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Company
Hillarys Blinds Ltd.

Your life in the right light

Headquarters
Nottingham, United Kingdom
Industry, products, and services
Consumer products – made-tomeasure blinds, curtains, and
shutters
Revenue
£116 million (€143 million)
Web site
www.hillarys.co.uk
SAP® solutions
Sybase® Unwired Platform
SAP® Afaria® mobile device
management solution
Partner
AgilityWorks

What makes home feel like home? Of course it’s the people who live there. But it’s
also the atmosphere, the way that light and color combine to make your home
uniquely yours. Hillarys Blinds Ltd. understands. And it knows that the perfect blinds
also create the perfect atmosphere in your home – day or night. That’s why Hillarys
has no stores; its people come to you to help you create the living space that is
always in just the right light.
Hillarys’ national network of 1,000 locally based
advisors brings design expertise – along with the
company’s complete range of colors, fabrics, and
styles – to 10,000 homes each week. Whether
you live in a traditional cottage or a contemporary
apartment, Hillarys’ advisors can help you create
one-of-a-kind blinds, curtains, or shutters to transform any room and fit any budget. Hillarys has
manufacturing sites in the United Kingdom, and
every product is custom built to meet customer
preferences and each window’s exact specifications.
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And everything needed to ensure complete customer satisfaction is at the advisors’ fingertips –
literally. With Sybase® Unwired Platform bringing
real-time insight to every advisor’s smartphone,
orders are priced, validated, and completed fast –
right at your kitchen table. An advisor can quickly
take payment, schedule the install, and have
Hillarys’ production facilities filling the order.
Read more
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From its start in 1971, Hillarys has built its success
on providing fantastic service to its customers.
“When you look at how many customers buy from
us a second, third, or fourth time, and how frequently
they recommend us to others, it’s very clear that
service is a key part of our offering,” explains Julian
Bond, head of information, communication, and
technology at Hillarys. “And this makes us fairly
unique in the marketplace.”
Today, Hillarys custom-builds 30,000 blinds every
week and is the United Kingdom’s leading made-tomeasure blind company. And because the core of
Hillarys’ business happens in its customers’ homes,
having an effective mobile enterprise solution is

absolutely essential. “Eighty-five percent of our sales
come through the mobile device platform used by
our national network of advisors,” says Bond.
The legacy mobile application used by Hillarys since
2004 could not keep up with the recent rapid advances in mobile technology. Not only was the operating system no longer supported by the vendor, but
more important, the application could not provide
the agility Hillarys needs to remain a market leader
and compete effectively in local markets across the
country. “We needed a new platform that would take
our existing capability to a new level by taking advantage of the new generation of mobile devices to deliver a more consumer-centric solution,” explains Bond.

“Our products may seem straightforward, but they’re not. With some 4 million
size permutations and half a million combinations of fabrics, colors, options,
and accessories, we deliver a complex and custom-made product to homes
across the country.”
Julian Bond, Head of Information, Communication, and Technology, Hillarys Blinds Ltd.
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devices – such as Android and iOS – without needing to be redeveloped from scratch each time,” says
Bond.

In replacing its mobile solution, Hillarys wanted to
leverage its existing SAP® software investment,
including the SAP ERP and SAP Customer Relationship Management (SAP CRM) applications. “When
we were looking at a platform for developing our
next-generation mobile app, Sybase Unwired Platform was clearly the market leader,” explains Bond.
“The fact that we already have a large SAP software
implementation made it an obvious contender.”
Sybase Unwired Platform provides Hillarys with a
single, complete architecture for making business
processes and information mobile, both now and in
the future. It provides the flexibility to accommodate
future advances in device technology. “Applications
built on the platform can be redeployed to a range of

Hillarys also wants to reduce the cost and complexity of remotely managing data and applications on
the mobile devices used by its advisors and sales
managers. It needs to configure devices, deploy applications, and maintain real-time data connectivity
quickly and securely “over the air,” so its sales force
can remain in the field with all the information it
needs. “That’s why we chose the SAP Afaria mobile
device management solution,” says Bond. “It also
gives us additional security with a range of features,
such as the ability to remotely wipe customer data
from any lost mobile devices.”

