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Are You Neglecting 80% of Your Business Software Capabilities?
by Greg Went and Alicia Anderson, Blytheco

Unlock Your Business Software with a Business Process Optimization
usiness Process Optimization is one of your most effective tools for
keeping your company’s technology in tune with your goals. It allows
you to understand your business through the eyes of an independent
source with insights and best practices from hundreds of industries.
With a business process optimization, a
guided interview is conducted with members of
your executive, management, and staff to
pinpoint areas where processes can be

enhanced and business software can be tuned to your
business and future strategy.

Executives recognize that market conditions are
continuously evolving and their solutions need to support
their changing business strategy. Optimized business processes are key
enablers of business success and are critical to achieving your strategic goals.

We believe in the value this brings to our clients – we offer a free two-hour
optimization process meeting. Learn what other companies have gained from
reviewing their processes with a complimentary review. Visit
www.blytheco.com/blyopti

How do Companies Benefit From Business Process Optimization?
It Aligns Teams Vertically and Horizontally

Often there is a disconnect between what the C-level believes is happening in
the business and what is really going on. A dialogue on business process can
bring alignment between strategy and can identify gaps where executives
believe a process being done one way, the managers think it’s being executed
another way and staff is actually doing something else.

This gap between what management thinks is happening and what staff is
doing is a major risk area for the breakdown in company controls and
disconnect from company strategy. This also affects morale when staff
members can see that their daily actions are not in alignment with company
goals, mission or values, and becomes even more acute when there is regular
turnover in staff or management.

Disconnect can happen across business units as well. Each department has
its own requirements and goals, which may be misaligned with the common
goals. The Business Process Optimization can help expose any inconsistencies
and create a path toward reconciling them.

This doesn’t mean your business is failing; in fact this is a normal occurrence.
When technology is implemented in a business, there were ideas and thoughts
that created the need for new software. Along with that technology came new
processes and extensive training. Through job turnover and shifts in business
goals, processes can become more relaxed or misaligned to the new business
strategy. Our role is to point out those inconsistencies and give your company a
new framework in which you can examine those needed changes to keep your
business moving in the right direction.

It Helps Your Team Overcome Implementation Fatigue
After most companies deploy ERP, CRM and HRMS systems, they are tired

and burnt out after the initial deployment and never go back and refine the
business process after the initial approach of “Get it in and make it work so
employees can do their job.” Companies rush through implementation to
minimize business disruption as well as costs and time of implementation.
Refreshing system processes ensures alignment with current business
objectives and maximizes business software benefits.

It Means You Leverage the Existing Investment
Organizations can reap benefits simply by getting a higher level of utilization

on the system they already have. Most companies are only using about 20% of
their software’s capabilities, while many features go unused and in some cases
unknown. User training is a big part of that – often users simply are not aware of
features that could help them be more efficient. Perhaps a post-Optimization
recommendation could be establishing “Lunch and Learns” for the users, or set
up recurring monthly or quarterly training sessions.

Uncovering features in the existing system is a common post-Optimization
discovery. For many companies, a majority of what they want to do is already
available in the software they own. Unlocking these can automate manual work
flows or balance work between departments and increase the return on
investment of the solution they have already purchased. Where business
objectives cannot be addressed within the current system, recommendations
can be made to solve these through third party enhancements or minor
customizations.

High-Level Objectives of the Business Process Optimization
The focus of a business process optimization is typically on your business’

functional areas, for example: accounting or finance, operations, sales,
marketing, service, human resources.

Some high-level objectives for a process optimization include:
� Review changes needed to current system so all personnel in sales, support,

marketing and accounting departments can better utilize it.
� Provide a solution for visibility and metrics into the important decision-making

data of the organization.

� Identify changes to eliminate wasted time with double data entry, data integrity
issues and improve communication between departments.

� Address user training needs and overall requirements for user adoption.
� Plan for the future, for example, increase sales growth, reduce costs, increase

leads, streamline operations, or new product lines.
� Identify disconnects between the objectives and pro-

cesses intended by management compared to the ac-
tual processes underway and recommend optimizations
to ensure alignment, efficiencies and desired results.

