
The Voice Is Yours™
Customer Success

 120,000
books per day

10%
productivity increase

www.voxware.com | info@voxware.com | ©Copyright 2012 Voxware, Inc

By the Numbers

8
weeks from signature to 

delivery

The thing that impressed us most about Voxware was 
their partnership approach to problem solving.

Hugh McGill
Director of IT & Facilities 
Bertrams

A new chapter with voice
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Bertrams Books is the leading book supplier 
to retailers large and small in the UK. While 
distribution to traditional bookstores is still a core 
competency, Bertram’s expanded their focus to 
supply internet retailers, schools and libraries, and 
– increasingly more – directly to the consumer.

Bertrams’ calling card is the speed and accuracy 
of their distribution operation. “We’re a business 
that’s evolved over 40 years of continually 
improving our operational efficiency,” says Hugh 
McGill, Director of IT & Facilities at Bertrams. 
“It’s how we compete with companies that supply 
books directly.”

Evolving with the market
With responsibility for Amazon.com shipping in the 
UK, France, Germany, and Ireland, Bertrams deals 
with serious order volumes, often shipping 120,000 
books a day. And with Bertrams growing B2C 
competency, productivity inside the warehouse has 
to keep up. “More and more now, we’re shipping 
business-to-consumer,” says McGill. “From the 
Voxware system, we sought an improvement in 
productivity and that would lead us to a lower 
operating cost. From there, we can compete more 
strongly with the rest of the market.”

Bertrams logistics team knew they needed to 
upgrade their picking technology. “We wanted 
to bring in a voice system for a fast, accurate 
method of picking and replenishment to replace 
our outdated scanner-based system,” says 
Matt Chaplin, Process & Operations Manager. 
“Our previous system slowed our pickers and 
replenishers, as they always had one hand tied up 
with a scanner, a pen, or a clipboard. The hands-
free operation is a big advantage.”

Maintaining a reputation for excellence
High customer service expectiations meant 
Bertrams had to be discerning in selecting a voice 
system. UK customers are guaranteed next-day 
delivery, so they sought a picking technology that 
they could count on. 

Bertrams ran a voice trial in one DC, but the 
recognition simply wasn’t good enough. “The 
issue we had with the other system we trialed 
was that background noise was interpreted 
as a spoken instruction,” says Simon Binney, 
Business Development Manager. “With Voxware, 
background noise isn’t an issue at all. From day 
one, the voice system proved to be consistently 
reliable, which is vitally important to maintaining 
our high standard of service to our customers.” 

Keeping operations flexible
To maintain their competitive edge, Bertrams 
knows that the voice system needs to evolve with 
the business.  Key to future-friendly technology 
is teamwork between the voice solution provider 
and the warehouse operation. “The thing that 
impressed us most about Voxware was their 
partnership approach to problem solving,” 
says McGill. “We were able to get our first 
implementation up and running in three months, 
which we’re very pleased with. We enjoyed 
working with them.”

Quick Facts
Objectives
• Strengthen cost competitiveness
• Support increasingly diverse distribution model 

including direct-to-consumer delivery
• Increase productivity
• Lower operating costs
• Handle greater order volume and diversity

Solution
• Voxware 3 order picking software
• Voxware 3 replenishment software
• HX3 voice-only wearable computers from 

Honeywell

Business Value
• ROI goals achieved
• Productivity increase
• Decreased operating cost
• Decreased training time
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