“With 1,000 advisors spread across the United Kingdom, our
ability to remotely manage their devices and connect them to
our core processes at any time and from anywhere is key. SAP
Afaria and Sybase Unwired Platform are part of the solution.”
Julian Bond, Head of Information, Communication, and Technology, Hillarys Blinds Ltd.
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Hillarys teamed with AgilityWorks to develop its new
generation of mobile apps. “In a rapidly changing
field of technology such as enterprise mobility, we
wanted to work with an SAP partner with the right
experience,” explains Bond. “We chose AgilityWorks,
who was recognized by SAP as having that track
record.” The partner worked closely with Hillarys’
IT team and key stakeholders across the company
from the sales force to the factory floor.

phones and tablets carried by our advisors in the
field, who have adopted our company’s BYOD [bring
your own device] strategy.” The mobile solution provides end-to-end support across Hillarys’ extended
sales and installation cycle, including advanced
resource planning, appointment management, lead
management, pricing, order and deposit capture,
product configuration, payment processing, and
mobile printing.

Together they developed the United Kingdom’s first
native Android-based solution using Sybase Unwired
Platform in less than six months from initial sign-off
to going live. “We call it SAMSON because it shares
much of the business logic ‘DNA’ of its predecessor,
SAM,” says Bond. “Yet it’s built from the ground up
in a streamlined, more intuitive way that enhances
the customer experience. It’s a sales advisor mobile
app built specifically for the Samsung Galaxy smart-

Hillarys and AgilityWorks also developed a mobile
analytics app for field sales managers that leverages
information from Hillarys’ SAP NetWeaver® Business
Warehouse application. In just 15 days, the partner
deployed this highly intuitive mobile app, which
includes an interactive dashboard with up-to-date
performance metrics and drill-down functionality
for more detailed reporting.
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Hundreds of sales advisors across the country are
relying on the new SAMSON mobile app to handle an
average of 10,000 appointments every week. Today,
when a customer contacts Hillarys’ call center and
books an in-home design consultation, the appointment is automatically routed to the appropriate
sales advisor’s device. “SAP’s mobile technologies
have transformed our advisors’ mobile devices into
truly powerful business tools,” explains David Kent,
national sales and installation manager at Hillarys.
“An advisor can sit with a customer and use the
device to view and order available materials, check
prices, process credit card payments, and schedule
an installation time.”

The new mobile app has also improved order lead
time because it synchronizes manufacturing and
delivery schedules, along with stock availability, in
real time. “We save money and time by eliminating
follow-up paperwork, because everything is completed in the customer’s home – regardless of
whether a mobile signal is available,” says Kent.
“Once the advisor submits the order, it’s technically
validated and comes straight back into SAP ERP.
So we can immediately plan resources, manufacture
the order, and get it delivered and installed even
quicker than before.”

“Mobile applications built on Sybase Unwired Platform
and SAP Afaria help us maintain our market-leading
position. More important, they allow us to keep our
promise to the customer in terms of installing the
right product on the day promised.”
David Kent, National Sales and Installation Manager, Hillarys Blinds Ltd.
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In addition to improving efficiency and reducing cost
at Hillarys, the SAMSON mobile app is driving down
cost for Hillarys’ advisors. “With SAMSON running on
Samsung’s best-selling smartphones, our advisors
can consolidate their mobile usage on a single type
of mobile device, saving them typically £250 each
per year,” explains Bond. “That’s a quarter of a million
pounds in savings across our sales force. And already,
we can see that SAMSON and the new mobile analytics app are going to bring a full return on our
investment well within 12 months of full rollout.”

Field sales managers are using the new mobile
analytics app to better track and optimize sales
performance across the entire advisor network.
“Before, I could only influence sales performance on
a weekly basis in arrears,” says Kent. “Today, I see
sales results every day, which is a massive benefit
for the whole sales management team. We can make
more insightful and timely decisions around appointment, resource, and capacity planning. We can make
fast commercial decisions today that affect sales
performance tomorrow.” The sales performance of
individual sales advisors is also improving – and not
just in terms of faster appointments with customers.
“The increased productivity of our advisors also
allows them to attend even more sales appointments,
which improves sales revenue,” says Bond.

“We can already see that our new mobile solution is saving our
advisors £250,000 a year and giving us £2 million to £3 million in
additional sales opportunities. But the biggest benefit is that we
can now proactively manage business performance.”
David Kent, National Sales and Installation Manager, Hillarys Blinds Ltd.
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Hillarys is just beginning to realize the full potential
of using Sybase Unwired Platform to build mobile
apps that enhance customer service and overall
business performance. “The platform positions
us to not only take advantage of rapidly evolving
mobile technology, but it also allows us to create
new mobile apps that capitalize on our existing SAP
software landscape,” says Bond. One planned initiative involves extending Hillarys’ use of SAP CRM to
help ensure that a 360-degree view of customers
is available to its advisor network. “The customer
experience will improve if our advisors have access
to the same complete, up-to-date information that
is currently available to our staff in Hillarys’ contact
center,” concludes Bond.
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