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	Overview

Country or Region: United States

Industry: Manufacturing―High-tech and electronics manufacturing

Customer Profile

A-dec supplies equipment for use in dental treatment rooms. Headquartered in Oregon, A-dec sells its products worldwide through a network of independent dealers. It has more than 1,000 employees.

Business Situation

Technical drawings for sales quotes were being produced manually, slowing turnaround time and posing quality problems. Business intelligence was also hard to obtain.

Solution

A-dec deployed a solution based on Microsoft® BizTalk® Server 2006 R2 to automate order processing, increase engineering data quality, and improve views of business metrics.

Benefits

· Boosts customer interest and sales

· Cuts costs and increases customer satisfaction

· Makes performance easier to measure

· Provides competitive edge


	
	
	“We were creating 2,000 to 3,000 product packets per year. With the service-oriented architecture solution built on BizTalk Server, we’re on pace to do about 11,000 per year.” 

Ralph Osburn, Technology Manager, A-dec



	
	
	
	A-dec, a leading manufacturer of dental equipment and furniture, wanted to automate its cabinetry-sales quoting process. For each order, employees made technical drawings so that customers could see what they were buying. This process took up to three days and impeded quality control. Also, the company’s ordering system didn’t provide employees with usable sales and business-process data. With help from EMC Consulting, a Microsoft® Gold Certified Partner, A-dec deployed a service-oriented architecture solution based on Microsoft BizTalk® Server 2006 R2, part of the Microsoft application platform. Now, sales quotes complete with three-dimensional drawings are generated automatically, usually in less than two hours; quality control is automated; and business users have tools for monitoring and managing the system. As a result, A-dec has increased sales and gained a competitive advantage. 
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Situation

A-dec is one of the largest dental equipment manufacturers in the world. Based in Oregon, this privately held company makes furniture and equipment for dental treatment rooms, selling its products through a worldwide network of independent dealers. A-dec employs more than 1,000 people and has distribution centers in England and Australia. 
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In 2000, A-dec launched a new line of modular dental office furniture called the Preference Collection, which soon became one of the company’s top-selling product families. However, because of the highly modular and customizable nature of the Preference Collection products, A-dec experienced difficulty responding as quickly as desirable to orders and requests for quotes. 

A-dec dealers assist customers in selecting furniture components that fit their needs. In the past, before customers could view the configurations that they were ordering, A-dec engineers and salespeople had to manually create packets of product drawings and technical information. These packets required a labor-intensive workflow and took up to three days to generate. First, dealers entered the desired order configuration into a Web portal called OrderNet, which A-dec custom built. OrderNet transmitted the order information to the Infor ERP B[image: image6.jpg]Microsoft



aan IV enterprise resource planning (ERP) system, where A-dec draftsmen retrieved it and used computer-aided design (CAD) software to manually produce configuration drawings. There was no efficient way to reuse drawings, so the draftsmen had to start from the beginning for each order, even if a particular configuration had been requested before. 

Next, A-dec employees manually retrieved other product information such as feature descriptions, technical documentation, and pricing from the Baan system and a network file share, merging this information with the drawings to complete the product packets. The packets were then sent to the dealers, who in turn shared them with the customers. This process took up to 72 hours, a time lag that frustrated customers and left A-dec vulnerable to competitors.

The manual production of configuration drawings also introduced quality problems. Customers didn’t receive standardized information because each draftsman might produce slightly different drawings. Also, the drawings that were sent to customers weren’t synchronized with the product engineering and manufacturing data used for factory production templates, so delivered products sometimes varied from the drawings that customers reviewed. In addition, customers’ change orders had to be manually inserted into the data used for manufacturing production. Those changes weren’t always incorporated before production began, leading to costly errors.

A-dec managers and analysts also found it difficult to obtain business metrics such as the number of sales that were initiated, how many business processes were completed on the first attempt, and the percentage of service-level time commitments that were met. This was a frustration for a process-oriented company like A-dec.
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Preference Collection products were gaining market share every day, increasing the strain on the ordering process. A-dec Technology Manager Ralph Osburn reviewed the situation. “Hiring more people wasn’t an option, in terms of cost but also in terms of quality and reliability,” he says. “We realized that we just couldn’t scale the manual process in a high-quality way.” 

Osburn recognized that it would be possible to use existing software and systems to automate the ordering process, but he needed assistance with the integration. A-dec had already begun to use service-oriented architecture (SOA) principles for internal development and had already created some service-enabled components. However, the company needed a way to tie the pieces together. Because of the increasing demand for the Preference Collection, Osburn had a business case for investing in an integration platform that could orchestrate the ordering process. 

