your particular environment,” says Endsley. “Right now, our team spaces are used 

primarily by our developers to keep track of their projects, but we’re planning to 

offer team spaces tailored for customers so that they can use them as part of our 

ERP implementations as well.” 

Service-oriented architecture turns functionality into reusable assets

Because the Workplace Services Express portal is based on open standards, it can 

form the foundation for a service-oriented architecture.  This allows VAI to package 

the pieces of functionality delivered through the portal as reusable assets. “When we 

develop functionality, we can look down the road and make the determination that it 

is something that should be offered as a service,” Beasley explains. “Something as 

simple as an open invoice inquiry that we might have on our portal can then become 

a reusable Web service that we can re-package for our customers. Many of the com-

ponents that we have developed for ourselves and for customers can be reused in 

new products that will look completely different and can be sold to new customers.”

“The biggest benefit 
delivered by the portal 
has been the improved 
collaboration and more 
effective management of 
our teams, instead of just 
adding people arbitrarily 
to projects, we can better 
manage our teams, keep 
costs down and deliver 
better service.”

    —Vince Taravella
Director of Channel Sales
VAI (Vormittag Associates, Inc.)

4

Page 160 of 286



Portal increases sales and improves employee productivity

Ultimately, the VAI portal has resulted in an improved customer experience, which 

results in more references and increased sales opportunities. “Our customers are 

our best salespeople,” says Vince Taravella, director of channel sales at VAI. “If 

you look at what makes us successful as a sales organization, it is the quality of our 

references. And by making our customers happy, our new portal has absolutely 

increased our sales revenue. If we have a large pool of happy customers that have 

a great story to tell about how effectively we managed and implemented their 

program, that really increases our sales volume.”

Additionally, the company has experienced a boost in productivity due to the ability 

of the portal to serve the needs of employees. “The biggest benefit delivered by the 

portal has been the improved collaboration and more effective management of our 

teams,” Taravella concludes. “Instead of just adding people arbitrarily to projects, 

we can better manage our teams, keep costs down and deliver better service. In 

other words, we’ve been able to increase our workload without adding additional 

personnel, and our productivity has gone up without compromising service levels 

one bit.”

For more information

For more information, contact your IBM representative or IBM Business Partner, or 

visit: ibm.com/software/lotus

5
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The Challenge

 Chio Lim Stone Forest needed

to improve its ability to collaborate

on transnational projects; its IT

subsidiary wanted to create custom

collaborative applications that

could be used both internally and

packaged as service offerings for

external clients

Why IBM?

 IBM offers a flexible, comprehensive

messaging and collaboration platform

with a rapid development environ-

ment for creation of new applications

The Solution

 The CPA firm implemented a flex-

ible infrastructure for e-mail, instant

messaging, calendaring and

scheduling, shared team spaces

and custom collaborative applica-

tions using IBM® Lotus® Domino™

Collaboration Express software

Key Benefits 

• Improved messaging and shared

team spaces help employees

collaborate more productively

on large transnational projects

• Custom applications integrate

real-time collaboration into

business processes—making

employees more productive

• Chio Lim Stone Forest provides

its own custom collaborative

applications to clients—creating

additional service offerings and

revenue streams

Overview

IBM Case Study

Chio Lim Stone Forest (CLSF) is a 

leading Singapore-based public 

accounting and business advisory 

group founded in 1985. With 

approximately 400 employees in the 

Asian city-state and another 100 or 

so in China, CLSF helps companies 

around the globe with audit, tax, 

corporate advisory, mergers and 

acquisitions and accounting services.

For 18 years, Stone Forest IT has 

played a pivotal role by building and 

supporting technologies for its parent 

company as well as acting as an IT 

development shop for external clients. 

“We play a dual role,” explains Eileen 

IBM helps professional services firm improve 
collaboration and automate business processes

“We began to see the 
potential to use Lotus 
Domino Collaboration 
Express to automate 
business processes. We 
have developed a number 
of custom collaboration 
applications that we 
use internally and also 
provide to clients.” 

—Eileen Tan, 
MIS Manager
Chio Lim Stone Forest
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Tan, MIS manager of CLSF. “We serve as the internal management information 

systems department, and we provide technology solutions to customers. Information 

technology is a distinct competitive advantage at our group. We are viewed as very 

progressive when it comes to IT, and we have pioneered the use of e-mail archiving 

and document management in Singapore.”

CLSF searches for a more robust collaboration platform

About 10 years ago, CLSF made the decision to switch from its previous e-mail 

environment to a more collaborative platform built around IBM Lotus Notes® and 

Domino software. “With our old e-mail system, we couldn’t really automate our 

internal business processes,” Tan explains. “The old mail program couldn’t serve 

our needs by allowing us to build custom collaborative applications. Plus, we were 

having a lot of problems with viruses.”

