NetworkApplicationTools

CaseHistory

PolaroidMovesfromPaperto
MacntoshComputers

Macintoshcomputertechnologyhelpedto
reducepaperdocumentsatPolaroidwith
accesstoonHineinformation.

CompanyBackground

Inamature, highlycompetitive market, oneofthebestwaystodistinguishyourself
fromyourcompetitorsisthroughcustomerservice. Polaroid Corporationwasone
ofthefirstcompaniestoofferatoll-free numberforcustomerstocallwithques-
tionsoneverythingfromcamerapricestothe closestfimstore. Nowthecompany
handlesamilioncustomercontactseachyearthroughitsConsumerServices
division.

TosupporttheconsumerservicesrepswhohandlePolaroid stol-reeline, the
companyinstalled30AppleMacintoshcomputers. Thesystemsarelinkedtoa
customerdatabase, whichisonaDigital VAX6220mainframe, viaanEtherTalk
networkwithaT1bridge. Thegroupaccessesthelngresdatabase, whichstores
Polaroid'scustomerinformation, usingthe DataAccessLanguage(DAL)from
Appe.

MacintoshGivesaCompetitiveEdge

“Inconsumerserviceswe'recommittedtoprovidingexcellentservicetocustomers
byansweringquestionsandrepairingproducts. TheMacintoshalsomakesiteasier
forustoshareinformationwithotherdivisions. Therewasnosystemthatallowed
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ustodothatbefore. Nowwe providefeedbacktothe corporationonwhat
promptscustomerstocallusinthefirstplace. Thishelpsustodesignbetter
products, puttogethermoreeffective salesandmarketingprograms,andremain
competitiveinthemarketplace,”saysRobertaHurtig, directoroftheconsumer
servicesdmision.
AccordingtoForenceFamsworth,aseniorsystemsanalystatPolaroid, theability
tocaptureinformation,analyzeit,andshareitwithotherdepartmentshasnotonly
givenPolaroidanedgeagainstitscompetition, butithasalsoraisedthegroup’s
profleamongotherdivisions: “Havingapowerfulcomputingsystemlikethe
Macintoshbehindconsumerservicesisanadvantage. Itsonethingtotalktoother
departmentsabouttrendsandquiteancthertoshowthempublishedresullts. It
givesusmoreclout.”

MacintoshAlternativeSaved 75%

“Ayearagowewereapaperculiure,”says TimCrawford, informationsystems
manageratPolaroid.“Ourconsumerrepshadatelephoneand20to30technical
informationmanualscontainingproductinformation, pricingdata, andinformation
onPolaroiddealers. Weknewtherehadtobeabetterwaytohandlethe process.”
Macintoshcomputerswerenotwidelyusedinthe corporationatthetime, sothere
wassomeconcemaboutbringinginanewcomputing platformwithoutsupport
personnelinplace. “ThiswasourfirstMacintosh-basedsystem. ltwasnotmetwith
overwhelmingsupportinPolaroid'sIScommunity,” saysCrawford. “Butitseaseof
use, thegraphicalinterfaces,andthecostsavingsallowedtheprogramtoproceed.

“Thereweretwothingsthatreallytippedthe scalesinsellingthisprojectto
management,”hecontinues. “Onewasthecostsavings.” Crawforddemonstrated
thathewouldbeabletooff-loadasignificantamountofworktothe Macintosh,
whichmeanthedidnotneedtobuyadedicatedVAXfortheconsumerservices
groupasoriginallyplanned.“Becausewecoulduseexisting VAX capacitytogether
withtheMacintosh, wewereabletoreducethe projectcostto25%ofthebudgeted

cost’hesays.

“Theseconddecidingfactorwastheabilitytoincorporategraphicsandtexttodo
theclassicaldataacquisitionanddisplayonscreen. Thatreallycaught

managementseyeandgotthesystemiunded.

“TheHyperCardfrontendwecreatedallowsustouseagraphicalinterface,”
explainsCrawford.“Noothersystemhastheabilitytoincorporategraphicsand
textualdatacapture.We'veincludedanexplodedpartsdiagramthatallows
consumerservicesrepstoclickpartsofacameratofindoutpartnumbersand
otherinformation. There’samapofPolaroiddealerspresentedgraphically,as

44 & AppleMultivendorNetwork Solutions Guide



NetworkApplicationTools

CaseHistory

opposedtoastraightlisting. Thesearethingsthatapurely VAX-basedsolution
couldnotdeliveratthesameprice pointastheMacintosh.”

AHexibleProgramming Environment

CrawfordhadaboutamonthofprogrammingexperiencewithHyperCardbefore
helaunchedthe program, buthefoundthattogetherwith DAL itwasanextremely
flexibledevelopmentenvironment.“HyperCardisaverypowerfuldevelopment
tool.Icouldincorporatethegraphicelementsandplacebuttonsonthescreen
anywherelwanted. AndwithDAL there’snorealimittowhatyoucandoinadata
acquisitionsense. lthasallofthefunctionalityof SQL, plusthe communications
functionalitythatallowsthe usertocommunicate effortiesslywiththe corporate
databases’

DAL wascriticaltotheconsumerservicesgroup'ssuccess,agreesHorenceFam-
sworth.“Wewerealreadycommittedtousinglngresbecauseithadbeenpur-
chasedandlicensedforusebytherestofthecorporation,”shesays. “Wehadto
haveawaytolinkthe Macintoshcomputerstothelngresdatabase. DALwasthe
piecethatmadeitallfallintoplace.”

Consistent,Accurateinformation

TheMacintoshsystemenablesrepstoprovidecustomerswithqualityinformation.
ExplainsCarlKelley, managerofconsumerservices, ‘it sveryimportanttohave
consistent,accurateinformationgoingouttothecustomer. Beforethecomputers
wereinplace,wehadtocountonourconsumerrepstohavethemostupdated
informationandinterpretitproperty. NowallinformationontheMacintoshis
updatedfromacentralsource. Asaresult,wecanofferconsistent, qualityinforma-
tiononatimelybasis.”

Macintosh: TheRightToolfortheJob

“TheMacintoshisaverystronglSsolutionforacoupleofreasons,”explains
Crawford. “Ithastheabilitytoputupthetextdata, capturetypeofscreens,andit
canbeusedasaproductivitytool. The Macintoshisawindowintocorporate
mainframesorminicomputers.itcombinestransparentaccesstocorporate
databasesalongwithaneasy-to-useinterfaceandmultitaskingcapability. Other
computersdonthavethecombinedhostaccess, networking,graphics,and
personalcomputerallinonepackage. It'stherighttoolforthejobhere.”

PolaroidplanstohaveuptoS0usersonthesystem, mostlyinconsumerservices'
primaryofficesinCambridgeandafewadditionalusersateachofPolaroid'sfour
distributioncentersaroundthe country. Alluserswillbelinkedtoacorporate
minicomputerinWaltham,Massachusetts.
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MacintoshFitsintoCorporateGoals

Hurtigfindsthat “Byhavingon-ineinformationaboutproducts, programs, promo-
tions,anddealerstock, customerservicesrepresentativesarebetterequippedto
givefaster, moreaccurateinformation,andofferanoverallhigherlevelofservice
tocustomers.”

“I'saloteasiertoretainacustomerthanitistofindanewone,”adds Crawford.
“Therefore, providingtheconsumerservicesrepwiththebestpossibletoolto
providegoodserviceiscritical. Withitsgraphicaluserinterface, easeofaccessto
corporatedata, andcost-effectiveness, Macintoshfitsrightintoourcorporate
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