Osburn wanted an automated, scalable solution that would be based on SOA best practices. The new system needed to generate standardized drawings of A-dec furniture modules for customers and for internal company use. The solution also needed to reduce the 72-hour turnaround time for transmitting drawings and other product information to customers. Finally, although Osburn wanted to integrate and reuse all of the current ordering system’s components, he also wanted the flexibility to easily replace any of those components in the future as business needs dictated.

Solution

In August 2007, A-dec set a goal of announcing a new solution at the following February’s Chicago Dental Society Midwinter Meeting, the largest dental trade show in the United States. This tight deadline meant that developing an in-house solution from scratch was not an option. Osburn says that writing the code for a solution of this complexity would have taken A-dec two to three years while diverting essential IT staff from other business-critical responsibilities.

For Osburn, a SOA solution based on Microsoft® BizTalk® Server 2006 R2 was the only logical choice. “One of our operating principles is a trust in Microsoft technologies. So our policy is that, when Microsoft can meet our needs, we go with a Microsoft solution, and that has paid off well for us over the years,” he says. “We still did our homework. We made sure that BizTalk Server could handle what we need it to do today, and that it would support our road map for where we want to go in the future.”

A-dec selected EMC Consulting, a Microsoft Gold Certified Partner specializing in state-of-the-art SOA solutions, to help develop and implement a solution with these components:

· Microsoft BizTalk Server 2006 R2 as the solution foundation running on a virtual server with the Windows Server® 2003 operating system and Microsoft Virtual Server 2005 R2

· Microsoft SQL Server® 2005 Enterprise Edition data management software for business-process message storage and error reporting

· Microsoft SQL Server 2005 Reporting Services for data formatting

· Microsoft Office SharePoint® Server 2007 for the user interface

· The Microsoft Visual Studio® 2005 Professional Edition development system for custom programming

EMC Consulting began its solution analysis for the A-dec integration project in September 2007. It had identified all project requirements by late October, and the team started testing parts of the solution in November. The new solution was fully deployed in time for A-dec to announce it at the February 2008 trade show, only five months after the project began. Four weeks after the solution went live, A-dec took complete control of the project code and management.

“EMC consultants documented the solution and transferred knowledge to us very effectively,” says Osburn. “EMC provided both training and real-life mentoring as we went along, helping us to quickly transfer all support and ownership to our IT people.”

A-dec customers and dealers still enter orders through OrderNet as before. Orders are sent to Infor ERP Baan IV, which translates them into XML and delivers them to BizTalk Server. Instead of draftsmen manually producing drawings based on customers’ specifications, BizTalk Server orchestrates an automated business process that uses CATIA V5 product development software to automatically generate three-dimensional CAD drawings. This frees draftsmen to work on drawings that are needed for other product lines. BizTalk Server stores the automatically generated drawings in a Right Hemisphere 5 Deep Server data warehouse, where they can be reused not only for subsequent product packets but also as templates for automated manufacturing. At the same time, BizTalk Server calls SQL Server Reporting Services to assemble product feature and pricing information.

BizTalk Server then delivers the product drawings, feature summaries, and technical specifications to Right Hemisphere, which merges all of this information into the final product packet. BizTalk Server uploads completed packets to the Web portal and delivers e-mail messages to dealers notifying them that the packets are available for their review. Change orders are processed automatically, following the same path as a new order.

BizTalk Server Business Activity Monitoring (BAM) captures near-real-time business-activity data, such as the number of new quotes generated, the rate at which ordering processes are completed on the first attempt, and whether turnaround-time commitments are being met. The solution displays this information on an Office SharePoint Server 2007 dashboard, where A-dec can configure custom queries and displays as needed. Errors and exceptions are automatically reported to a system administrator, and dashboard monitoring is intuitive enough that it is being performed by business users.

Benefits

Since deploying the new solution, A-dec has seen a sharp increase in customer requests for information about its products, along with a rise in sales of its Preference Collection product line. The company has also reduced costs, increased customer satisfaction, and improved performance monitoring. By using a service-oriented architecture with BizTalk Server 2006 R2, A-dec has achieved significant new capabilities at a relatively low cost and has the flexibility to adopt new technologies to meet changing business needs.

Faster Response Time Boosts Customer Interest and Sales

While the previous solution left potential customers waiting up to three days to see product drawings, the new solution returns product packets usually in less than two hours. Also, while packets were previously generated only during business hours, customers now receive responses 24 hours a day, seven days a week. The improved convenience and turnaround time have resulted in 350 percent more customer requests for product packets annually, as well as increased sales.

