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ScaleNorth Case Study: Voluspa

ScaleNorth Helps
Voluspa Unlock

Foundedin1999 and headquarteredinIrvine, Calif., Voluspa
has grown from a small kitchen operationinto a globally-
recognized fragrance brand. Known for pairing distinctive,
layered scents with elegantly designed glass vessels that
look as good as they smell, Voluspa helps its customers
create spaces thatreflect theirpersonal style.

What began as a handcrafted candle collection has
expandedinto a fullrange of home fragrances sold around
the world. Each scentis developed to capture atime, place or
memory, using carefully sourced ingredients and consistent
production standards. That combination of creativity and
discipline has allowed Voluspa to scale without losing sight of
its craftsmanship roots.

Behind the scenes, Voluspa’s growing team manages
everything from product design and fragrance development
to global distribution. It’s an operation that requires as much
precision as creativity. Through this balance, Voluspa has built
both aloyal customer base and a strong positionin the
competitive home fragrance market.

“It’'s absolutely worthit. Any questions, concerns, challenges or projects that we
might have, ScaleNorth has beenthe perfect partner. Giventhe number of
consultants|'ve worked with on NetSuite, they are by far the best in terms of
consistency, availability and understanding. | would absolutely recommend them.”

Crystal Castillo
Controllerat Voluspa
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Addressing Core
Implementation Challenges

Voluspa’s controllersince 2007, Crystal
Castillo has seenthe company growinto a
major playerin a highly-competitive niche

market. Operatingas an S Corp under parent

company Flame and Wax, Voluspa oversees
two subsidiaries and manufactures candles,
room sprays, home fragrances, and most
recently, perfume fragrances.

Foryears, the business ran on Sage MAS 90
and MAS 100 before making the move to
NetSuite. Led by a differentimplementation
partner, the transition was anything but
smooth. Theinitialimplementation far
exceeded the budget (by about three times)
and dragged on well past the original
timeline. “It was challenging to say the least,”
says Castillo.

Once the systemwas live, Voluspa had only
about 18 months of use before the
conclusion of its 3-year program. The
experience left the team frustrated and
questioning whethertorenew at all. Aone-
year extension bought time to evaluate
options, but dissatisfaction with the original
consulting partnerand a steep post-
implementation price increase had Voluspa
seriously considering areturnto Sage.

“It was that bad of an experience,” says
Castillo. “The consulting company that we
were working with before was helpful, but
the second the implementationwas done,
they jacked up their prices almost double
and basically said, ‘Sorry, this is whatit's
goingtobe.””

Finding the Right Partner

Castillo beganlooking fora consulting
partner who could help Voluspa turnits
troubled NetSuite implementationinto a
system that worked for the business. A
recommendation from one of the company
president’s acquaintances led herto
ScaleNorth, afirmwithlocal representatives
and deep NetSuite expertise. “We were
stuck with the program and wanted to figure
out how to make the best of it, actually get
our fullmoney’s worth and understand it
better,” she says.

Right out the gate, ScaleNorth focused on
bridging Voluspa'’s training and knowledge
gaps. Many employees felt they had never
received adequate instructiononhow to
navigate the system, locate information or
complete tasks efficiently. ScaleNorth
closed those gaps by working directly with
staff to explain processes, answer questions
and tailor solutions to fit the company’s
needs.
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“One of the biggest things I’'ve loved
about ScaleNorthis how patient and
knowledgeable the teamis. They never
make anyone feelignorant for not
knowing something. They’ll point youin
theright direction, create the solution,
and then walk you throughitso you
know exactly what to do next time.”

-Crystal Castillo
ControlleratVoluspa

It's a Match!

Castillo says ScaleNorth’s open, honest
communication stood out fromthe start. The
team clearly outlined project commitments,
providedrealistic time and cost ranges, and
gave advance notice of any budgetary
changes. “Ireally like the communication and
how flexible they are,” she says. “They let us
know what to expect so we canplan
accordingly.”

That transparency carried overinto how the
two teams work together. Initially, weekly
callsincluded representatives from every
department, but ScaleNorth suggested
streamlining the format to save time and
focus on active issues. The calls nowlast 30
minutes and involve only the people directly
connected to current projects, which Castillo
says hasimproved efficiency without
sacrificing results.

This streamlined approach has made a
noticeable difference in day-to-day
operations. With the right people onthe right
calls and having direct access to
ScaleNorth’s expertise, Voluspa’s associates

now have the skills and confidence to solve
issuesindividually. “There’s alot fewer
questions coming to me,” says Castillo.

ScaleNorth has played a keyroleinimproving
operations, fromintegrating Ship Junction
and Postscriptinto Voluspa’s shipping
operation to providing one-on-one training
forthe company’s owner. ScaleNorth used
weekly, 30-minute sessions to help himlearn
the custom reports and system navigation,
equipping him with the tools to explore data
and manage tasks on his own.

That added capability at the leadership level
has strengthened decision-making across
Voluspa’s business. “If it wasn’t for
ScaleNorth, we probably wouldn’t be where
we are today,” says Castillo. “Things are
definitely running smoother.”




Sif scalenorth

Maximizing NetSuite’s Value

Since partnering with ScaleNorth, Voluspa
has seen a significant improvement in system
support and problem resolution. Response
timeisimmediate andissues are now
addressedinreal timeinstead of days later.
“It’s very nice having ScaleNorth as our safety
net,” Castillo says. “They respond right away,
fixthe problem andlet us get back to work.”

Whethertheissue is minor orrequires a
statement of work, ScaleNorth provides clear
communication and a path forward,
eliminating the uncertainty that once slowed
the team down. That responsiveness has
been critical for keeping Voluspa’s
operations—from productionto finance—on
track. And, Voluspa has dedicated
ScaleNorth contacts who know the
company’s systemsinside and out.

“It’s absolutely worthit. Any questions,
concerns, challenges or projects that
we might have, ScaleNorth has beenthe
perfect partner. Given the number of
consultants|’'ve worked with on
NetSuite, they are by far the bestin
terms of consistency, availability and
understanding. | would absolutely
recommendthem.”

-Crystal Castillo
Controllerat Voluspa
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