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1. The company: About Zandleven Coatings

Zandleven Coatings, in Leeuwarden, was founded in 1869. It has around 30 employees
whose activities relate to the production of coatings for use on metal and concrete
surfaces.

The products are used over very large surface areas of steel and concrete, where they are
exposed to oxygen and water, such as bridges, football stadiums, yachts and many other
types of large buildings.

2. The context: Batch production

The market in which Zandleven operates is considered
to be a relatively old and static B2B market.

Customers often demand that they obtain their
product within 24 hours. However, Zandleven has
many different products in many different colours, so it
is not able to deliver from stock. As a result, it is
focused on flexibility and small batch production.

Zandleven has about 500 customers. The market,
which has a limited geographical footprint, is
| comprised of four competitors, with each having
- around a 25% market share in the Netherlands. They
x " compete mainly on price; however a very short
. delivery period is a primary condition to compete.

Several years ago Zandleven made the transition from
making products to hold in stock to batch production
for specific orders. This helped to save warehousing costs and responded to the emphasis
customers placed on flexibility.

3. The objective: An additional sales channel

The company also started to use an enterprise resource planning (ERP) system in 2002. This
ERP system is linked to an e-procurement application on it's the company’s website.

There was little expectation within the company that online orders would really take off.
Until 2009 this ‘loosely-coupled’ application had been perceived simply as an additional
sales channel.



4. The decision making process

The company's owner was the main driver for the implementation of the e-procurement
system, and the ERP system as well. He wanted the company to be a front runner in this
field.

The online ordering application was launched about seven years ago as part of a much
wider programme of automation and ICT implementation. The ERP was also installed at
this time. The project cost €10,000.
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5. Business process reengineering

Zandleven receives 40 to 80 orders a day. Most customers send their orders by phone, fax
or email. Only about 10% use the online ordering application. From the perspective of the
production planners at Zandleven, the added value of the web-ordering system is quite
limited.

It make little difference to the production planners whether they receive an order directly
via email or by an automatically generated email created after a customer enters an into
the online order form. The web-order application has had a limited impact on internal
processes such as sales, work organisation, production processes and inventory
management.

6. The solution: Online ordering via ASP

The online ordering application was developed by an external service provider called Heart
Informatisering BV. The application is a ‘loosely-coupled’ module of the Zandleven ERP
system.

The web-order form consists of a set of Active Server Pages (ASP); a web server
independently reads data from the remote database. The order form contains a
hierarchical drill down of item groups, which is generated by the list of products available
at Zandleven Coatings. There is no option for payment.

No industry standard was used for the design of the order forms.



7. The obstacles

Many customers who use the online order form also make an
additional phone call because their orders include very
specific information that cannot be easily included in the
online form (e.g. information on the exact times and places
for delivery of the different products).

Furthermore, many contractors want to be absolutely sure
that the product of their choice will arrive.

By using the telephone customers also try to negotiate on

.







