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The Spanish division of Omega Pharma wanted to improve customer services by giving staff continuous access to real-time sales information. To achieve this, the IT team used Microsoft Dynamics™ NAV 4.02 with Windows® SharePoint® Services 2.0 Service Pack 2 to develop a Web-based interface with the company database using Microsoft® Message Queuing. Employees now share a single, online view of data. And those that are based in the office see new orders as soon as sales people enter them into the system, reducing delivery time from 48 to 24 hours.

Business Needs
Omega Pharma sells over-the-counter pharmaceutical products. The Spanish division supplies 22,000 pharmacies across Spain. A team of 70 sales staff and 20 call centre operators work with these customers, producing up to 350 orders a day. Fast, reliable order-processing is crucial because the pharmacies depend on this to maintain their stock levels.

Sales staff used an offline database on their portable computers to enter orders and access customer details. Then, they connected to the Internet to send the orders to the sales application server. Once a day, another interface between this application and the enterprise resource planning (ERP) database was executed to update the system. This was a proprietary interface, developed in-house, which transported all the data entered throughout the day to a business management system—Microsoft Dynamics NAV 4.02. Usually, they only did this in the evening, because establishing an Internet connection during and after each sale was too time-consuming. 

As a result, office-based staff did not process customers’ orders until the following day. Average delivery time was 48 hours. Moreover, each sales person was reliant on the individual database on his or her portable computer. Because the central database was not updated regularly enough, it was difficult for them to plan their time effectively and make well-informed decisions, such as whether to progress with a lead. Xavier Gracia, Organisation and Systems Manager, Omega Pharma Spain, says: “It took too long for the whole company to learn, for example, that a particular customer was blocked due to non-payment.

“Sales people accessed out-of-date information, which led to errors. We wanted to give staff constant access to a unified database to support faster decisions and prompt deliveries.”

Every two months, the IT team sets up new sales cycles. “We have to meet tight deadlines when we set up these cycles, but each one took a month to complete, and the process was expensive, due to high development cost,” Gracia says. In addition, only the members of the IT team who created this proprietary interface were confident in using it because it was based on a complex proprietary metalanguage. “We needed a system that didn’t require specialist skills—a system that would help us respond quickly to industry changes and keep us at the forefront of technology.”
Solution

In early 2006, the company decided to evaluate alternative solutions. Gracia and his team asked Microsoft Gold Certified Partner IRIS for advice. We had been working with this team of 65 people for almost 5 years. “With 30 years’ experience in software development, we felt we could trust IRIS to help us identify the right solution. Microsoft was our first choice, because we knew that training would be minimal, and we were confident about developing the environment in the future to meet changing business requirements,” says Gracia. “The investment needed was much lower than that of any other solution available on the market, and implementation was fast.”

Gracia decided to use Windows SharePoint Services 2.0 to develop a Web interface to give staff online access to the business management system. With data automatically transferred to the database, all staff would have access to a single, up-to-date set of information. The team used the Employee Portal module of Microsoft Dynamics NAV 4.02 to link the Web application to Windows SharePoint Services and the business management system.

In September 2006, IRIS ran a pilot test in the JJL Cosmetics Division of the company. Positive feedback convinced Gracia that the solution would support a more efficient way of working for both sales staff and the IT team. IRIS began company-wide deployment, and the new system was launched in January 2007, ahead of the planned timeframe and without any disruption to the sales force. “The engineers at IRIS quickly developed a strong understanding of our objectives, and easily met the tight deadlines we gave them for implementing the solution,” Gracia says. The company’s Italian subsidiary also runs on the new system.
Benefits

With the new system, sales staff act on the basis of real-time data at all times. They can access up-to-date customer information such as payment history throughout the day, which supports fast, profitable business decisions. This helps the business to keep risk to a minimum when accepting new customers. “Just before going into a pharmacy, a sales representative can easily check the sales figures for the last 12 months, for example, or any incidents that may have occurred,” says Gracia. 

Customers are confident that sales representatives can supply accurate product information at any time. The system has removed delays and inaccuracies in accessing data because the database is constantly updated. Office-based staff carry out same-day processing of orders, reducing delivery time to within 24 hours. Customer satisfaction is much higher. Ferrán Cabanes, Assistant Director of IRIS, says: “The results of this project outstripped our expectations—we have solved all the problems caused by the previous solution.” 

· When sales staff log orders, they enter the business management system automatically for same-day processing by staff in the office. 

· As a result, customers receive orders in 24 hours rather than 48 hours.

· Sales staff make rapid decisions based on real-time customer information.

· After just a few hours’ training, employees successfully used the system to enter orders from the first day of operation.

· Now that employees all have access to the same, up-to-date data, the risk of error, miscommunication, and duplication is lower. 

· The IT team can install the new system on employees’ portable computers in just 10 minutes by simply requesting and validating certificates. 

· IT staff can create new sales cycles four times faster.

· IT team members have the skills and confidence to develop the system without relying on specialist skills. The team has already introduced new processes using the system, such as a tool to process forms used by staff to claim expenses. In this way, the system helps the IT team better support staff.
For more information about other Microsoft customer successes, please visit: �HYPERLINK "http://www.microsoft.com/resources/casestudies"�www.microsoft.com/resources/casestudies�





Customer: Omega Pharma


Web Site: �HYPERLINK "http://www.omegapharma.be"�www.omegapharma.be�


Number of Employees: 2,800


Country or Region: Spain


Industry: Pharmaceuticals


Partner: IRIS





Customer Profile


Omega Pharma sells and distributes over-the-counter pharmaceutical products and cosmetics. Based in Belgium, it operates in 17 European countries, with 2,800 employees and a turnover of U.S.$1.52 billion.





Software and Services


Microsoft Dynamics


Microsoft Dynamics NAV 4.02


Services


Windows SharePoint Services
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