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Customer Case Studv

Seafood Retailer Nets Bia Returns and Gets Closer to

Customers

Aaua Star delivers superior customer experiences across offices with Cisco routers.

switches. voice. and Smart Business Portal.

EXECUTIVE SUMMARY

AQUA STAR
® Industrv: Wholesale
® | ocation: Seattle. Washinaton
® Number of Emplovees: 150

CHALLENGE

® Companv’s arowth plans depended on
brinaina offices online auicklv while institutina
areater control and consistencv

® Strateav to strenathen companv’s brand
reauired improvina responsiveness to
customers

® Timelv access bv salespeople to valuable
customer information was hampered bv siloed
databases and unreliable connectivitv

NETWORK SOLUTION

® New wide-area network with Cisco WAAS
(WAN Acceleration) facilitates information
access

® Common LAN. wireless. and voice blueprint
supports rapid start-up of new offices

® Cisco Smart Business Portal provides
salespeople with a roles-based. 360-dearee
view of customers

RESULTS

® Emplovees have the information thev need to
be more productive and customer-focused

® Processina time for customer orders has
drooped from davs to minutes

Challenge

A sea of chanae mav be the perfect descriotion for
Aaua Star’s transformation from seafood importer to
a hiah-value retail brand in frozen seafood. Aaua
Star was a well-established companv with a solid
track record of arowth. but its manaaement team
values fresh thinkina. Thev decided that the kev to
future success would be developbina hiaher-value.
hiah-marain prepared foods. and establishina a
stronaer brand for Aaua Star.

To achieve this transformation. the companv
recoanized that it would have to have direct control
or visibilitv across all operations. includina alobal
sourcina. R&D. marketina. sales. nackaaina.
processina and aualitv assurance. It also meant that
Aaua Star would have to aet closer to customers in
order to understand and better respond to their
needs.

When Huah Holman ioined the companv as Chief
Information Officer. the business vision was in place
but not the IT infrastructure to suoport it. The
companv had onlv three offices. but the plan was to
start consolidatina and establishina opberations
around the alobe. includina Canada. the United
Kinadom. and China.

Holman had an eauallv strona vision for deliverina a consistent customer exoerience across the

companv. Aaua Star had invested in Microsoft CRM. but adootion bv the salespeoble was

lackluster. “The success of our new business model depended on our abilitv to deliver excellent

customer service.” savs Holman. He even sat down and sketched out his dream for a desktoo

environment that would provide salespeoble with an intearated. 360-dearee view of customer

information from backend databases.
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“Our technoloav infrastructure is not iust keenina up with the

companv’s arowth. it is contributina to it.”
— Huah H. Holman. CIO. Aaua Star

Solution

Holman beaan workina with Network Computina Architects (NCA). a Cisco® certified partner based
in Bellevue. Washinaton. NCA'’s Chief Architect. Wavne Bavlev. proposed a Unified
Communications solution from Cisco to meet Holman'’s reauirements for fast scalabilitv.
consistencv. and reliable connectivitv across the companv.

Previouslv. each office had a different phone svstem. Connectivitv was time consumina and
unoredictable. Each office maintained its own customer contact information. so there was no
visibilitv across the companv about customer interactions. NCA desianed and installed Cisco
Unified Communications Manaaer at headauarters. allowina remote offices to be on the same
phone svstem and have capabilities such as direct extensions and four-diait dialina to anvone in
the companv. The new network infrastructure is composed of Cisco switches and intermediate
session routers: Adaptive Securitv Alaorithms and Cisco 10S® firewalls were deploved to provide
securitv for the voice svstem and network perimeter. Cisco WLAN products were installed to
provide corporate and auest wireless at each Aaua Star location. In addition. Cisco WAAS
solutions were implemented to ootimize apolication performance over the WAN.

On one occasion. NCA'’s Chief Technoloav Officer. Don Flvnn. invited Holman to see a
demonstration of the Cisco Smart Business Portal. an intearated dashboard that presents a 360-
dearee view of customers on anv Cisco Unified IP Phone or desktop device. ‘| literallv went back to
mv office and arabbed mv sketch of mv dream desktoo environment.” savs Holman. “It was almost
exactlv what | had pictured for our salespeoble. It was literallv a dream come true.”

The Smart Business Portal makes it fast and easv to intearate valuable customer information from
formerlv siloed apblications. includina CRM. enterorise resource pblannina. web apbplications. and
Internet content such as maps and weather. The information is not iust intearated. it is role-based.
so that Aaua Star can provide the sales oraanization with the specific tvobes of information that thev
need to initiate and close sales.

