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About NewWave Technologies, Inc.

NewWave Technologies, Inc. (www.newwavetech.com) is a full-se rvice distributor for document imaging, automated d ata storage
and CD/DVD duplication products. It provi des so lutions to more th an 7,000 va lue-added res ellers, s ystem i ntegrators, service
bureaus and OEMs. Founded in 1992, Ne wWave employs 60 professionals and maintains long-standing distribution alliances with
suppliers such as Kodak, Fujitsu, Rimage and Plasmon.

The Business Challenge

Admit it: A recently delivered bo x sitting on your d esk stil | kindles youthful e xcitement. W hen the co ntents must b e retur ned,
however, the p rocedure often becomes a ch ore and a cost burde n for customer, distri butor and ve ndor alike. Un like processing
orders for delivery, returns present a whole new level of complexity and NewWave's existing ERP system did not adequately ad-
dress its n eeds. Bill C ordell, president of NewWave, described inherent frustrations for all parties. To handle returns, VARs a nd
end-users must obtain return authorization numbers and s hipping addresses; Ne wWave employees manage this process along
with relate d credits across m ultiple de partments; and ven dors—the originating link in th e supply chain—also de al with a host of
details for timely return of merchandise. Without efficient processes, materials can be misplaced, lost or return privileges rescinded.

"We don' tjust sell tech nology; we useit, " Cord ell b egan. "Man y of the soluti ons we imp lement are to en hance custome r
experience, to take s ome of the tasks resellers struggle with and help them through automation. Our o bjective is to lo wer our
customers' transactional costs while improving our customer service." Upon review, NewWave targeted its "biggest bottleneck," the
Return Material Authorization (RMA) process, for enhancement. When details were missing, such as a restocking fee, paper RMA
forms were shuffled between employees. Accounting spent hours each day issuing credits and verifying data. The administrative
activity was p ure e xpense to all p arties. NewWave worked with BizT ech Sol utions, a trusted part ner and Ne w Jersey-based
Workflow Software VAR, to uncover the full problem:

e |t took days to respond with RMA numbers, resulting in delayed service to VARs and their customers.
e Time-consuming processes also led to past-due accounts receivable and a negative impact on the bottom line.
e By the time authorization numbers were delivered, products may have been misplaced.

e Delayed returns occasionally led to a strain on vendor relationships, such as denial of return privileges.

The Solution

Automation of its supply chain enabled NewWave to a bsorb an 80- percent-growth rate over fo ur years. Working with BizT ech,
NewWave integrated Workflow Software with its T akeStock distribution management ERP solution—and the return is impressive:
While RMAs more than d oubled with added business, processing takes only half the time. Workflow Software manages the RMA
process from the time a customer calls to request a return to the arrival of material at NewWave or a vendor location. Upon notice
of a return, each salesperson—who handles an average of 75 to 100 returns per month—enters data into the Workflow Software.
"Instead of taking 10 minutes to fill o ut paper forms for ever y RMA, now it only takes them a cou ple minutes to e nter the part or
serial number, while ev erything e Ise (sh ip-to ad dress, co st resale and so on)is automatically po pulated," C ordell expl ained.
Workflow Software ensures data is e ntered properly and forwarded only when complete. "Our sales te am reallocates that time to
selling. That's what we want them to do—help our customers sell product versus spending all day handling returns."
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For convenience, real-time re cords of open RMAs may be viewed in TakeStock, NewWave's distribution and financial platform, or
extracted from the SQL d atabase and displayed on the corporate intranet powered by Microsoft Sha repoint. Upon approval, the
Workflow S oftware d elivers emails to cust omers with R MA numbers and retur n pa cking sli ps. If products are n ot returned to

NewWave or its suppliers within a set time, the Workflow Software sends email reminders to VARs or vendors. "Before using work-
flow, employees spent four or five hours per w eek making calls or sending emails to track do wn materials," Cordell said. "Now it's
immediate and automated. It' s just a matter of the customer respo nding." F or phase t wo, NewWave plans to en able direct cus-
tomer and vendor access to RMA workflow via the Web.

RMA processi ng is also simplifie d for the accounting de partment. Cre dit memos, cost verifica tions and otheritems areno w
automatically i ssued. As a result, the a ccounting team reduc ed the nu mber of hours spent proces sing RMAs b y close to 70
percent, resulting in alm ost two hours per da y each employee may direct to other tasks. Among other streamlin ed accounting
processes, turnaround to issue credits has been decreased by 10 to 15 days.

The Results

Healthier bottom line...

Thanks to efficiencies created by Workflow Software, NewWave virtually eliminated financial losses due to misplace d equipment.
"Now, we don't lose equipment or return privileges," Cordell said. "Typical annual write-offs were almost twice the amount we spent
on the Workflow Software."

Enhanced relationships...
"Our customer-service level has improved. The response time in getting RMA numbers used to take days. Now with workflow, it
happens quickly, within hours," Cordell stated.

Competitive Edge...

"With workflow automation, human interv ention has been cutin half," Cordell said. As a smal | com pany, Ne wWave strives for
business effici ency to comp ete with n ational d istributors. Usi ng sev eral integr ated so lutions, the co mpany mor e than d oubled
revenue without incre asing headcount. T he distrib utor does more with less, leading to higher productivity, increased profits a nd
improved customer and vendor relationships.

About BizTech Solutions

BizTech Solutions, Inc. ( www.forbiztech.com) is a Gol d Certified Microsoft Partner a nd a “ best of breed” systems integrator for
Work Process Automation and Web Business Applications. BizTech is a single source supplier of enterprise products for automa-
tion, workflow, document management, digital signing, and e-commerce applications. Our certified engineers and developers
provide d esign, develo pment and “first call” support serv ices from offices throughout the United States. W ith 20-years process
engineering and related LAN/WAN and Internet experience, BizTech creates and supports solutions in numerous industries.
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For more information, please contact BizTech Solutions, Inc.
Tel: 732.761.2880 - Fax: 732.761.3936
Email: sales@forbiztech.com - Web: www.forbiztech.com



