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	Grain Producer Harvests Higher Revenues

	
	
	
	



	Overview

Country or Region: United States
Industry: Retail
Customer Profile

Bob’s Red Mill manufactures a broad line of whole-grain products, with distribution through grocery, and specialty food outlets nationwide, as well as its own outlet store and mail order business.
Business Situation

An obsolete information system wasn’t compatible with manufacturing and distribution software. Managers had little access to operational data, thus costing money, time, and unrealized income.
Solution

Data is now instantly available on stock, customers, and sales through Microsoft® Business Solutions Retail Management System, enabling more highly informed business decisions.
Benefits

· Retail sales increased 290 percent 

· Mail orders increased 275 percent 

· Shipping time reduced by 140 percent 

· Web order processing time shorter by 60 percent


	
	
	“Thanks to Microsoft Retail Management System, our labor savings in the retail store and mail order business have been about $100,000!”
John F. Wagner, Vice President & CFO, Bob’s Red Mill Natural Foods


	
	
	
	With more than 400 whole-grain products, Bob’s Red Mill Natural Foods boasts a booming wholesale business to natural and specialty food stores across North America. 

But its fast-growing retail segment—an outlet store, mail order, and Web sales—used to have a retail system that couldn’t provide management with adequate sales and inventory data, and was incompatible with shipping software. “It was a guessing game and wasted people’s work time,” says John F. Wagner, Vice President and CFO. “And business can’t run on that basis.”

Through Microsoft partner New West Technologies, Wagner discovered Microsoft® Business Solutions Retail Management System. “They resolved all our technical issues,” he says, “and, through customized reports, I can now generate all the information I need to make the right executive decisions.”
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Situation

Grinding, packaging, and selling a wide variety of grains such as teff, quinoa, kamut, and amaranth, Bob’s Red Mill Natural Foods distributes its products through grocery and specialty food outlets throughout the United States and Canada. Its products are also sold directly to end users through its mill outlet store and mail order business.

“Within our store, we feature a full line of more than 400 products and 4,000 SKUs [stock keeping units],” says John F. Wagner, Vice President and Chief Financial Officer (CFO). “This includes an on-site bakery-café that features freshly baked and prepared breakfast or lunch items six days a week.” 

Including busy Internet, mail, and phone sales, the store contributed about six percent of the company’s annual sales. 
“Manufacturing and distribution were no problem,” says Wagner, “but with our previous system, retail operations could not be integrated, and that was causing an enormous number of headaches—and a lot of confusion.”

Lack of Reliable Data Slows Growth

The major problem was a lack of information that management needed to guide operation. “Our old information system was only partly computerized,” says Network Administrator Dianna Hearson. “At that time, it was mostly manual and, in certain areas, non-existent.
Management really needed to manage inventories and gross margins, but couldn’t. The store and mail order business needed to use the same inventory database but didn’t. Besides all that, we were in critical need of a fast and reliable POS [point of sale] system.”

Communication between the order desk and the shipping dock was likewise problematic. “We were not fully integrated with the UPS shipping systems,” says Hearson, “so we were spending a lot of extra time and money in the warehouse on tasks like retyping order information. Now we scan a barcode, pull up the information from the Microsoft® Business Solutions Retail Management System database, and the order goes out.” 

Perhaps the biggest problem lay in an inability to track sales and inventory. “We didn’t know when to order product unless we went out and counted the stock on the shelf and in the warehouse,” Wagner says. “Once we knew how many we had, we had to guess at the re-order quantity because we had no record of orders sold. Talk about running a business by the seat of your pants!”

A decision had to be made. “We wanted to get management control over the retail part of our business to match that of the manufacturing and distribution segments,” Wagner says. “We wanted to have all the required information, especially on inventory and gross margins, to manage our operation more effectively.”

Solution

The search for a new retail management system went no farther than New West Technologies, the local Microsoft Certified Business Solutions Partner that had previously installed Bob’s Red Mill’s management information system in 1999. “Because New West had a great track record with us in our manufacturing and distribution system, I went to them for a solution,” says Hearson. 

“New West was dependable, local, and had an established track record with us,” adds Wagner, noting that reliable support was a crucial decision factor. 
Hearson continues, “They introduced us to Microsoft Retail Management System and, after a few demos and planning meetings, we decided that this package would meet our needs.” 
Ease of Use

“Thanks to our Microsoft partner, the transition was smooth as silk,” says Hearson. “And training 20 people was easy, too. At first some long-time employees had some concerns; after a few days, their tentativeness was replaced by interest.”

“Right away, there was a huge difference,” says Wagner. “Because of the ability of Microsoft Retail Management System to integrate with UPS shipping software, we have greatly increased our ability to process mail orders. Our customer history database gives us a deeper relationship with our clients.  And fewer stock-outs has resulted in happier customers and increased sales.”

“A manager’s biggest resource,” he says, “is having at hand the exact information he or she needs, available at the click of a button. That’s what we can now do with Microsoft Retail Management System.”

Using Databases More Efficiently

Previous promotional activities had been both costly and time-consuming. “We used to send out a lot of mass mailings to promote our outlet store. We offered cooking and baking classes for a fee,” says Wagner. “It was successful in increasing our customer base and product sales, but didn’t give us the bang for our big promotional bucks. But the new link-up from our client files to our e-mail system ends up saving us a lot of money, and has positively impacted sales.”

