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Situation

During the 1990s, New York-based Pfizer Inc. has risen from No. 13 to No. 4 in worldwide prescription
drug sales and is well on its way to being No. 1 by the year 2002. Last year, the company’s market value
more than doubled, fuelled by an annual 32 billion investment in research and development that has
yielded a new product pipeline, which is the envy of most of the Fortune 500.

To maintain the company’s momentum and to prepare for aggressive growth, the various Pfizer
operating entities have been examining their operating processes and upgrading where necessary. As
part of this process, Pfizer Canada recognised a need to fully integrate its financial, manufacturing and
purchasing infrastructures. The ultimate goal is to be fully prepared for electronic commerce with a

focus on customer service, and to be fully compliant with all international pharmaceutical regulations.

Solution

Pfizer Canada’s computer system was mainframe-based. The company moved to the AS/400
and standardised operations with enterprise resource planning (ERP) software from |.D. E
part of that process, Pfizer began a year-long implementation of the |DE Sales Order
Accounts Receivable, Purchasing and Inventory Management modules for its Pharm

Consumer Health Care businesses.

Initially, Pfizer Canada planned to use internal resources for end-user education an
support, but soon recognised a need for expert help. After a thorough evaluation of avail
Pfizer Canada selected DA Consulting Group Canada, Inc., (DACG).

T

DACG helped Pfizer Canada document and validate processes in accordance with U5, Food &
Drug Administration (FDA) and Canadian Ministry of Health regulations. DACG developed on-line
performance support, produced training materials, developed classes and delivered instruction to
50 end-users. The classes were compressed into a two-week period. All work was produced and

delivered on time, despite a severe ice storm which took two weeks out of the schedule.

“We learned it’s probably even more important to get outside help with a
small implementation. The reason is simple: you have fewer internal
resources and they get stretched very thin.”




“Compared to many ERP implementations this phase

of ours was not large. It only involved about 50
end-users, but it’s important to remember you go
through all the same steps and they are all equally
important. We also experienced an interesting
paradox. We began the process thinking the small
number of end-users meant we could handle all
phases of the implementation internally, but we
learned it's probably even more important to get
outside help with a small implementation. The
reason is simple: you have fewer internal
resources and they get stretched very thin.

“Our objective with this implementation was to
provide an integrated distribution and logistics
infrastructure for Pfizer Canada, which would prepare
us for very aggressive growth in the Pharmaceutical
and Consumer Health Care businesses. We wanted a
platform that would allow us to evolve into electronic
commerce and to move our focus from order
processing to enhanced customer service. Because
of the stringent government regulations affecting our
industry, we also had to carefully document and
validate all our internal processes, including the
education and training of our end-users.

“We planned to handle end-user education with
internal resources but were not satisfied with the
initial results and decided to obtain outside expertise.
DACG was recommended to us as a preferred
J.D. Edwards partner. And, in conducting our vendor
research we came to realise there are not many
firms who are excellent at what DACG does.
There are a number of firms who work with ERP
implementations, but DACG specialises in the people
side of the technology.

“Working with DACG we developed an on-line
performance support system that uses very little
hard-copy documentation. Materials are all on-line
in the corporate Intranet, accessed via Netscape.
DACG also developed several classes, produced

training materials and helped conduct the classroom
education. We found DACG to be very professional in
their approach and highly focused on deadlines and
deliverables. Our end-user education was compressed
into a tight time schedule and made worse by a huge
ice storm which cost us two weeks. Despite all that, we
got everything done on time, within budget. DACG
was also very proactive and didn’t wait for us to tell
them what to do. They were the experts and we relied
on them to keep our efforts focused and on schedule.

“In retrospect, there is very little | would do differ-
ently. To anyone contemplating this kind of effort
I would say don’t underestimate the importance of
documenting processes. It's not only important for
the current users of the system, but you need to be
prepared for changes and new users. DACG was
extremely helpful in this area. Also, | would advise
allowing ample time for education. Pfizer Canada has
embarked on a long focusing/refocusing process and
the end-users are right in the middle of that. Utilising
new systems requires a tremendous effort on the part
of the end-users. You have to make sure they are
ready, willing and able to perform. Without the
people, you don‘t have viable technology.”

Daniel Couture,
Director of Business
Information Technology
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