A Case for Business Process Optimization
Riverside California’s Yardney Water Filtration Systems

operates a state-of-the-art, 60,000-square-foot research,
design and manufacturing facility. They are a pioneer in the development of
clean water solutions, and since 1965 they have provided high-quality, cost-
effective products, becoming one of the world’s leading manufacturers of water
filtration equipment for industrial and agricultural applications.

Yardney Vice President and General Manger Chris Phillips approached
Blytheco with a feeling that they were not getting the full use out of their Sage
100 ERP business system. In fact, he feared they may be doing things
backwards, since some of their processes had not changed in many years. With
a planned manufacturing facility expansion on the horizon, Chris did not want
the new facility coming online with the same flawed processes of the current
one. So, armed with a hunch, Chris arranged for a Blytheco process
optimization (bly:Optimize), headed up by veteran Blytheco consultant Debbie
Long.

Blytheco’s Debbie Long, Sage 100 Practice Leader, interviewed 13 key
personnel within the organization from executives to shop floor employees. She
observed the interactions of the different teams and how they used their
business system. Debbie confirmed some of Chris’s suspicions. Yardney was
only using 15% of their business system, if that. They were driving in the slow
lane with a high-performance sports car. There were severe lags in getting
useful data, they could not trust their inventory levels due to the way they were
pulling stock, and tracking labor costs was nearly impossible during the
manufacturing process.

Based on her interviews and assessment of Yardney’s processes and needs,
Debbie produced a bly:Optimize “Summary of Findings” report and presented it
to Chris and his team. The report highlighted the interviews with the team
members separated by job function for ease of reading and comprehension. At
the end of the report were ‘Recommended Next Steps’ categorized into short-
term, mid-term and long-term goals and the concrete steps needed to achieve
them.

After just a few short months, Yardney was already seeing a return on their
investment on not only the bly:Optimize they had performed, but also on their
Sage 100 ERP system. “It is refreshing to be able to see timely data,” Chris later
told us. “Prior to the bly:Optimize, the data we were working with was potentially
two months old!” Chris feels they have gained in the use of their Sage 100
system, and are up to 40% system utilization and climbing as they work with
Debbie to implement her recommended next steps.

Not only has system utilization been increased, but their inventory is now 75%
more accurate with the implementation of bar code scanning software and
equipment. Manufacturing labor costs have now been standardized and are
being tracked accurately and efficiently. New custom reports are helping Chris
and his teams see in ‘real-time’ Key Performance Indicators on a daily basis and
the company financials are being produced in a timely manner. Overall, the
responsiveness of the system due to the change in processes has increased
substantially.

“You don’t know what you don’t know,” Chris explains, “It is great to have
someone like Debbie from Blytheco to come out, look at how you are doing
things, help you see what you are not seeing and recommend ways to leverage
your current system to help make your teams and organization run smoother.”

“Blytheco is unique in that their experts know so much about the business end
as well as the system. When they applied this knowledge in the bly:Optimize, it
really helped uncover some road blocks in our system and processes. I would
highly recommend bly:Optimize to any business that wants to run more
efficiently and more profitably.”

What to Expect From Your Own Business Process Review
After all the interviews and investigating are over, you should expect to receive

a summary of findings from your consultant. These findings should include:
� Metrics – Existing and needed
� Extended Customizations
� Process Definition
� Embedding Workflow – Turning reactive processes to proactive processes
� Operational Issues Resolution

Your summary of findings is a guide for moving forward and keeping your
company out front of risk. It should analyze your company in the context of its
industry and of the business and technology environment as a whole and
identify key areas that require attention in order to position you to remain
competitive now and in the future.

B

For more information, please contact Greg Went at gwent@blytheco.com, 949.583.9500 ext. 2223 or
Alicia Anderson at aanderson@blytheco.com, 949.583.9500 ext. 2204.

Blytheco offers a free two hour optimization process for its clients. Schedule your complimentary process review. Visit www.blytheco.com/blyopti
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International Management Systems
nternational Management Systems
(IMS) is a leading information
technology staffing company
headquartered in Southern
California.

