
Home  
Improvement
Black & Decker Hardware and Home Improvement simplifies its 
IT infrastructure and increases systems administrator productivity 
for deployments by 35 percent

Customer profIle
Country: United States

Industry: Manufacturing

Founded: 1910

number oF employees: 4,000

Web Address: www.bdhhi.com

CHallenge

A rapidly growing number of servers 
required extensive IT labor to deploy, 
monitor, and manage. The division’s global 
fleet of over 2,200 desktop and notebook 
computers was becoming increasingly 
difficult to manage.

solutIon

The division utilized Microsoft® System 
Center Operations Manager 2007 with 
the Dell™ Management Pack for System 
Center Operations Manager 2007 to view 
and monitor Microsoft software and 
system status of Dell™ PowerEdge™ servers 
from one location. Microsoft® Systems 
Management Server (SMS) reliably targets 
delivery of updates for both software 
and hardware from the Microsoft® SMS 
console. The division simplified its IT 
environment by consolidating servers.

BenefIts

Run IT Better
•	 Use	of	System	Center	Operations	Manager	

2007 and SMS increased systems 
administrator productivity for deployments 
by 35 percent

•	 SMS	enabled	IT	staff	to	resolve	90	percent	
of service requests in a single call

Grow IT Smarter
•	 Server	consolidation	saved	the	division	

over US$800,000 in a three-year period 
and reduced the footprint of its server  
         farm by 70 percent

SOLUTIONS
 CONSOLIDATION•	
 MANAGEMENT/UTILITIES•	
 VIRTUALIZATION•	

When it comes to home improvement, there is no company 
with a broader market reach than Black & Decker. The 
company’s Hardware and Home Improvement (HHI) division 
produces several well-known brands including KwikSet,  
Price Pfister, Weiser Lock, and Baldwin Hardware. 



HoW It WorKs

HardWare

•	 Dell™ OptiPlex™ desktop computers 
(models GX260, GX270, GX280, GX520, 
and GX745)

•	 Dell	PowerEdge™ 2950 servers with 
Dual-Core and Quad-Core Intel® Xeon® 
processors

•	 Dell	Latitude™ notebook computers 
(models 500, 505, 510, 610, 620, 420, 
430, and 630)

softWare

•	 Dell	OpenManage™ Management Pack  
for System Center Operations Manager 
2007 software

•	 Microsoft® System Center Operations 
Manager 2007 software

•	 Microsoft® Systems Management  

Server 2005

servICes

•	 Dell	Support

•	 Dell	Systems	Management	Services

•	 Dell	Virtualization	Consulting	Services

“dell Is a great partner BeCause It provIdes 
exCellent advICe, BaCKs us up teCHnICally, 
and Helps us Improve operatIons—savIng 
Hundreds of tHousands of dollars In tHe 
proCess.”
Tom Mendelboim, manager of network technologies, Black & Decker Hardware and Home Improvement division

To keep operations running smoothly, the 
HHI division needs an IT infrastructure that 
is responsive to the vast global business 
operation. The HHI division operates seven major 
manufacturing sites worldwide, and IT is at the 
heart of the division’s operations.

groWIng It InfrastruCture Is 
dIffICult to manage
The division was growing quickly and so was IT, 
resulting in a more complex IT infrastructure. As 
the number of servers required to support the 
division’s many applications grew, so did the 
amount of IT labor needed to implement, monitor, 
and manage servers and storage. The division 
had over 160 servers, and most of them ran only 
a single application. Responsiveness had become 
a challenge because whenever the IT team added 
a new application, they had to purchase, deploy, 
and manage an additional server. As the number 
of applications and associated physical servers 
increased, the IT team was spending more and 
more time dealing with the additional complexity.

Complexity was increasing on the client side, 
too. Growth had pushed the number of desktop 
and notebook computers to over 2,200. The 
division’s IT team had very little visibility into the 
configuration and status of the client computers 

and other equipment used by employees. With 
little or no information about the computers, it was 
time-consuming for technicians to troubleshoot 
problems and install software.