“Before the launch, we were creating 2,000 to 3,000 product packets per year,” says Osburn. “With the service-oriented architecture solution built on BizTalk Server, we’re on pace to do about 11,000 per year, and sales of this product line are up significantly. We would have expected sales to increase anyway, but the new solution is contributing heavily.”

These gains are accomplished with no added demands on A-dec staff members. “We’re producing close to 50,000 individual drawings a year now,” says Chris Etzel, A-dec Manufacturing Engineer. “If we were to take that volume and translate it to individual draftsmen, we would need as many as 20 additional employees to complete the same amount of work that this one automated system is performing.”

Better Data Quality Cuts Costs, Increases Customer Satisfaction

With the previous manual process, the drawings that draftsmen generated for customers weren’t the same as the drawings that were used to engineer products or to control manufacturing machines. This led to inconsistencies between product packets and the products that were delivered, introducing unnecessary costs for A-dec and hurting customer satisfaction.

Because the new solution uses a single source of product data for order processing, engineering, and manufacturing, inconsistencies between product packets and final products have been eliminated. “Now that the quote drawings, the engineering, and the machine programs are pulling from the same data set,” Osburn says, “cleaning up one error improves the quality of all three processes. This reduces internal costs, but—more importantly—we’ve pretty much eliminated the cost to our reputation of sending customers the wrong drawing.”

In addition, the native error handling in BizTalk Server identifies engineering flaws that previously went undetected. “When this system finds an error in our engineering data,” says Osburn, “it sends it to an application administrator who forwards it to an engineer for correction before resubmitting the product packet through the process. The quality of our engineering data set has gone up dramatically since we launched the new solution, because we’re finding errors that we would not have found otherwise.”

Improved Business Intelligence Makes Performance Easier to Measure

Before the new solution, A-dec analysts were not able to easily obtain useful business intelligence from the various technologies that were used to process orders. “Any business intelligence around orders and quotes was buried in disparate databases. It was hard to find, so we just never went after it,” says Osburn.

“With the new BizTalk Server and SQL Server solution, the difference is night and day,” continues Osburn. “We have near-real-time views into our quoting and ordering process, our first-pass yields, and our performance on service level agreements. And we have the tools and information to quickly fix any problems that arise.”

SOA Solution Provides Competitive Edge

Because the new solution reuses system components that A-dec already had in place, the cost of automating the ordering process was relatively small. And because deploying BizTalk Server avoided the two to three years of manual coding that would otherwise have been necessary to achieve the current level of integration, Osburn says that the project delivered high value. 

“To automate this process from scratch would have cost us millions,” says Osburn. “In other words, without BizTalk Server, we would not have been able to achieve this solution, because the costs would have been too prohibitive.”

Meanwhile, because the solution’s components function as services, A-dec has more flexibility to adopt new technologies in the future―without concerns about migrating data or maintaining business continuity during changeovers. “When you’re talking about SOA,” says Osburn, “most companies emphasize the value of reusing code. That’s certainly a benefit, but the value to us is more about having the flexibility to deploy new solutions. To us, SOA means business agility and solution velocity, and that’s what the BizTalk Server solution gives us.”

Osburn believes that, with the new solution, A-dec has taken a big jump ahead of competing companies. “Our competition is still doing their sales process manually,” says Osburn. “The BizTalk Server solution puts us ahead. It’s a game-changing solution.”


Microsoft Server Product Portfolio
For more information about the Microsoft server product portfolio, go to:
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“EMC provided both training and real-life mentoring as we went along, helping us to quickly transfer all support and ownership to our IT people.”


Ralph Osburn, Technology Manager, A-dec
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“Our competition is still doing their sales process manually. The BizTalk Server solution puts us ahead. It’s a game-changing solution.”


Ralph Osburn, Technology Manager, A-dec
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“We made sure that BizTalk Server could handle what we need it to do today, and that it would support our road map for where we want to go in the future.”


Ralph Osburn, Technology Manager, A-dec
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For More Information


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





For more information about EMC Corporation products and services, call (508) 435-1000 or visit the Web site at: �HYPERLINK "http://www.emc.com"��www.emc.com�





For more information about A-dec products and services, call (800) 547-1883 or visit the Web site at: 


�HYPERLINK "http://www.a-dec.com"��www.a-dec.com�
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“We’re producing close to 50,000 individual drawings a year now…. We would need as many as 20 additional employees to complete the same amount of work that this one automated system is performing.”


Chris Etzel, Manufacturing Engineer, A-dec
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A-dec is a leading manufacturer of equipment and furniture for dental treatment rooms.
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