IMS tailors our IT talent search to
fill our clients’ needs rather than
trying to place employees on “our
bench.” We call this “targeted talent

acquisition.” We take the time to find out
what technology skills are needed, and also
the level of experience that is required.
Then, we recruit, qualify and provide the
best IT talent available in a timely and cost-effective manner. That is why our
customers love to work with us and you will too!

History
IMS was founded in 1973 as a software and recruiting firm selling licensed

software and providing IT staffing and consulting. After our first decade, we phased
out of the software market and have focused exclusively on IT staffing services ever
since. Over the past decade, the company has expanded our support services from
our headquarters in Southern California to the central U.S. and east coast. We can
proudly say that nearly half of IMS’s clients have been with us for over 20 years.

Markets and Industries
IMS provides IT staffing services to all sizes of companies, from start-ups to

Fortune 500s. Our clients are from a broad range of industries: high-tech,
government, manufacturing, banking and financial services, health care, retail,
automotive, entertainment and more. IMS can serve any organization’s information
technology needs and provide IT staff to support and manage IT operations.

Expertise
IMS’s longevity speaks to the depth and breadth of our knowledge about

information technology and the challenges faced in IT staffing. Our team of

recruiting and staffing professionals have
decades of experience in IT talent
acquisition. IMS understands IT and we find
the right personnel to fit both the technology
skill requirements and the cultural dynamic
that fulfill our clients’ needs. We recognize
that technology is continually evolving and
IMS strives to ensure that all information
technology professionals have knowledge,
training and experience in the most current
and state-of-the-art tools and software being
used in IT today.

Philosophy
From our inception we have had one ambition: to earn, develop and maintain long-

term business relationships with our customers and consultants. Such relationship
building requires taking the time to truly understand the client’s business needs from
a technology and budgetary standpoint. It also requires continuous communication
to ensure that all constituents involved in the process – whether candidate,
consultant or client – are kept informed at each step along the way. We ensure
quality, and make sure that the IT staff we provide always perform to our clients’
satisfaction.

With four decades in the IT recruiting and consulting business, IMS has solidified
its business philosophy and client/consultant relationship practices. We realize that
successful IT staffing is foremost built on a foundation of trust and honesty, and we
are dedicated to developing strong personal/business relationships with the
professionals we serve.

We bring integrity, experience and clarity to the table when we discuss your
technology resource needs. IMS listens, and we respect and understand the
organizational pressures you deal with on a daily basis. Communication is key to our
success, and IMS is known for exemplary communication throughout our
recruitment and placement processes. We won’t leave you once the placement is
made; we are here, at your service. IMS is committed to providing you the best IT
staffing services we can offer – Expect Success with IMS!

I

For further information, please contact 714.840.3775 or visit www.imssvs.com.
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Yocca Law Firm and Cox Business: Redefining Partnerships
n today’s competitive business
environment, customer service and
technology often differentiate a
successful company from a failing
one. In the legal community, where
reliable technology is even more
critical, missing a call or a voicemail
can mean the difference between

keeping a client and losing one.

The Yocca Law Firm
In Orange County legal circles, the name

Nick Yocca is well-known and respected. Today,
his sons Nicholas J. Yocca and Mark Yocca are
following in their father’s footsteps of legal
excellence. With their partner Paul Kim at Irvine-
based The Yocca Law Firm LLP, the brothers know
that great service and hard work create loyal
clients.

And they certainly work hard. At any given time,
Nicholas, Mark and Paul, along with their three
legal associates and three paralegals, are handling
more than 40 cases simultaneously in different
time zones across the United States. Since the
firm’s inception in 2000, Nicholas estimates they
have been involved in more than 4,000 cases. The
firm specializes in business and securities law,
mergers and acquisitions, corporate governance,
intellectual property, employment and other areas,
and was built on the idea that great service is what
matters most.

“We formed the firm to provide the highest
quality service,” says Mark Yocca. “What we offer
is exceptional service at a more reasonable cost
than your metropolitan law firms.”