After selecting Lotus Notes and Domino for messaging, CLSF’s relationship with 

Lotus blossomed over time. In1995, the company installed IBM Lotus Domino and in 

2005 upgraded to Lotus Domino Collaboration Express. “At first, it took a little time to 

get people used to Lotus Notes,” Tan explains. “Then we began to see the potential      

developed a number of custom collaboration applications that we use internally and 

also provide to clients.” 

IBM Lotus Domino Collaboration Express offers world-class messaging and collaboration

Of initial importance to Tan, IBM Lotus Domino Collaboration Express offers complete 

messaging and group scheduling capabilities. “Of course we use the e-mail and 

calendaring all the time, but we have come to rely also on IBM Lotus Sametime®

software for instant messaging,” Tan says. “In fact, Sametime is very important for 

communications with our regional offices because it can tell us instantly when 

someone is available online. With business spread across different countries and 

with everyone mobile these days, Sametime has become a crucial business tool for 

effective communication.”

Chio Lim Stone Forest employees also depend on the team spaces in IBM Lotus 

Domino Collaboration Express to collaborate on projects from remote locations. 

“We have a lot of cross-border projects, such as initial public offerings and audits,” 

Software

• IBM Lotus Domino Collaboration 

Express

Key Components

“Quite often a legal 
firm or other clients have 
asked us to name the 
most efficient messaging 
and collaboration tool. 
Obviously, we like 
IBM Lotus Domino 
Collaboration Express—
and we don’t hesitate 
to recommend it to our 
clients.”

—Eileen Tan
MIS Manager
Chio Lim Stone Forest

2
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Tan explains. “And we are creating team spaces to share documents and templates 

pertaining to those projects. The team spaces make it possible for employees to 

collaborate on transnational projects without having to physically cross borders.”

IBM Lotus Domino Collaboration Express runs custom applications that streamline 

business processes

While the standard messaging and scheduling tools help employees collaborate 

more effectively, the ability to develop custom applications to run on Lotus Domino 

Collaboration Express helps Chio Lim Stone Forest automate business processes. In 

fact, the group has developed an application that vastly simplifies human resources 

(HR) record keeping. “The HR application keeps track of all of our staff profiles and 

academic qualifications, which are very important in the accounting profession,” 

Tan explains. “Plus, we use the HR application to track health and dental insurance, 

as well as other entitlements. Keeping records of all of that manually would be 

very tedious.”

Tan and her employees have also built a document library with built-in version control 

to manage the numerous forms and templates required by the accounting activities. 

“We have a file system that we developed that works with Domino Collaboration 

Express,” Tan explains. “It allows us to categorize forms by department—such as 

audit or tax division—or by work nature. Then we subcategorize documents down 

four or five levels. Given the sheer number of documents, we simply couldn’t use a 

shared file server. We use our document library to enforce structure and version control.”

In addition to numerous other custom development efforts, the staff at Stone Forest 

IT built an IT service request application that automates the workflows for requesting 

and providing technical assistance. “Our staff—even when they are traveling—can 

log onto a Web site and submit requests for help, including desktop troubleshooting, 

basic maintenance and hardware or software purchases,” Tan says. “In fact, we’ve 

fully automated our purchase request process. When a staff member wants to 

purchase IT or office equipment, they submit a request, it is forwarded to the proper 

department head for approval, and then the request gets routed to the proper IT or 

administrative person to order the item.”

 “We have a lot of cross-
border projects, such as 
initial public offerings 
and audits, and we 
create team spaces to 
share documents and 
templates pertaining to 
those projects.”

—Eileen Tan
MIS Manager
Chio Lim Stone Forest

3
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One of the nicer facets of developing applications for the Lotus Domino Collaboration 

Express platform is that all the applications can relate to the same underlying data-

base, which allows the applications to share information. “For instance, the HR 

database populates the IT service request form, so employees don’t need to key in any 

extra information,” Tan explains. “As a result of having a single collaboration platform, 

I can have a single information repository collaborating with multiple applications.”

IBM Tivoli Configuration Manager keeps track of assets

Aside from IBM Lotus software, Tan uses IBM Tivoli® Configuration Manager soft-

ware to keep track of the more than 400 computers at CLSF. “We actually developed 

a custom graphical user interface for the Configuration Manager because we 

needed to capture more information than just the configuration of the computers,” 

she explains. “We use Configuration Manager to scan the computers, and we also 

track asset depreciation and other important statistics. We even developed an 

automated response to unauthorized software installations that sends the offending 

employee a message and copies their supervisor.”

Using IBM software translates to sound business practice

Aside from recommending it as a messaging tool, Chio Lim Stone Forest provides 

the custom applications that the Stone Forest IT group has developed as part of 

its comprehensive service offerings to clients with valid IBM Lotus software licenses. 

“We bundle the applications that we built for IBM Lotus Domino Collaboration Express 

as part of the outsourcing services we offer clients,” Tan explains. “The clients pay us 

a fee for the right to use the applications, which is obviously desirable to us, but it also 

makes our clients very happy because it is an economical way for them to automate 

their business processes.”