HHI partners WItH dell to Help 
sImplIfy It 
It was clear that IT simplification was the key 
to solving the issues created by growth. Tom 
Mendelboim, manager of network technologies at 
Black & Decker, asked Dell to help him sort out the 
manageability challenge because the HHI division 
had long since standardized on Dell desktop and 
notebook computers, and Mendelboim was very 
pleased with the quality of Dell products and 
services. “Dell has been the number one choice 
for me,” says Mendelboim. “Dell always seems 
to have its ducks in a row in terms of products, 
pricing, reliability, and service. So I went straight 
to Dell for advice.” 

After being contacted by Mendelboim, a team from 
Dell Services visited Black & Decker and performed 
an extensive analysis of the HHI division’s IT 
infrastructure. The analysis showed how much 
power, memory, physical space, and processing 
power the servers were using, along with how 
much it was costing the division to deploy and 
maintain them.



“WItH sms, We KnoW exaCtly WHat equIpment 
employees Have so We Can verIfy aHead of 
tIme If someone Has tHe rIgHt ConfIguratIon 
to support a partICular applICatIon Before 
We Install It.”
Tom Mendelboim, manager of network technologies, Black & Decker Hardware and Home Improvement division

dell sHoWs HHI HoW to Help 
Improve manageaBIlIty and 
save 50 perCent on HardWare
After performing this analysis, Dell Services 
recommended the use of Microsoft® System Center 
Operations Manager 2007 and SMS to help resolve 
the server and client computer manageability 
issues. The Dell team demonstrated how System 
Center Operations Manager 2007 could help the IT 
team monitor the division’s server environment and 
identify issues so the team could fix them before 
they became major problems. Dell also explained 
how HHI could use SMS to help streamline software 
deployment and simplify troubleshooting for the 
division’s many desktop and notebook computers.

Because System Center Operations Manager 
2007 and SMS are Dell OpenManage™ Certified 
Partner Products, Mendelboim was confident that 
they would seamlessly manage the division’s Dell 
PowerEdge 2950 servers with Dual-Core and  
Quad-Core Intel® Xeon® processors. In fact, 100 
percent of Dell OpenManage server management 
functionality is natively integrated into System 
Center Operations Manager 2007 and SMS to 
facilitate the management of Dell assets from the 
Microsoft management console. Dell Services 
suggested that HHI could reduce the complexities 
of IT management and lower costs through server 
consolidation using virtualization. Dell showed 
the division’s IT team how virtualization could 
dramatically reduce the number of servers and 
simplify overall server management, and offered 
advice on which applications were suitable  
for virtualization.

The economics were so clear that the decision  
to move forward was easy. The Dell analysis 
showed how much money HHI could save on 
hardware, power, deployment, and maintenance 
costs. In the first year, the Dell analysis projected  
that HHI would save 50 percent on hardware,  
35 percent on deployment, and another 20 percent 
on maintenance. 

system Center operatIons 
manager 2007 Helps reduCe 
emergenCy Call volume By 
25 perCent 
To help manage the virtualized servers, Mendelboim 
and his staff installed Microsoft® System Center 
Operations Manager 2007. Because the division’s 
virtualized servers are operating much closer to 
capacity than ever before, Mendelboim decided that 
the IT team needed to watch out for servers that 
were beginning to approach their capacity limits. 
Microsoft® System Center Operations Manager 
handles this automatically with alerts so the IT 
team can make the necessary changes before users 
see any ill effects.

The IT team also uses System Center Operations 
Manager 2007 to manage the division’s non-
virtualized servers. Over 100 non-virtualized 
servers still exist in a number of Black & Decker  
HHI locations around the world. Before the 
division started using System Center Operations 
Manager 2007, the IT team did not have a 
complete picture of what was going on with all 
the servers unless the local site administrator 
notified them. Now, the IT team can monitor 
all the servers centrally, which helps them 
immediately identify issues and address problems. 
This capability increases the service levels 
to users while also reducing the number of 
emergency calls to the IT help desk by 25 percent 
and reducing emergency calls from on-site 
administrators by 50 percent. 

