PACIFIC COAST FEATHER

Supporting Global Sales Growth
and Reducing Sales Costs with
SAP® CRM
Quick facts

“We can expand our reach domestically
and internationally, and pursue major
retail segments dominated by small
customers that formerly didn’t make
sense based on cost per order.”
Fritz Kruger, Senior Vice President of Marketing,
Pacific Coast Feather Company

Company
•	Name: Pacific Coast Feather Company
•	Location: Seattle, Washington
•	Industry: Consumer products
• Products and services: Manufacture
and sale of premium bedding products
•	Revenue: US$280 million
•	Employees: 1,200
•	Web site: www.pacificcoast.com
Challenges and Opportunities
•	Enable global growth
•	Reach untapped customer segments
•	Reduce marketing and sales reliance
on manual processes and IT support
•	Grow sales with more agile, customized
marketing initiatives
•	Improve sales and marketing reporting
capability and insight
Objectives
•	Empower global sales team with intuitive
dashboard-like user interface
• Provide improved marketing insight,
execution, and reporting by upgrading
existing customer relationship
management solution
• Consolidate and streamline e-commerce
Web sites into a common, integrated
application infrastructure
SAP® Solutions and Services
SAP® Customer Relationship Management
application

SAP Customer Success Story
Consumer Products

Implementation Highlights
• Minimal training required for sales
•	Upgrade completed primarily in-house by
leveraging internal SAP software expertise
• Phased deployment to Web sites and
sales groups helped ensure acceptance
among business users
Why SAP
•	Integration with existing SAP solutions
• Support for multiple languages and
currencies
• Scalable to enable global growth
•	Intuitive, simplified user interface
Benefits
•	Higher online sales over previous year
• Continuous rise in sales conversion rate
• 10% increase in online purchasing by
retail customers over previous year
• Smarter, more agile online marketing
campaigns targeting specific customers
and segments
•	New customer segments served
• Consistent customer experience and
improved satisfaction
•	Higher sales efficiency and productivity
•	In-depth daily reporting, ad hoc queries, and
metrics that evaluate the effectiveness of
campaigns and product assortments
•	Improved scalability at lower cost
• Strong automation and reduced reliance
on IT staff to execute online marketing
strategies

For over 100 years, Pacific Coast Feather Company (PCFC) has given
its customers a wonderful night’s sleep. Based in Seattle, Washington,
the family-owned business manufactures premium bedding products
and delivers them to consumers through a spectrum of sales channels.
It also provides bedding products to major hotels around the world.
A few years ago, PCFC deployed the SAP® Customer Relationship
Management (SAP CRM) application to enable greater marketing
collaboration with its retail and hotel partners and to support its
growth strategy.

scalability of SAP CRM was another
key benefit for the company, according
to Fritz Kruger, senior vice president of
marketing at PCFC. “Asia and Europe
offer tremendous growth opportunities
for us,” says Kruger. “And we can handle most of that growing business using
e-commerce powered by SAP CRM.”
Kruger also noted that the ability of
SAP CRM to support multiple languages
and currencies was a key differentiator.

Diverse E-Commerce Operations
Optimized by SAP CRM

Improved Support for Marketing
and E-Commerce Initiatives

Maximum Usability and Integration
by Upgrading SAP CRM

Strengthening its online capabilities is
a key initiative for PCFC that will allow
the company to better support and grow
its customer base worldwide. The company wanted to provide its sales and
marketing teams with better information
and tools to launch more agile online marketing campaigns and to identify and pursue sales leads more effectively. But first
it needed to reduce its reliance on manual
processes and IT support. In China, for
example, the PCFC sales force relied
heavily on spreadsheets and other manual processes. What’s more, the company’s e-commerce operation consists
of several Web sites, some dedicated
to business-to-business retail and hotel
customers and others dedicated to directto-consumer end customers. Across
these sites, the ability to run online marketing campaigns and attract traffic was
hampered because PCFC’s marketing
teams could not execute effective online
campaigns without constant support from
the IT staff.

To better support its sales force and
e-commerce initiatives, PCFC made the
choice to upgrade to the latest version
of SAP CRM. The application’s intuitive
Web-based user interface was a key attribute for the company. “Having a solution
for our sales team that requires little to no
training and presents all key information
on a single dashboard screen is a key
requirement for us,” says Gwen Babcock,
senior vice president and CIO at PCFC.

Today SAP CRM powers the entire
e-commerce business at PCFC. Since
the upgrade, the company’s online sales
have grown and its main consumer Web
site has seen a steady increase in its conversion rate. “Our online sales conversion
rate has grown over the previous year
since we began using the new version
of SAP CRM,” says Jessica Friedman,
direct-to-consumer marketing director
at PCFC. “Our last month’s conversion
rate was 1% over the same month last
year. This is very significant in a down
economy.”