For more information

For more information on IBM Lotus Domino Collaboration Express, please contact 

your IBM sales representative or IBM Business Partner, or visit ibm.com/software/

sw-lotus/products/product4.nsf/wdocs/dominoexpress

You can get even more out of Lotus software by participating in independently 

run Lotus User Groups around the world. Learn about opportunities near you at 

www.lotususergroup.org
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The Challenge

 The lack of effective collaboration

tools limited the effectiveness

and profitability of e-commerce

consulting opportunities at a leading

national university in Korea;

antiquated collaboration methods

stymied effective communication

and slowed the completion of

consulting projects

Why IBM?

 Chonnam National University

wanted to transform its business

effectiveness by improving

collaboration among staff, partners

and customers

The Solution

 IBM® Workplace™ Services

Express running on an IBM

eServer™ xSeries® server

Key Benefits

• The integrated collaboration and

portal capabilities of Workplace

Services Express have reduced

the time it takes to complete

typical e-commerce consulting

projects by one month

Overview

IBM Case Study

• The solution has allowed Chonnam

to double its number of simultaneous

e-commerce consulting projects

• Improved efficiencies are expected

to yield a 25 percent increase in

revenue

While Chonnam National University 

might be seen as the Harvard of Korea 

for its academics, in terms of its mission, 

it is more akin to the University of 

California, Berkeley. A public university 

located in southwestern Korea, 

Chonnam National University strives to 

serve as a vital link among government, 

private industry and civic institutions. 

As part of its mandate, the university 

hosts the E-commerce Resource Center 

(ECRC), which helps government 

organizations and small and medium 

Chonnam National University implements a portal 
to enhance its e-commerce consulting practice

“With our ability to 
engage in more projects 
as a result of our 
collaboration and 
portal solution, we 
anticipate that our 
revenue will increase 
by about 25 percent 
annually.”

—Jae Kook Jung, 
Director of ECRC, 
Chonnam National University

On Demand business defined
An enterprise whose business 

processes—integrated end-to-

end across the company and 

with key partners, suppliers and 

customers—can respond with 

speed to any customer demand, 

market opportunity or external threat.
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businesses (SMB) realize effective e-commerce infrastructures.  Founded in 1998 

by the Ministry of Commerce, Industry and Energy, the ECRC’s staff of 20 people 

provides technical training, educational services and e-commerce consulting to 

enterprises throughout Korea.

The ECRC depends on advanced, cost-effective IT to help organizations throughout 

Korea implement e-commerce technologies that they otherwise could not afford. 

“We provide enterprise resource planning (ERP) and supply chain management 

offerings to the SMB and government-sector markets,” explains Jae Kook Jung, 

director of ECRC. “These organizations typically do not have enough resources to 

deploy advanced e-commerce infrastructures on their own. And it is the job of the 

ECRC to educate them on how to make e-business part of their everyday operations, 

as well as to help them implement the necessary technologies that can transform 

their businesses.”

Antiquated collaboration methods hinder effective collaboration

As part of its efforts, ECRC depends on careful planning, thorough documentation 

and intense collaboration with its partners and customers. In the past, ECRC used 

e-mail and telephone calls to coordinate its e-commerce consulting projects, but the 

use of such methods made it difficult to coordinate complex projects. In 2005, the 

ECRC realized that it needed a more effective way to synthesize project information 

and promote real-time collaboration.

As part of its desire to improve collaboration among staff, partners and customers, 

ECRC began to investigate the use of a business portal. “Initially, we investigated 

three portal products—IBM Workplace Services Express, Microsoft® SharePoint and 

a locally developed portal solution,” explains Jung. “The local product didn’t fully 

address our needs, so the decision came down to Workplace Services Express and 

Sharepoint. Ultimately, Workplace Services Express won out because SharePoint is 

expensive, Workplace Services Express offers better security and SharePoint is a 

closed system, whereas Workplace Services Express is based on open standards. 

And then there is the simple fact that Workplace Services Express delivers better 

collaboration capabilities.”

2

• Integrated collaboration and 

portal capabilities help reduce 

the time it takes to complete 

typical e-commerce consulting 

projects

• The solution helps Chonnam 

double its number of simultaneous 

e-commerce consulting projects

• Improved efficiencies are 

expected to yield a 25 percent 

increase in revenue

On Demand Business Benefits

“We’ve become much 
more efficient, so we’ve 
been able to do about 
four projects at a 
time—versus two before 
the portal—without 
increasing our staff.”

—Jae Kook Jung, 
Director of ECRC,
Chonnam National University
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Business portal improves collaboration among staff, partners, and customers

Installed on a single IBM eServer xSeries, the new Workplace Services Express 

portal helps the ECRC staff more effectively collaborate on e-commerce consulting 

projects with government agencies, business partners and customers. Project team 

members use the portal to view and post the latest project documentation. Project 

managers depend on it to oversee changing requirements in real time. And custom-

ers keep tabs on project status and progress without needing to pick up the phone or 

fire off an e-mail.