Mendelboim is particularly impressed with the 
ability of System Center Operations Manager 
2007 to provide end-to-end service management. 
Before his staff installed System Center Operations 
Manager 2007, they could only monitor the servers 
on their internal network. Now the IT staff can 
also monitor the servers between the internal and 
external firewalls, which provides a much more 
comprehensive view of the health of the division’s 
systems and ultimately improves the quality of 

service that employees receive.

sms Helps staff resolve 90 
perCent of servICe requests In 
a sIngle Call
Mendelboim and his staff also installed SMS 
to help track and manage the division’s globally 
distributed fleet of over 2,200 computers, which 
includes Dell OptiPlex™ desktop computers (models 
GX260, GX270, GX280, GX520, and GX745) and Dell 
Latitude™ (models 500, 505, 510, 610, 620, 420, 430, 
and 630) notebook computers. “Before SMS, we 
didn’t know what hardware was on people’s desks, 
and it made it very hard to troubleshoot problems 
and implement new software,” says Mendelboim. 
“But with SMS, we know exactly what equipment 
employees have so we can verify ahead of time if 
someone has the right configuration to support a 
particular application before we install it.”

The division’s IT staff uses the SMS remote control 
capability to help troubleshoot problems quickly 
and effectively. Previously, it took the IT team a lot 
of time to solve user problems because they could 
not remotely control the end users’ computers. 
Now, help desk staff can use the SMS remote 
control facility to access the computer and, 90 
percent of the time, they can fix the problem in one 
call. The employees save time, and they no longer 
have to struggle with technical instructions given 
over the phone.

vIrtualIzatIon yIelds 
us$800,000 In overall Cost 
savIngs over a tHree-year 
perIod
In addition to implementing the Dell recommendations 
for simplifying systems management through 
System Center Operations Manager 2007 and SMS, 
HHI also implemented a virtualization solution. 
Mendelboim and his team consolidated 100 
applications by virtualizing four pre-existing servers, 
eliminating 96 physical servers in the process. 
“Server consolidation will save us approximately 
US$800,000 in costs over a three-year period. The 
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SIMplIfy your ToTal SoluTIon aT DEll.CoM/Simplify

floor space occupied by servers was reduced by 
almost 70 percent,” says Mendelboim. “Just as 
Dell Services predicted, server virtualization is an 
incredible value.” 

Server virtualization also helps reduce the time 
the IT team spends setting up new servers. Before 
virtualization, IT administrators could spend up 
to a full day provisioning a new server, but now 
they can create a new virtual server so quickly 
that HHI employees can begin working with a new 
application in less than 20 minutes. As a result, 
employees are more productive, and the IT staff 
has reclaimed time that they can use to make other 
improvements to the division’s IT infrastructure.

Virtualization	has	also	dramatically	improved	
server utilization. Before virtualization, HHI was 
only using two or three percent of the capacity 
of each physical server. Now the division’s 
virtualized servers operate at 75 percent capacity, 
yielding a dramatic improvement in the return 
on the company’s investment in IT. Even so, the 
virtualized servers still have adequate headroom 
to handle spikes in use or the need to move 
applications around for planned maintenance.

dell support Helps reduCe 
24-Hour parts delIvery 
doWntIme By 20 perCent 
Mendelboim and his team rely on Dell Support to 
help reduce downtime on 24-hour parts delivery 
for the division’s servers and storage systems by 
20 percent. Dell Support provides HHI with 24x7 

access to phone assistance and four-hour parts 
replacement so the IT team can resolve problems 
quickly and minimize the impact on employees’ 
productivity. Mendelboim points out that the close 
working relationship between Dell and Microsoft 
helps his team quickly resolve OS problems, 
because Dell either solves a problem directly or 
involves Microsoft when necessary. HHI also has 
several Dell-certified technicians, who help save  
the division time because they can diagnose 
problems, order parts, and replace them without 
having to bring a Dell person on-site.

dell BrIngs It Improvement 
to tHe Home Improvement 
BusIness
The combination of Microsoft, Dell, and virtualization  
has helped the division’s IT staff overcome the 
challenges of rapid growth. Mendelboim credits 
Dell for helping the Black & Decker IT staff 
implement best practices in the server consolidation 
initiative and become more productive. He  
says, “Dell is a great partner because it provides 
excellent advice, backs us up technically, and  
helps us improve operations—saving hundreds  
of thousands of dollars in the process.”

For more information on this case study 
or to read additional case studies, go to  
DELL.COM/CaseStudies.

http://DELL.COM/Simplify
http://DELL.COM/CaseStudies