PCFC also wanted to bring all of its
Web sites under the latest version of SAP
CRM, establishing a single e-commerce
platform for its business-to-business and
business-to-consumer sites. This single
platform can be centrally managed by
leveraging common functionality across
all the sites. By upgrading, the company
could fully benefit from tight integration
with its deployed SAP software, including
the SAP ERP application and SAP
NetWeaver® Business Warehouse
(SAP NetWeaver BW) component. The

Friedman and her team can now execute more effective online marketing campaigns at a higher frequency. Using the
campaign marketing functionality of SAP
CRM, managers can set up campaigns
and establish discount pricing for specific
customer segments. “The way we’ve set
up our marketing strategy allows us to
use paid searches to get consumers to
our site even if they aren’t aware of our
site,” says Friedman. “But SAP CRM
also helps us focus on search engine
optimization; we can design our catalog,

“With SAP CRM, we can analyze the precise attributes of a given customer
account, combine that information with the customer’s purchasing
history, and make the right changes to product assortments on the fly.”

Dirk Sorenson, Business-to-Business Lead, Pacific Coast Feather Company

landing pages, and other Web site components so that we achieve high rankings
in search engines.”
The application enables Friedman’s team
to make the best use of paid online advertising. It allows consumers to click through
an ad and land on the PCFC Web site with
the right promotion automatically applied
to any purchases. “For the first time
on our Web sites, we are able to create

Sorenson believes that customer
response has been positive, noting
a 10% increase in online purchasing by
retail customers over the previous year
when the upgraded SAP CRM application
was not the foundation for its e-commerce
Web sites.
SAP CRM is now helping PCFC measure the effectiveness of online marketing efforts. The company can evaluate the

“Our online sales conversion rate has grown over the previous year since we began
using the new version of SAP CRM. Our last month’s conversion rate was 1% over
the same month last year. This is very significant in a down economy.”
Jessica Friedman, Direct-to-Consumer Marketing Director, Pacific Coast Feather Company

a unique consumer experience,” says
Friedman. “We can tailor our products
and our prices based on how and where
consumers are entering our site.”
The company’s business-to-business
online marketing processes have also
improved as result of the upgrade to
SAP CRM, according to Dirk Sorenson,
business-to-business lead at PCFC. He
notes that the ability of his marketing team
to make optimal product assortment decisions for specific retail customers and
customer segments is a critical achievement. “It’s not just our ability to glean
more detailed information about our
customers’ purchasing behavior,” says
Sorenson. “It’s the fact that SAP CRM
helps us react more quickly and effectively to that information. We can make
up-front decisions on the right types of
products to put in front of customers.”

overall performance of various product
assortments for retail customers by
specific customer and customer segment and make appropriate adjustments
as a result. In the same way, it can track
consumer-directed marketing campaigns
down to the individual consumer and
adjust them accordingly.

Enhanced Reporting and Lower
Operating Costs
The integration of SAP CRM with the
rest of the company’s SAP software landscape is critical for PCFC. For example,
the marketing group at PCFC now has an
array of daily and ad hoc reports thanks
to the integration of SAP CRM with
SAP NetWeaver BW. With all of PCFC’s
e-commerce Web sites now under a single, integrated application instance, the
company’s maintenance costs are significantly reduced. Not only are update and

configuration tasks simplified, but the
marketing group itself can plan and execute e-commerce initiatives and no longer
burden IT staff with Web site content and
configuration changes. “Having a solution
that is so tightly integrated with the rest
of our enterprise is a huge cost savings
for us,” says Kruger.

Expanded Sales Growth in China
The powerful reporting enabled by the
integration of its SAP software has helped
PCFC in China to convert sales leads into
actual sales. “Our sales team in China is
focused primarily on the hospitality sales
channel,” says Babcock. “Prior to using
SAP CRM, the team relied on spreadsheets with the most rudimentary contact
information for potential sales leads:
names, addresses, phone numbers – that
was it.” Today, the China sales team is
employing the sales functionality within
SAP CRM to develop more detailed profiles of potential leads, manage sales pursuits more proactively, and track sales
performance. The dashboard user
interface employs key data from SAP
NetWeaver BW to help the sales staff be
more productive and agile on a daily basis.
“We are very pleased with the success
that our China sales team has achieved
in using SAP CRM,” says Babcock. “In
fact, we are now expanding its use in
other parts of Asia, Europe, and North
America.”

A Brighter Future Enabled by
SAP CRM
PCFC is in the process of building
more functionality and efficiency into
its e-commerce operation, and SAP

www.sap.com /contactsap

CRM is playing a critical role. “With
SAP CRM, we can analyze the precise
attributes of a given customer account,
combine that information with the customer’s purchasing history, and make the
right changes to product assortments on
the fly,” says Sorenson. “We are now
enabling that functionality in our Web
sites.” Sorenson also wants to use SAP
CRM to make more relevant product
offerings to customers and take greater
advantage of cross- and up-sell
opportunities.

With SAP CRM, PCFC can also add new
online destinations to meet its growing
diversity of sales channels and customer
segments, including international customers, thanks to multiple language and currency support. “We can expand our reach
domestically and internationally,” says
Kruger, “and pursue major retail segments
dominated by small customers that previously didn’t make sense based on cost
per order. That means we can not only
grow our market, but also do so cost
efficiently.”
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