Chief among the collaboration capabilities, ECRC increasingly depends on team 

spaces to serve as centralized locations to manage projects. “Team spaces are a 

core piece of functionality for us,” Jung explains. “Each project has its own team 

space, and only the appropriate team members have access. Our staff, partners and 

customers depend on the team spaces to exchange documents and 

messages. By serving as a central repository of information, the team spaces ensure 

that everyone is working on the right document and the right version.”

As part of the enhanced collaboration capabilities, instant messaging within the 

team spaces plays a vital role in keeping team members in sync. “As soon as some-

one posts a document to the team space, the other team members can see it right 

away,” Jung explains. “Then, using instant messaging, team members exchange 

comments about the document and ask questions. Instant messaging is particularly 

useful for urgent needs—particularly because the presence awareness capability 

allows team members to know who is online and available to answer questions.”

Portal delivers enhanced productivity and heightened revenue opportunities

Thanks to its new business portal, ECRC has been able to complete projects 

faster and engage more simultaneous e-commerce consulting opportunities. 

“On average, we’ve been able to shrink the time it takes us to complete a typical 

e-commerce consulting project by about a month,” Jung claims. “Additionally, we’ve 

become much more efficient, so we’ve been able to do about four projects at the 

same time—versus two before the portal—without increasing our staff.”

3

Software

• IBM Workplace Services Express

Server

• IBM eServer xSeries server

Key Components
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The enhanced productivity has ultimately paid off in the form of additional revenue 

and increased profitability. “With our ability to engage in more projects as a result of 

the portal, we anticipate that our revenue will increase by about 25 percent annually,” 

Jung explains. “Not only that, but with improved collaboration we’ve been able to 

increase efficiency and optimize our resources, so our projects are about 10 percent 

more profitable than they have been in the past.”

For more information

For more information, contact your IBM representative or IBM Business Partner, or 

visit: ibm.com/software/lotus
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The Challenge

 With increasingly fierce competition

in real estate sales and leasing

activities, Tokyo Tatemono needed

to drastically improve the speed

and quality with which it provided

real estate information to its

existing and prospective clients.

The Solution

 Tokyo Tatemono and IBM Business

Consulting Services created a

Web-based service that provides

real-time access to information

about available properties to

clients, prospective clients and

sales agents.

Key Benefits 

 Tokyo Tatemono has improved the

level of customer satisfaction by

constantly updating real estate data

on the Web and providing search

capability by new parameters that

are important to its clients. The

new system quickly and accurately

provides up-to-date contract status

information to its clients.

Overview

IBM Case Study

With increasingly fierce competition in 

real estate sales and leasing activities, 

Tokyo Tatemono—one of the leading 

property management companies in 

Japan—needed to drastically improve 

the speed and quality with which it 

provided real estate information to its 

existing and prospective clients. The 

sales staff within the company typically 

responded to requests for information 

by sending prospective clients faxes 

or e-mails containing the information 

they requested. Clients could also 

find information in newspapers. These 

means of communications were not 

meeting client requirements.

Tokyo Tatemono’s real-time information updates become a 
competitive differentiator

The IBM-developed Web 
system and the improved 
direct notification system 
have helped set Tokyo 
Tatemono apart from 
its competition.
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Tokyo Tatemono needed to provide its clients with a way to use the Internet to search 

for and retrieve information on the properties that interested them. The company was 

often not fully able to keep the information provided through real estate brokers up to 

date on its Web site. Tokyo Tatemono needed to be able to update information in real 

time and provide the kind of detailed search capability and parameters its clients 

were looking for.

IBM Business Consulting Services offers real-time solution

Tokyo Tatemono and IBM Business Consulting Services created a Web-based 

service that provides real-time access to information about available properties to 

its clients, prospective clients and sales agents. The system improves sales agent 

productivity by enabling timely updates to clients on changes in available proper-

ties via e-mail and the Internet. The system, based on IBM® WebSphere® software, 

is linked with commercial building owners, tenants (clients) and other property 

management companies working in partnership with Tokyo Tatemono. The system is 

highly responsive, updating information in real time. It allows clients to search via the 

Internet and find properties along several parameters that were previously not avail-

able, such as budget, area, commute time, facilities, age of the building and more.

The system also allows Tokyo Tatemono sales agents to be more productive and 

to improve their profitability. The agents can send e-mail updates to clients when 

information about properties changes, allowing the company another avenue of cus-

tomer responsiveness. In addition, the system expedites contract preparation time 

by managing information and documentation online, via Tokyo Tatemono’s Intranet. 

IBM WebSphere Application Server—Express software helps manage intranet 

access and load. The system is reliable and scalable, since it is based on six IBM 

pSeries® servers. This will give Tokyo Tatemono the ability to continue to expand the 

system’s capabilities over time.

