
 
 

 

 

 

 

 

 

 

 

Wireless telephony@work 

TVH pushes the boundaries in a dynamic 

industrial environment 

TVH’s business strength lies not only in the 

quality and competitive pricing of its products, 

but also in its speed and responsiveness. This 

allows the company to both offer excellent 

customer service and to retain very efficient 

control over its organisational processes. IT is 

the driving force behind its innovative 

approach. 

Wireless IP telephony, in the form of a 

convergent Wi-Fi network, has opened up new 

realms of possibility to TVH in terms of service 

and applications. The trick, says Tiboldi 

Kalman, is to use your imagination. 
Kalman Tiboldi Chief Information Officer, TVH– Group 

Thermote & Vanhalst, presented this case at the 
BELTUG X-change on 1 December 2009 

An innovative company to the core, TVH realised the advantages of wireless telephony early. By 1996, DECT was 

already improving mobility and connectivity of its employees, with voice traffic. 

But a move of headquarters, first planned in 2002, opened up new possibilities. TVH recognised that wireless IP 

telephony, thanks to its data traffic capabilities, offered a “future-proof” solution. A converged Wi-Fi network was 

set up at the new headquarters and was live when the move was finalised in 2004. Unfortunately, the technology 

was not yet optimised for such a dynamic industrial environment –especially in the warehouses, where metal parts 

were constantly being placed on and removed from shelves, and there was continuous movement. Voice quality in 

the warehouses suffered repeatedly from the resulting reflection and interference. TVH worked closely with Cisco 

to find a solution: step by step, they tried different phones, firmware, etc, as the technology evolved. 

At the same time, TVH’s business was growing, and a second phase in the Wi-Fi wireless expanded its use both 

internally and to external companies. The complexity of the network was increasing, but voice quality was still a 

problem. 
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Success is a journey: you must evolve to succeed 

  CHALLENGES 

 



 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

“Wi-Fi networks can work, but it can take a lot of 

effort to get it right. If all you need is voice traffic, 

DECT is probably the best solution. But if you can 

take full advantage of its capacity, Wi-Fi offers 

endless possibilities” 

 SOLUTIONS 

 

In 2008, TVH decided to split voice and data 

from the shared 802.11b protocol. Instead, data 

was kept on the 802.11b, which offers 3 non-

overlapping channels, while voice was moved 

to 802.11a protocol, which offers 12 non-

overlapping channels. Wireless LAN 

controllers were added, giving stability to the 

voice quality. Thanks to these improvements, 

the quality problems have been solved, and the 

wireless system works in a complex 

environment, covering e.g. a surface of 70,000 

m² using 187 access points. The changes also 

opened up the full potential for on-line data 

collection.  

TVH has now introduced data-based 

applications throughout the business, which 

push data where it is needed. In the 

warehouses, applications for on-line warehouse 

management, stocking, photo-cameras, 

monitoring devices for service people and more 

ensure just-in-time stock management and 

allow any problems to be dealt with quickly 

and efficiently.  

Seventy percent of orders come in between 2 

and 5 PM. On average, 5000 orders a day are 

processed over 16,000 order lines. So TVH 

decided to implement a demanding Service 

Level Agreement with response times of under 

2 minutes and a repair time of under 30 

minutes; otherwise the problem is escalated to 

the CIO. TVH’s business strength depends on 

the wireless network performance: fast 

response to customers’ demands is an 

important differentiator. 

Customers benefit from improved call centre 

applications, like a recognition system which 

even notes the customer’s last and preferred 

service agent. Presence management facilitates 

scheduling and contact between colleagues. 

Many of the applications were developed in-

house by TVH to meet its specific needs, 

although more and more standard applications 

are available on the market. 

 

Imagine the potential 
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 LESSONS LEARNT 

 Always use the technology you need 

For TVH, the lesson learned is that simply 

implementing a technological solution is not very 

useful if you don’t use all its capabilities. DECT is 

still an excellent –and the easiest--solution for 

wireless voice traffic, if that is all that is needed. 

However, Wi-Fi wireless offers more 

opportunities for data traffic and pushing. 

With imagination, you can find or develop 

services and applications that help you take 

advantage of the possibilities. It may take a while 

–several years in the case of TVH – but the 

productivity improvements have been huge, and 

help TVH continue to offer the speed and 

responsiveness it is known for. 

 TVH Group Thermote & 

Vanhalst is currently the 

world’s biggest forklift parts 

supplier and has undergone 

tremendous growth in recent 

years. It employees over 2,300 

people worldwide, and is 

present in 26 countries. It sells 

and distributes a very broad 

range of replacement parts for 

material handling and in-plant 

industrial vehicles, new and 

used lift trucks, new and used 

aerial platforms and internal 

handling equipment. It has over 

20,000 customers in 160 

countries around the world. 

To succeed in this highly 

competitive and time-based 

market, TVH has to “sense 

earlier and respond faster” to 

market needs. IT is a critical 

component in its success. 

 