With affordable, reliable service as a mainstay of
the The Yocca Law Firm, it’s no surprise that they
turned to Cox Business for their phone solution.

Accessibility From Anywhere
Serving 40 different clients is no easy task.

Working so many cases simultaneously, it was
important that the employees at Yocca Law have a
phone system that could meet their needs and
those of their clients, regardless of their busy schedules.

Enter Cox Business’s new VoiceManager IP Centrex product. This new
offering from Cox Business, commercially available since February, provides
clients advanced features in a hosted, affordable phone system.

Previously, Yocca Law Firm had been using an outdated system which
was hindering productivity. “Our old system constantly dropped calls and
had poor line clarity and sound quality. It also lacked key features such as
caller ID,” says Katie Ellingsen, a paralegal for the firm.

“Cox delivered a solution offering all the necessary features that make us
more efficient as a business,” says Nicholas Yocca.

The call forwarding and voicemail-to-email capabilities of IP Centrex are
just a few great examples.

Whether members of The Yocca Law Firm are in the office, on the road, or
in the courtroom, simultaneous ring automatically routes incoming calls to
multiple locations including mobile phones, allowing calls to be taken from
virtually anywhere.

“The simultaneous ring feature is amazing and provides me with the
easiest and most seamless way to deal with my clients,” says Nicholas.

In addition, voicemails are sent straight to their email inbox. This allows
users to listen to the most time-sensitive messages first, while forwarding or
saving the others in email form to handle at a later time.

“Getting my voicemails emailed to me is a tremendous benefit, instantly
letting me know when I have someone I need to get back to immediately,”
says Nicholas.

IP Centrex Streamlines Operations
In the office, IP Centrex’s features help

streamline operations and allow The
Yocca Law Firm to work more efficiently.
Relaying information internally is
essential, as deadlines cannot be missed.
With the multi-location extension dialing
feature, passing information from office to
office is as simple as picking up the
phone and typing in a short extension.

“Instead of having to walk across the
office or remember a long telephone

extension, all I have to do is dial a short
extension and I can communicate exactly what I
need to in seconds,” says Nicholas.

Successful law firms like Yocca, field huge
volumes of calls on a daily basis. With such a
high volume of phone traffic, it is important for
the Yocca team of attorneys and professional
staff to immediately know who is calling so they
can provide an even higher level of service.

“The caller ID feature is something we rely
on every day,” says Nicholas. “Knowing who
is calling allows us to be ready to assist our
clients before we have even answered the
phone.”

The IP Centrex Remote Office feature also
gives Yocca’s employees the ability to display
their office phone numbers to callers, regardless
of what phone they are calling from – even from
phones outside the office. This provides clients
with the same ability to know that The Yocca
Law Firm is calling them, ensuring conversations
take place in a timely manner.

Simplicity in a Complex System
The Yocca Law Firm also appreciates the

intuitive nature of Cox Business’s IP Centrex.
“IP Centrex from Cox Business is easy to use

– its sound quality, overall user experience, ease
and comfort make you feel at home,” says
Nicholas.

And with the VoiceManager Toolbar, all
operations can be handled right from Outlook or
Internet Explorer. Users can dial, answer, place

callers on hold, transfer calls or even host a conference call from any
computer or phone. They can also conveniently control many of the
phones features, such as call forwarding and Remote Office.

Reliability
Before working with Cox Business, Yocca Law Firm was using different

telecommunications providers, and the results were not up to par. After
trying out a number of other providers and receiving mixed results, Yocca
made the move to Cox Business due to its state-of-the-art technology and
reliability.

“We wanted the best equipment and service available, and I especially
wanted it to be reliable,” says Nicholas. “Our clients rely on us, so it’s
important that we have a telecommunications provider like Cox Business
that we can rely on. I want to go to sleep at night knowing that our phone
system is safe, and that we will not have a problem communicating with
our clients.”

As The Yocca Law Firm continues to expand its practice in Orange
County, Nicholas says that he can rest easy knowing his business
communications needs are being handled.

“If other companies had what we had, they could be comfortable
expanding their business because they would know their phone needs are
taken care of with IP Centrex, and that they are in good hands with Cox
Business.”