Solution sets Tokyo Tatemono apart from its competition

The IBM-developed Web system and the improved direct notification system 

have helped set Tokyo Tatemono apart from its competition. Tokyo Tatemono has 

improved the level of customer satisfaction by constantly updating real estate data 

on the Web and providing search capability by new parameters that are important to 

its clients. The new system quickly and accurately provides up-to-date contract 

Tokyo Tatemono has 
improved the level of 
customer satisfaction 
by constantly updating 
real estate data on the 
Web and providing 
search capability by 
new parameters that are 
important to its clients.

2

Key Components

Software

• WebSphere Application Server—

Express

Hardware

• IBM pSeries

Service

• IBM Business Consulting 

Services
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status information to its clients. The IBM solution also helps Tokyo Tatemono’s 

broker-based sales activities by allowing Tokyo Tatemono to quickly confirm 

detailed information from brokers via the Internet. Improved client relationships and 

service have helped Tokyo Tatemono to increase its market share and reduce its 

vacancy rates.

Tokyo Tatemono has also benefited from the system’s other features, which have 

improved contract documentation and completion efficiency. Sales resources are 

now freed up to concentrate on high value-added business activities such as plan-

ning, negotiations and problem solving. The new system allows Tokyo Tatemono 

to provide a provisional contract with its clients online, and the formal contract is 

processed within a week.
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The Challenge

 Reliance on e-mail to structure

the book publishing process led

to unnecessary high costs and

inefficiencies for this publisher of

agricultural works; with writers,

editors and designers in separate

locations throughout Europe,

overcoming the issues created by

distance was a vexing challenge

during the publishing process

Why IBM?

 IBM offers a robust, easy-to-manage

portal and collaboration platform

especially tailored for small and

medium businesses

The Solution

 IBM® Workplace™ Services

Express software

Key Benefits 

• Increased efficiencies during the

book publishing process helped

lower production costs by about

20 percent

• Improved collaboration means the

publishing house can increase the

number of titles it produces by five

books per half-year season with

the same amount of resources

• New business portal allows

contributors throughout Europe

to collaborate more effectively

on book production

Overview

IBM Case Study

Agronomy, the study of agriculture, 

is thousands of years old. Authorship 

on agronomy dates back almost as 

far. And avBUCH—an Austria-based 

publisher of books on agriculture, 

gardening, fruit-tree production and 

cooking—enjoys a rich 80-year tradition 

of its own. But just because the roots 

of the endeavor run deep, this specialty 

book publisher still can’t escape the 

realities of modern-day business.

As with many publishers, avBUCH 

requires technologies that foster 

collaboration and provide structured 

workflows to manage a multi-step 

publishing process. As a highly 

decentralized, multinational company, 

avBUCH also needs to overcome the 

challenges that distance presents to 

producing high-quality titles. “In our 

main office in Vienna, we have about 

six people working on the books,” 

Business portal transforms the way avBUCH produces 
and publishes books 

“Now all of the 
information related 
to a book is just a 
click away.” 

—Katharina Schober
Chief Executive Officer
avBUCH

IBM Workplace solution
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explains Katharina Schober, chief executive officer at avBUCH. “We probably have 

another 10 people spread throughout Austria that contribute to the titles. Our art 

director is in Hamburg, as are several other authors. And we have a graphic designer 

in Croatia.”

avBUCH confronts its workflow and collaboration challenges

In the past, avBUCH relied on e-mail to communicate and share manuscripts and other 

documents pertinent to its books. “When we used e-mail to share documents, we had 

a lot of problems communicating effectively with people outside of our main office,” 

explains Schober. “It seemed like we spent an inordinate amount of time searching for 

documents or the right version of a document. The reliance on e-mail hindered our 

ability to make the workflow around publishing a book easy and transparent.”

The collaboration challenges really came to a head when avBUCH purchased 

another publishing house that was headquartered in Germany. “Immediately, we 

needed to share documents with people in Germany, and those people needed the 

ability to work in our publishing system,” says Schober. “Plus, when we purchased 

the German publishing house, we realized that they produced books at a lower cost 

than we did. They were a smaller company, which allowed them to enjoy much more 

efficient document management. Comparatively, we wasted a lot of time and effort 

transporting and looking for documents.”

In order to refine the book production process, avBUCH contacted IBM Business 

Partner Pierre Bruyère. “We realized immediately that a business portal could help 

avBUCH,” explains Claudia Cech, marketing and communications consultant for 

Pierre Bruyère. “There are many people who need to collaborate on a single book 

title. To name just a few, there are authors, graphic designers and editors—as well 

as the marketing and sales professionals. Because avBUCH relied on e-mail to share 

documents, they had a hard time ensuring that everyone was working on the proper 

version of a document.”