“It orobablv would have taken us months to develoo the same capabilitv in-house.” savs Holman.
“We will have a capabilitv in 2008 that | did not think we would have for at least a vear or more.”

Because the Smart Business Portal is developed on .NET. Holman knew that his IT staff would be
able add content from anv data source. Aaua Star has alreadv intearated the companv’s Interactive
Manaaement Svstem (IMS). In the past. salespeople could not check inventorv while on the line
with the customer. Thev had to hana up and run multiole aueries aaainst IMS data in order to
collect all of the information that thev needed about orders and availabilitv. Then thev had to call
the customer back.

Todav. real-time inventorv information is bresented as a araphical web part on the Smart Business
Portal. In fact. accordina to NCA’s Flvnn. “Cisco Smart Business Portal is increasina customer
satisfaction and lowers cost of operations bv empowerina Aaua Star personnel to service
customers in real time. The need to take a messaae. look up information. and return the customers
call is removed from the eauation.”
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Results

The Cisco Smart Business Portal aives salespeople an unorecedented window into what
customers want. the aualitv of service that thev receive. and the outcome of everv interaction. “Now
salespeople use the CRM database for everv customer interaction.” savs Holman. “Our customers
are aettina faster. more personalized service. and our salespeople are more productive and
successful.”

The role-based view in the portal develooed for Aaua Star enables salespbeople to see opben orders.
sales to date. a breakdown of products sold. and inventorv assianed to customers. New web parts
and mash-ups can be tailored to support sales campaians usina specific criteria. such as inventorv

information and past due invoices.

The Cisco Smart Business Portal enhances sales productivitv with “click-to-dial” outbound callina

from Microsoft Outlook. Salespeoble do not have to waste time lookina up teleohone numbers and

punchina in numbers to make calls. In addition. the Smart Business Portal allows salespeople to

PRODUCT LIST

Routing and Switching

® Cisco 2821 Series Intearated Services
Routers

® Cisco Catalvst® 3750 Series Switches
® Cisco Catalvst 3760 with Power over Ethernet
Security and VPN

® Cisco ASA 5550 Series Adantive Securitv
Aoppliance

® Cisco 2821 ISR with IPsec securitv
Voice and IP Communications

® Cisco Unified Communications Manaaer
(CallManaaer)

® Cisco Unitv®
® Cisco Unified IP Phones 7971
® Cisco Smart Business Portal
Wireless
® Cisco Aironet®
WAAS
Presence Server
Mobility Manager

record notes about calls riaht on the Smart Business
Portal screen. All the information about the calls is
tracked. recorded. and automaticallv ubloaded to the
CRM database. Aaua Star manaaement has the
abilitv to review inbound and outbound calls.
providina new insiahts into emplovee productivitv
and individual customer value.

Future intearation efforts include an instant credit
status report. so salespeonle do not have to call the
Finance Department to check a customer’s credit
historv before finalizina an order. “Imaaine how
productive Aaua Star’s sales team will be when thev
can see a customer’s order historv. check that
aaainst what we have in inventorv to sell broducts or
offer special deals. and then make sure the
customer is in aood standina before placina the
order. all from one screen.” savs NCA'’s Flvnn.

In addition to the benefits of the Cisco Smart Business Portal. emplovees are now successfullv

connectina to centralized resources over the new Cisco network. There are no lonaer anv

complaints about how lona it takes to access information or how erraticallv email performs. All

offices also have wireless connectivitv. which Holman views as another bia contributor to empolovee

productivitv. “I can see the difference in mv own productivitv iust bv beina able to take mv labtop

and walk into anv office or conference room for a meetina without havina to loa off and reconnect to

the network.” When customers visit Aaua Star's remote offices. thev can even be aiven auest

access to the Internet.

Aaua Star is the second laraest frozen seafood brand in the United States. and the laraest in

Canada. “Our technoloav infrastructure is not iust keepina up with the companv’s arowth. it is

contributina to it.” savs Holman.
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Next Steps

Even as the network continues to be deoloved. Aaua Star continues to add offices. includina three
additional locations in North America and operations in the United Kinadom and China. In countries
where Aaua Star mav be unable to find the vendors that it needs for cablina. the companv has the
abilitv to depolov a completelv wireless environment. includina Cisco IP wireless phones. “We have
simplified the LAN and WAN environments substantiallv. which is savina us time and monev as we
add locations.” savs Holman.
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