I

Fast Facts

Cox Business is a division of Cox Communications, a Fortune 500 company with more than 6 million residential and commercial customers. The company
offers high-speed Internet services; switched voice and long-distance services; and dedicated voice, data, TV and transport services for home offices, small,
medium and large-sized businesses, school districts and hospitality, government and military properties in 28 markets across the nation.

For more information about Cox Business IP Centrex service, please visit www.coxbusiness.com/ipcentrex or call 866.926.9738.

From left to right: Paul Kim, Nicholas Yocca, Mark Yocca
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Why Forward-Thinking Manufacturers Are
Integrating Their ERP with Salesforce

ne of the fastest-growing companies in Orange County, Aliso Viejo-
based Alternative Technology Solutions, has built a business helping
more than 700 manufacturers gain greater value from their technology
investments. As a certified Salesforce Silver Cloud Partner, one area of
significant growth within the company has been in the provision of
products and services to connect ERP systems to Salesforce. We
talked with Alternative’s President and CEO, Vivian Keena, to learn
more:

Why are more manufacturers integrating ERP and CRM systems?
Vivian Keena (VK): There are many reasons, but in general terms, integrating

your Enterprise Resource Planning (ERP) application, which allows you to manage
finance, inventory and receivables with your Customer Relationship Management
(CRM) application, which manages relationships, customer support and services,
provides dramatic ROI improvements for both systems in addition to potential cost
savings.

Manufacturers typically see almost immediate benefits in the order-to-cash
process with cost savings coming from reduced order entry errors, removing data
entry redundancy, and through the introduction of approval workflows for
discounting.

There are also the incremental sales and marketing benefits: While the ERP
system stores details of customers’ financial relationship with the company; CRM
solutions store their buying patterns and marketing demographics. Unifying these
two sources of customer data can help organizations ensure that their sales,
marketing and service expenditures are targeting their most valuable customers and
prospects.

Can you provide a couple of concrete examples?
VK: Sure. In today’s competitive landscape for manufacturers, on-demand and

real-time data visibility and accessibility is not a luxury, it’s a necessity. If the sales
representative or distributor is engaged with a prospect they want to be able to
answer key questions immediately such as, “Is the product in stock?” and “How
much will it cost when configured like this…?” While these are definitely sales
questions, they’re questions that can typically only be answered in the ERP system.
As a result, the representative must either toggle or be able to use both systems or
have to reach out across departments to get answers.

By integrating ERP and CRM systems, we enable manufacturers to put all of this
critical information, and the ability to configure, price and quote, within their
Salesforce environment. The representative can remain in his or her system of
choice and respond promptly, anytime, anywhere and from any device.

What should manufacturers consider before integrating these systems?
VK: There are really four main areas that our manufacturing consultants usually

discuss with our customers:
1. Contact & Account Integration: Both CRM and ERP systems contain contacts
and account information, with ERP focused on billing and shipping addresses and
CRM on prospects and sales/support.
2. Product Integration: The CRM application should provide access to the
products that are contained in the ERP if true process integration is going to be
achieved.
3. Quote and Order Management Integration: This is necessary if a company is
going to turn proposal generation (usually created in CRM) into actual orders
(executed and tracked in the ERP).
4. Product/Order/Invoice Repository Integration: Enabling your sales reps with
visibility into the status of the order, so they can communicate with the customer
and make and track changes.

For the team at Alternative, every integration begins with a discussion about our
customer’s business. We know manufacturing, so we don’t have to learn the
industry; we focus in on understanding the unique aspects of the company. We
focus upon roles and processes so we can deliver the right solution. And because
we’ve productized and pre-defined integration points due to our manufacturing
domain expertise, we’re often able to create a really robust, supported and bi-
directional integration quickly and cost-effectively. We’re not performing every
integration from scratch as a custom project, so we’re able to deliver real value in
record time.

O

Alternative Technology Solutions can be reached at
info@alttechsolutions.com or 877.258.8411.

They’re also on the web at www.Alttechsolutions.com.
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