Pierre Bruyère investigated a number of portal products, including IBM Workplace 

Services Express, as well as several open source alternatives. “Ultimately, IBM 

Workplace Services Express offered the desired functionality at a lower cost than 

the open source products,” explains Pierre Bruyère, CEO and owner of Pierre 

Bruyère. “The open source alternatives would have needed significant customization, 

which would have proved expensive and required substantial development time. 

Workplace Services Express, on the other hand, offered considerable out-of-the-box 

functionality, and it proved very easy to customize.”

Plus, Workplace Services Express is based entirely on open standards, which 

proved attractive at avBUCH because the company runs the open source Linux®

Software

• IBM Workplace Services Express

Key Components

“The production costs 
are decreasing because 
improved collaboration 
means that people need 
less time to get better 
results.” 

—Katharina Schober
Chief Executive Officer
avBUCH
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operating system. “Open standards simplify systems integration and allow 

for the quick implementation of business processes,” explains Bruyère. “avBUCH 

deals with a lot of partners, and they can’t control the technologies their partners use. 

By combining Workplace Services Express and open source and open standards 

products like Linux, it is easier to bridge those technology gaps.”

In fact, Bruyère credits the combination of Workplace Services Express and Linux 

with helping to reduce costs and lower the IT administration overhead. “Linux is 

more stable, faster and a lot safer than Microsoft® Windows®,” he claims.  “Once 

the system went live, the combination of Workplace Services Express and Linux 

did not require any additional maintenance. Also the importing of data into 

Workplace Services Express is simplified by open standards, and this results in 

reduced administrative costs for different data formats.”

Business portal streamlines the publishing process

Already, the business portal at avBUCH is revolutionizing the way contributors 

collaborate on a title. “The portal helps enforce the workflow needed to create a 

book,” explains Cech. “The author can create a document. The publisher, editors 

and designers know that they are working on the latest version of the document. 

By offering a central repository for manuscripts—and making sure that everyone is 

working on the right version of each manuscript—the portal really saves contributors 

a lot of time.”

Plus, the document management capabilities and the structured workflow reach 

far beyond the manuscript production process—improving the way that multiple 

business units work on book titles. “Not only does the portal help us create and edit 

manuscripts, but it contains all of the pertinent data for everyone who works on a 

book title,” explains Schober. “For every book, there is a page in the portal that 

contains marketing materials—such as the jacket blurbs and press reviews. There 

is another page for the graphic designers that includes all of the cover concepts and 

other artwork. We even scan all of the invoices related to a title so we can calculate 

the cost to produce a book directly in the portal. Now all of the information related to 

a book is just a click away.”

In addition to its document management capabilities, the portal will be used to 

replace the various Microsoft Access databases—thereby integrating all the data 

into one system. This, in turn, will transform the way the publishing house produces 

manuscripts. “For certain kinds of books, we’ve started to organize the manuscripts 

directly in the database,” says Schober. “Right now, we are producing a book that 

references 300 different varieties of apples. The book has six authors—four in 

Germany and two in Austria. Instead of composing discrete manuscripts on their 

local hard drives, they enter information about the different apple varieties directly 

“With the new portal, we 
should be able to produce 
about five additional 
books during the same 
period of time without 
adding any resources, 
which is quite significant 
for a small publishing 
house like ours.”

—Katharina Schober
Chief Executive Officer
avBUCH
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into a central database via the portal. Not only does this help ensure up-to-date 

content, it also makes it easier for the designers to import the content when they 

produce the layout.”

In the future, avBUCH plans to extend its portal to include information for booksellers. 

Because avBUCH is a relatively small publishing house, it faces resource limitations 

when it comes to marketing its titles. By providing press clippings, synopses and 

other marketing material to booksellers through the portal, avBUCH hopes to increase 

the visibility of its books—ultimately resulting in increased revenue.

Portal offers centralized IT administration and easy customization

Aside from offering improved collaboration and document management, the avBUCH 

business portal delivers the advantages of centralized IT administration. “There are 

many different workers in several locations who need to collaborate on a book, and 

instead of worrying about whether everyone can access information, everything they 

need is presented to them through the portal,” explains Cech. “Plus, we wanted to 

build a solution that would grow with avBUCH as the company’s needs changed, and 

the portal is very easy to customize. So if a new employee arrives or if someone’s role 

changes, the portal can be easily adjusted to give people the access and privileges 

they need.”

Business portal reduces costs and increases efficiencies

Of all the benefits of the new business portal, avBUCH is most excited about its 

potential to lower the cost of production. “It is already very evident that the portal is 

going to make it less expensive for us to produce books,” explains Schober. “The 

production costs are decreasing because improved collaboration means that people 

need less time to get better results. Thanks to the increased efficiencies, I estimate 

that our production costs are going to be reduced by about 20 percent for a typical 

book title.”