“The dynamic reporting capabilities within Microsoft Retail Management System are what appeal most to me,” says Hearson. “Inventory levels are available instantly, and time spent on order processing, product re-order, and customer order turnaround is far less. And the wizards really streamline price changes and item quantity adjustments.”

Benefits

Since the installation of Microsoft Retail Management System, business at Bob’s Red Mill outlet store, as well as its mail order operation has soared. “Mail order sales have increased 275 percent since installation,” says Wagner, “and retail sales have gone up 290 percent since we installed Microsoft Retail Management System. It has definitely been a major contributor to our success.”

This is due not just to the direct access to vital information that helps guide executive decisions, but to tremendous savings of time and labor. “[image: image6.jpg]Microsoft



We have seen a 40 percent time savings in the shipping process, due to Microsoft Retail Management System integration with UPS software,” says Hearson. “And Web orders now take 60 percent less time than before.” This is because the New West Web Integrator downloads all orders directly into Microsoft Retail Management System, making order processing a snap.
More Time, Money 

Inventory, once a source of discouragement and wasted time, is well resolved. “Physical inventory hours are at a minimum now,” says Wagner. “We know exactly what we have at any given time and what is selling well and what isn’t. And reordering errors have been virtually eliminated.” Staff members walk through the warehouse performing inventory control and transfers in real time with the New West Mobile Suite, updating the system to keep it accurate without ever leaving the warehouse floor.
“It is impossible to fully quantify the value of having reliable information readily available to run your business,” he says. “But, thanks to Microsoft Retail Management System, our labor savings in the retail store and mail order business have been about U.S.$100,000!”

Greater Peace of Mind

“What a difference Microsoft Retail Management System has made,” says Wagner. “Along with Microsoft partner New West Technologies, we have developed a management information system from ground zero into a finely tuned, reliable tool we use to help us manage our business.” 

Hearson agrees. “Tech support is essential to business peace of mind. I really appreciate knowing that New West is just a phone call away. They are responsive to whatever issues arise. A well-informed technology vendor is truly valuable.”

Finding the Right System 

Vice President and CFO John F. Wagner offers his ideas to those researching retail management options. “Look for a retail specialist technology provider like ours—someone who designs intelligent retail business solutions that offer owners and management improved productivity and a lower total cost of ownership. Microsoft partner New West thrives on excellent customer service and guarantees a 30-minute response time 24 hours each day, every day of the week, every day of the year.”

“Make sure you examine your current processes. Identify key functions that are missing or desired, and double check that the new solution can perform those tasks,” says Hearson. “Take the time to demo the program and see if it does what you need it to. In our case, IT costs increased slightly, but the benefits have been far greater.”

“We couldn’t be happier,” says Wagner. “Before Microsoft Retail Management System, here at Bob’s Red Mill Natural Foods, you’d have to put your nose to the grindstone just to keep up. Now, with the data available to me, I can separate the wheat from the chaff!”


Microsoft Business Solutions Retail Management System
Microsoft Business Solutions Retail Management System offers a complete store automation solution for small and medium-sized retailers, streamlining point-of-sale (POS), customer service, and store inventory management, and providing real-time access to key business metrics. Microsoft Retail Management System is a comprehensive solution for single-store and multi-store retailers that empowers independent proprietors, store managers, and cashiers through affordable and easy-to-use automation. Microsoft Retail Management System has the flexibility and scalability to grow with a retailer’s business. It works with the Microsoft Office System, Microsoft® Windows Small Business Server, and leading financial applications to provide end-to-end support from the cash register to the back office.

For more information about Microsoft Retail Management System, go to:

www.microsoft.com/pos
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Software and Services


Products


Microsoft Business Solutions Retail Management System


Microsoft Exchange Server 2003


Microsoft Windows® Small Business Server 2003


Microsoft Small Business Server 2000


Microsoft SQL ServerTM 7.0


Microsoft Windows 2000 Professional


Microsoft Windows XP Professional


Microsoft Windows MobileTM software for Pocket PCs 


�
Third Party Products


-   New West Mobile Suite 3.1 


New West Data Integrator 2.1


New West Auto Cashier Logout





Hardware


New West  servers, workstations, and POS terminals


Symbol Handheld Pocket PCs


Epson printer 


Symbol scanners


3com switches


Cisco fiber routers


Fiber up-links, wireless for laptops and hand-held mobile devices


�
�









“Inventory levels are available instantly, and time spent on order processing, product re-order, and customer order turnaround is far less.”


Dianna Hearson, Network Administrator, Bob’s Red Mill Natural Foods�
�
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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 using the World Wide Web, go to: � HYPERLINK "http://www.microsoft.com" ��www.microsoft.com�





For more information about New West Technologies products and services, call (503) 235-4656 or visit the Web site at: � HYPERLINK "http://www.newestech.com" ��www.newestech.com�





For more information about Bob’s Red Mill Natural Foods products and services, call (800) 349-2173 or visit the Web site at: � HYPERLINK "http://www.bobsredmill.com" ��www.bobsredmill.com�











“Mail order sales have increased 275 percent… and retail sales have gone up 290 percent since we installed Microsoft Retail Management System. It has definitely been a major contributor to our success.”


John F. Wagner, Vice President & CFO, Bob’s Red Mill Natural Foods�
�






“We have seen a 40 percent time savings in the shipping process, due to Microsoft Retail Management System integration with UPS software, and Web orders now take 60 percent less time than before.”


Dianna Hearson, Network Administrator, Bob’s Red Mill Natural Foods �
�



























