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About the FileMaker
Platform.

The FileMaker Platform enables teams to:

A Workplace Innovation Platform like
FileMaker allows you to build
custom apps to match the unique
needs of your business and helps to
better connect your systems,
processes, and employees. The
FileMaker Platform empowers
problem solvers to create, share,
and integrate custom apps to
address their ever-changing
business challenges.
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Escape the work rut.

Bridge the gap.

Innovate.

It helps teams
of a few to a few
hundred escape the
work rut.

It bridges the gap
between appliance
apps and enterprise
systems.

It unleashes your ideas
and your expertise to
innovate your
workplace.

Introduction
This ebook is an excerpt from the
original presentation given by Guy
Halligan at the 2018 FileMaker
Developer Conference.
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17 years. He has built every system
from FileMaker 5.5 onward. His
custom apps look after mobile and
desktop users, as well as customers
and the processing of millions of
pounds of payments monthly.

Guy Halligan
Lead Digital Systems Developer
Harvey Water Softeners Limited
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FileMaker Developer
Conference
FileMaker DevCon is an annual developer
conference that includes in-depth
sessions, special interest meetings, faceto-face consultations, and opportunities
to network with many FileMaker, Inc. staff
and other experienced FileMaker
Platform experts. DevCon is the single
most valuable gathering of more than
1,500 FileMaker practitioners from
around the world.
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Harvey Water
Softeners
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From one man in a van to
more than 400 strong.
— Guy Halligan

About Harvey Water
Softeners.
Harvey Water Softeners is based in
London with 400 employees and
80,000 customers. They have been in
business for 40 years and run their
entire operation using Apple devices
and the FileMaker Platform. They
were also the recipients of the
acclaimed Queen’s Awards for
Enterprise in the innovation category.
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A few facts...

400
80,000
40 years
£30m
Queen’s

employees
customers and their payment
processing
in business
company running entirely on Apple
devices and the FileMaker Platform
Awards for Enterprise
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The problem

The need for
change.
Prior to 2008, Harvey Water
Softeners was primarily a B2B

Retail
9%
Europe
33%

business with only about 9% of
revenues coming from their
retail channel. During the
financial downturn of 2008,
they decided to focus on the

Dealer
57%

retail channel since it was the
only channel they had 100%
control of and had the most
potential for growth.
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2008 Business Model

Identifying manual
processes.
Like many established companies,
Harvey Water Softeners had a massive

Key challenges:
34 years of paper

amount of manual processes that had
accumulated over the years. It was
time consuming to do even the

Duplicate data entry of leads from website

simplest of tasks. From duplicate data
entry into disjointed systems, to not
having access to important customer

Disjointed systems

historic information — they clearly
were in a work rut.

Lack of visibility into customer history

No mobile support
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Develop a custom app to replace the
manual workflows and inefficient
processes.
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The solution

Harvey Water Softeners needed to modernize their paper-based processes with a
modern custom app that would eliminate duplicate data entry, provide visibility to
customer details, allow multiple departments and systems to talk to each other, and
provide support to mobile and unconnected devices.

Eliminate
duplicate data
entry

+

Provide visibility
to customer
details

+

Allow
departments
and systems to
talk

+

Provide
support to
mobile devices

Guy and his team set out to solve the problem in 3 phases.
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Phase 1:
Replace paper-based
office systems.

Before

First, they would sort out office
procedures and document workflows,
and solve the paper reliance problem
with a custom app built on the
FileMaker Platform to ensure that all
the new systems were fully integrated
with each other.

After
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Phase 2:
Improve representative
workflow.
Next, they needed to improve the
representative’s workflow. For this they
created a custom app that mimicked
the current paper-based forms and
used FileMaker Go allowing them to
run custom apps on iPhone and iPad
devices. This accelerated acceptance
and minimized training.
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Phase 3:
Replace installer
workflow.
Finally, they needed to replace the
installer workflow. Again, they used
FileMaker Go and iPad devices to
develop a system that included a diary
to record the installer’s actions and a
catalog including over 3,000 items for
the installers to create their parts order
for the installation.
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Key outcomes
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I doubt Harvey Water Softeners would
be as successful as it is, had it not
been for the FileMaker Platform.
— Guy Halligan

Some benefits of a custom app.
1. Increased
productivity and
efficiency.

2 wks

Once the new systems were rolled out,

98%

Harvey Water Softeners realized an
immediate increase in productivity by
reducing manual processes and
duplicate data entry, and streamlining

increase in efficiency

the appointment booking process.
10 mins
Before
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After

Post installation data entry

The appointment booking process

saw massive productivity improvements,
going from 2 weeks to only 10 minutes.

saw a 98% increase in efficiency, going
from 10 minutes to only 10 seconds.

2. Retail channel growth.

Retail
9%

From 2008 to 2017, the retail channel
grew from 9% of total revenue to 29%.
Total retail units sold went from 889 in
2008 to 9,051 in 2017. They realized over

Retail
29%

Europe
32%

Europe
33%

1000% growth during the 10-year period.
Dealer
57%

2008

Dealer
39%

2017

By growing the retail channel, the company was able to balance their sales channels,
making them less vulnerable to economic downturns.
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Impact of the Workplace Innovation Platform on retail sales.
Introduction of
Retail
iPad v2

10,000

Retail units sold

8,000

Introduction of
Retail System

Introduction of
Installer
iPad

Introduction of
Representative
iPad

6,000

4,000

2,000

0

2012

2013

2014

2015

2016

2017

3. Better real-time
visibility.
Installers now have full visibility into
accounts, can enter call details onsite,
and place parts orders on their mobile
devices.
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Orders are in sync across all departments.
4. Better
communication.
Most importantly, all of their systems

Retail
Web leads

Field/Mobile

communicate with each other
automatically so everyone and
everything is in sync — and paper
processes are virtually eliminated.

Directory
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Rental/Finance

Service

Issues

Larger facility to support growth.
Better future.
One very special outcome is that they
have a new factory currently under
construction that will be 3 times larger
than the current one, which will
support their growth well into the
future.
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Model for machine and device app deployment.
Growth with the
FileMaker Ecosystem
and Apple DEP.
With growth comes more staff and
device support.
For this, Guy utilizes Apple’s
Deployment Program which not only
looks after their users, but also their
content and enterprise apps.
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Watch the full video.

Explore resources.

See how Guy Halligan continues to transform

Access these great resources to help you

Harvey Water Softeners using the FileMaker

along the journey to develop a custom app

Innovation Platform, and performs a demo of

using the FileMaker Platform.

the Apple DEP.
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Next steps

Case study videos
See how companies all over the world use
the FileMaker Workplace Innovation Platform
to transform their businesses.
Watch videos

FileMaker in Action:
Enterprise Mobile Apps
FileMaker – an Ecosystem of Growth

5 signs you are ready to invest in a
Workplace Innovation Platform
This ebook outlines the best ways your
business can advance with the help of
FileMaker, from becoming more competitive
to increasing your inspiration.
Read report

Other helpful downloads:
PDF document of the entire
DevCon presentation
CUS10 - Guy Halligan.pdf 4.4 MB

Keynote document of the original
DevCon presentation
CUS010.key.zip 49.5 MB
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Test drive the
FileMaker Platform
Sign up for a free trial of FileMaker Pro
Advanced and FileMaker Server. Start
managing and sharing information
seamlessly across iPad, iPhone, Windows,
Mac, and the web.
Start a free trial
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