Aside from reducing production costs, the new business portal encourages more 

effective collaboration, which allows avBUCH to publish more titles using the same 

amount of resources. “In our business, we track titles on a semiannual basis,” explains 

Schober. “In the past, we’ve averaged about 25 to 35 books per six months. With 

the new portal, we should be able to produce about five additional books during the 

same period of time without adding any resources, which is quite significant for 

a small publishing house like ours.”

For more information

For more information, contact your IBM representative or IBM Business Partner, 

or visit: ibm.com/software/lotus
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The Challenge

 Printing press manufacturer

Nilpeter had a large amount

of data it found difficult to

transform into usable knowledge.

The Solution

 IBM® Workplace™ Services

Express software creates the

foundation for project work

and process support, providing

direct access to data and

information across operating

systems, databases and

applications as well as the

ability to manage soft data.

Key Benefits 

 Workplace Services Express

supports project work across

professional areas and ensures

full documentation of all

projects—supporting Nilpeter’s

quality profile. Workplace

Services Express also helps

ensure that schedules and

activity plans are met while

stimulating knowledge sharing.

Overview

IBM Case Study

Even though Nilpeter produces 

impressively large printing presses, 

it focuses more on knowledge and 

soft values than on steel and hard 

data. Hardware is important, but it is 

knowledge that provides competitive 

advantages—a sentiment echoed 

in the slogan of the global company 

that has its headquarters in Slagelse, 

Denmark. It is this focus on knowledge 

sharing that led Nilpeter to implement 

IBM Workplace Services Express. 

“In line with other Danish companies, 

we need to build as much knowledge, 

innovation and customer value into 

our products as we possibly can,” 

says IT manager Anders Søndergaard. 

Nilpeter capitalizes on its knowledge with IBM 
Workplace solution 

“One cannot 
underestimate the 
value of packaging—
even when it comes 
to IT. It is much easier 
to have satisfied 
customers if their screen 
displays look attractive 
and the operation is 
intuitive. Technologically, 
IBM has always delivered 
the goods, and now it 
even looks good.” 

—Anders Søndergaard
IT Manager
Nilpeter

IBM Workplace solution
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“For this reason we are working on managing and structuring the soft values that 

we share in our organization. In other words, we have to know what we know, and we 

need to use that knowledge effectively to create value for our customers.”

Packaging is essential

Nilpeter’s area of business is printing presses, which can, with great flexibility, 

produce labels and packages of high graphical quality. Among the products that 

carry labels printed on Nilpeter presses are a large number of world-renowned 

brands, including cosmetics, wine, liquor and a number of other luxury goods. These 

are products for which the label and packaging are to a large extent part of the 

products’ branding. In contrast to this, lottery tickets and postage stamps are also 

printed using Nilpeter’s presses.

“Our role in the value chain is to be able to offer printing presses that can produce 

unique labels and packaging, thereby providing our customers’ products a prominent 

place in the minds of consumers,” explains Søndergaard. “Our customers operate in 

a market that is ultimately determined by soft values, so we have to match this.”

Data becomes knowledge

The challenge for Nilpeter resembled that of many other companies: A large 

amount of data that is difficult to transform into usable knowledge. With IBM 

Workplace Services Express, Nilpeter now has a common front end that makes 

data access simpler, which clears the path for increased knowledge and better 

knowledge sharing.

“Our ambition is that our data must follow the processes and the projects,” says 

Søndergaard. “The concrete customer case that a project team is confronted with 

must be supported by all of the relevant data. We expect to achieve this in an efficient 

manner with Workplace Services Express, which, so to speak, must break down 

the walls between our different applications, operating systems and databases 

and then present them in an attractive environment on the screen.”

Experience is gained

So far, the company is working at a pilot test level with Workplace Services Express. 

Employees must first gain experience that can later be used to plan the big rollout.

“In addition to new technology, this project is about changing the way we work, says 

Søndergaard. “Therefore we must plan carefully and let the users get familiar with the 

new opportunities. The task also includes a plan for how our agents, customers and 

other partners with whom we cooperate can participate in this new setup.”

Software

• Workplace Services Express

• Lotus Notes 

• Lotus Domino

Key Components

2
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Open standards are key

Asked about why Nilpeter chose IBM Workplace Services Express, Søndergaard 

answers quickly: open standards. “We don’t want to be tied to a certain technological 

platform, and for this reason openness weighs heavily. In our opinion, Microsoft®

SharePoint® software, for example, would be too closed to match our needs. Also, 

we already have an infrastructure built on IBM Lotus Notes® and Lotus® Domino®

software, and we have only had good experiences with operations security 

and scalability.”

Anders Søndergaard also stresses that the graphics in Workplace Services Express 

are very attractive. “You can see that IBM has made an effort in this part of the 

product, and they deserve praise for that. One cannot underestimate the value of 

packaging—even when it comes to IT. It is much easier to have satisfied customers 

if their screen displays look attractive and the operation is intuitive. Technologically, 

IBM has always delivered the goods, and now it even looks good,” says Søndergaard.

