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Overview 
Country  or Region : United States 

Industry:  Manufacturing 

 

Customer Profile  

PolyOne, based in Avon Lake, Ohio, 

manufactures vinyl, polymer, and related 

products. The company has 4,600 

employees and annual revenues of 

U.S.$2.7 billion. 

  

Business Si tuation  

The company wanted to provide its 

customers with more accurate, more 

current, and more easily discoverable 

information than it could provide through 

its existing Web site. 

 

Solution  

PolyOne based its Web site on Microsoft® 

Office SharePoint® Server 2007. 

 

Benefits  

Â Updates posted in 20 seconds 

Â Search relevancy is up to 98 percent 

Â Collaboration expedites document 

creation and posting 

Â International profile is raised and 

reach is deepened 

 

  
òIT is no longer the holdup in getting updates out to 

the site. That means the site is more useful for our 

customers, because it contains better information.ó 

Ray Kling, Commercial Manager of Global Business Systems, PolyOne 

 

  It was taking days, sometimes weeks, for IT staff to post new 

product information and even minor updates to the Web site of 

PolyOne Corporation, a leading global manufacturer of polymer 

compounds and additives. Once posted, that information could be 

difficult to find. To better serve its customers with up-to-date, easy-

to-find information, PolyOne considered RedDot and Google 

solutions, then chose Microsoft® Office SharePoint® Server 2007. 

Now, content owners can update their own areas of the site in as 

little as 20 seconds, ensuring that information is fresh and freeing 

IT staff to work on higher-value tasks. Locating information on the 

new site is easier for customers, with search accuracy at 98 

percent, and the SharePoint site enhances internal collaboration. 

PolyOne also is using the multilingual capability of Office SharePoint 

Server 2007 to improve its international profile. 
  

    

 

 

 

 

 

 

  
 



 

 

 

 

Situation 
PolyOne is large, just about any way you 

measure it. The companyñwhich makes 

engineering-grade polymer compounds, 

colorant, and additivesñserves more than 

10,000 customers in 35 countries. Its eight 

business groups produce thousands of 

products and more than 300 trade names 

across 10 markets. 

 

The company hosted a business-to-business 

Web site to make information on all of these 

productsñand its contact names and phone 

numbersñavailable to customers worldwide. 

But there were problems. 

 

Since the companyõs Web site was based on 

home-grown code originating nearly 10 years 

earlier, making changes to the siteñfrom 

adding new product information to correcting 

phone listingsñrequired the use of an 

interface that was too complicated for its 

business users to do for themselves. So, the 

task of updating the site fell to the IT 

department.  

 

òBecause the users weren't able to make 

changes on their own, it made it difficult for 

employees to stay engaged,ó Says Ray Kling, 

Commercial Manager of Global Business 

Systems, PolyOne. With just two people 

available to make those changes, business 

units commonly waited days or weeks for 

changes to be implemented. That affected 

the companyõs ability to serve its customers, 

because those customers couldnõt always 

find current information on the Web site. And, 

in the highly competitive market in which 

PolyOne operates, the ability to provide 

customer service has a direct effect on 

market share. 

 

Reliance on the IT department to make 

changes also affected the productivity of that 

department, as staff members occupied with 

Web site updates lacked the time to focus on 

more strategic functions. òOur IT staff was 

spending a significant amount of its time 

providing low-value work uploading content to 

the site,ó says John Nose, Corporate 

Webmaster, PolyOne. òIt wasn't how we 

wanted to spend those high-value resources.ó  

 

Even when current information was available 

on the site, the companyõs customers 

couldnõt always find it. The siteõs search 

technology was slow and often delivered 

irrelevant or redundant results.  

 

òWe offer nearly every polymer type in the 

world,ó says David Honeycutt, Director of 

Marketing and eBusiness, PolyOne. òEnabling 

customers to find what they are looking for 

quickly and easily through a keyword search 

or logical navigation is essential; however, 

our site was simply not performingñin part 

because we were using outdated technology, 

in part because of our ongoing struggle with 

content currency, and in part because we had 

outgrown the navigation and search systems 

weõd set up years before.ó  

 

Adds Kling, òOne of the major shortcomings 

of our previous implementation was that the 

search and navigation capabilities were 

horrific. We didnõt even have functioning 

keyword search.ó  

 

PolyOne also saw room for improvement in 

the way company executives collaborated to 

produce and publish news releases on the 

Web site. The process followed a traditional, 

manual route, with executives clogging the e-

mail system with multiple versions of news 

release drafts and creating version-control 

challenges. Because news releases had to be 

posted to the site manually, it could take up 

to a day to get completed releases onto the 

siteñan unacceptable delay in an era of 24-

hours-a-day/seven-days-a-week news cycles.  