Capitalize on knowledge

The expectations at Nilpeter are that Workplace Services Express, when the solution 

has been fully rolled out, will streamline a large number of work processes. And this 

should result in shorter response times, better service and increased profitability.

“In principle, this IT investment is no different from all our other investments in IT,” 

states Søndergaard. “We invest in increased efficiency and process improvement. 

With our ERP system, we are in control of our hard data and are now focusing on the 

soft data. Ultimately, it comes down to being able to obtain knowledge and exploit it 

better than one’s competitors.”
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The Challenge

 Sparkasse Rhein-Haardt lacked a

document management system,

limiting employee productivity and

creating confusion during customer

meetings—problems compounded

by the bank’s mergers with other

organizations

The Solution

 Sparkasse Rhein-Haardt

implemented a portal solution

for employees based on IBM®

WebSphere® Portal Express V5.02

software running on two IBM

eServer™ xSeries® 345 servers.

Benefits 

The bank boosted efficiency and

cut costs for managing its IT envi-

ronment when it selected IBM

Business Consulting Services to

deploy an employee portal.

Overview

IBM Case Study

Sparkasse Rhein-Haardt is a regional 

full-service bank within the German 

savings bank organization, which 

includes approximately 500 indepen-

dent banks. Created by mergers of 

smaller banks, Bad Durkheim-based 

Sparkasse Rhein-Haardt now has 50 

branch offices and serves several 

towns and districts in the Southern 

Palatinate region of Germany. The 

bank used multiple, inconsistent work 

forms and aging office productiv-

ity tools in its day-to-day business. 

Although the bank operated with a 

variety of electronic forms, it lacked 

a comprehensive document man-

agement system to manage them 

and coordinate access. With nearly 

500 forms available on many varied 

Sparkasse Rhein-Haardt implements a portal-based 
document management system for big benefits 

With its new portal, 
Sparkasse Rhein-Haardt 
tremendously boosted 
efficiency by giving 
employees common access 
to information, documents, 
software applications and 
office and mail tools. 
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platforms and databases, finding, accessing, using and managing the forms was 

problematic, limiting productivity and creating confusion.

Making matters worse, the bank’s electronic forms and instructions were required 

for almost all processes, such as opening an account or requesting a loan. And 

electronic forms also covered simple internal processes, such as vacation requests. 

The forms were also stored on several shared directories. Employees often engaged 

in lengthy searches for the correct form, limiting productivity and creating confu-

sion during customer meetings. And some forms couldn’t even be opened because 

employees didn’t have the appropriate tools available on their desktops. Problems 

became particularly annoying after the bank’s mergers with other organizations.

While many applications were delivered through a joint-use center, many bank-

specific and office applications, such as the company’s IBM Lotus Notes® software, 

ran on local Intel® processor-based servers. Although the bank’s main word process-

ing application was mainframe-based, Sparkasse Rhein-Haardt used a mixture of 

other mainframe- and PC-based systems. Few employees routinely used Microsoft®

Office-based software tools.

To improve efficiency and leverage synergies from previous mergers by cutting the 

cost of redundant infrastructures, Sparkasse Rhein-Haardt began looking for a new 

solution.

IBM Business Consulting Services implements a portal solution

Turning to IBM Business Consulting Services, Sparkasse Rhein-Haardt implemented 

a portal solution for employees based on IBM WebSphere Portal Express V5.02 soft-

ware. The software runs on two IBM eServer xSeries 345 servers, with load balancing 

provided through two Cisco Content Switches (CSS 11501-2PK).

Software

• IBM WebSphere Portal Express 

V5.02

• Lotus Domino

• Lotus Notes

• IBM iNotes

• Microsoft Windows 2003

• Hypernet document management 

system

• Citrix Metaframe Terminal Server

Hardware

• IBM eServer xSeries 345

• Cisco Content Switches

Services

• IBM Business Consulting Services

Key Components

2
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The portal integrates with the Hypernet document management system from 

IBM Business Partner Coextant. This system handles all documents and forms in 

extensible markup language (XML) and uses OpenOffice software to create, view 

and edit documents. The portal integrates with IBM Lotus Notes V5.011 and IBM 

Lotus® Domino® software to provide mail, calendar and database access, which is 

provided via an IBM iNotes™ portlet and a Citrix Metaframe Terminal Server.

The IBM Business Consulting Services team designed and implemented the overall 

solution. Approximately 500 people use the new portal, which runs on a Microsoft 

Windows® 2003 operating system.

New portal boosts efficiency

With its new portal, Sparkasse Rhein-Haardt tremendously boosted efficiency by 

giving employees common access to information, documents, software applications 

and office and mail tools. By reducing the number of disparate point solutions and 

avoiding the need to manually distribute work forms, the bank significantly cut the 

cost of managing its information technology environment. The bank also saves on 

software licensing costs by using OpenOffice software, an open-source, multiplat-

form tool, for many of its routine business functions.
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