 

òWhen we wanted to publish a press release 

in the middle of the night, for example, on the 

old site, we had to have our IT staff available 

òEnabling customers to 

find what they are 

looking for quickly and 

easily through a keyword 

search or logical 

navigation is essential; 

however, our site was 

simply not performing.ó 

David Honeycutt, Director of Marketing and 

eBusiness, PolyOne  

 

 



 

 

 

 

on standby at 2:00 a.m.,ó says Nose. òWe 

werenõt able to configure publication to 

happen automatically.ó 

 

Serving the international market was yet 

another concern for PolyOne. The company 

hosted a version of its site for the Chinese 

market, but the site was hosted in the English 

language because the company didnõt have IT 

staff available to host a separate, Chinese-

language site, nor did it want to turn over 

control of the site to a third-party provider.  

 

Further, any time a change was made to the 

U.S. Web site, the companyõs IT department 

would have to manually update the 

international sites as well, which was time 

consuming. òThe information quickly ran 

amok,ó says Greg Deckler, Solution Architect 

at Blue Chip Consulting Group, the Microsoft® 

Gold Certified Partner that helped PolyOne 

with its new solution. 

 

Data across the various sites was often 

inconsistent. òBecause the sites didn't tie 

well, they didn't represent the company as a 

single global enterprise,ó says Kling.  

 

Adds Deckler, òThe problem we needed to 

solve was to try and put on a more global 

face, rather than a regional face. The content 

on the PolyOne site was out of date. 

Customers were getting wrong information. 

This was having a tremendous impact on 

PolyOneõs business overhead. Customers 

were calling the wrong office, and the 

organization was losing customers. There was 

a huge perception problem with customers 

who felt that PolyOne wasnõt with the times 

due to the out-of-date look and feel of the 

Web site.ó 

 

The Chinese-language site drew just 5 

percent of total traffic to PolyOne, although 

the Chinese market represented 10 percent 

of the companyõs businessñand the Chinese 

and Asian markets were growing at twice the 

rate of the United States and European 

markets. òWe knew the site wasnõt serving 

the Chinese market as well as it should,ó says 

Honeycutt. òWe wanted to localize content in 

Simplified Chinese, and eventually, in other 

languages as well.ó 

 

As a result of these business challenges, 

PolyOne determined that it needed to shift its 

technology infrastructure to a newer, more 

optimal platform.  

 

Solution 
In August 2006, the company decided to 

revamp its Web site as part of a renewed 

strategic focus on improving customer 

service. As part of this decision, PolyOne 

determined that it needed both new content 

management technology and new search 

technology. 

 

Selecting the Right Technology 

PolyOne turned to Blue Chip Consulting 

Group to help identify the new technologies 

for its Web site. Together, the companies 

considered at least five content management 

solutions and four enterprise search solu-

tions, including one Microsoft solution in 

each category. Each of the potential solutions 

was evaluated on a range of criteria, 

including core and extended requirements, 

administrative and development capabilities, 

support for business goals, and long-term 

support.  

 

For content management, PolyOne chose 

Microsoft Office SharePoint® Server 2007 

over primary competitor RedDot, mainly 

because of the productõs extensibility and 

ability to provide the capabilities that PolyOne 

needed out of the box, rather than through 

expensive customization. RedDot would have 

required customization that was expensive to 

implement and to maintain. 

 

For search, the primary choices were Office 

SharePoint Server 2007 and a Google 

òThe problem we 

needed to solve was 

to try and put on a more 

global face, rather than 

a regional face.ó  

Greg Deckler, Solution Architect, Blue Chip 

Consulting Group 

 

 



 

 

 

 

appliance. Again, PolyOne chose Office 

SharePoint Server 2007. òWe saw that 

SharePoint Server would give us all the 

capabilities we wanted for searchñspeed, 

robustness, accuracyñwithout the expense 

and trouble of supporting a separate 

solution,ó says Kling. òThere was no benefit or 

reason to go to Google.ó 

 

Refining the Web Site  

PolyOne employees got their first taste of 

SharePoint technologies when Blue Chip 

Consulting created a SharePoint extranet site 

to manage the Web site migration project. In 

the process of gathering content and collab-

orating on site requirements and design, 

PolyOne users became familiar with 

managing libraries, lists, and other 

SharePoint site elements. The positive 

experience with this initial SharePoint site 

spurred interest in broader deployment of 

SharePoint products and technologies.  

 

Blue Chip helped PolyOne to conduct focus 

groups among the companyõs customers to 

identify key design requirements of the new 

site. For example, the old site had been 

organized along the lines of the companyõs 

business groups, but that structure didnõt 

help customers to find products, as product 

  

 

Figure 1: PolyOne runs its 

customer-facing Web site using 

Microsoft Office SharePoint Server 

2007. 


