
Company: Absolute Brilliance Inc. is a 
manufacturer and wholesaler of loose diamonds 
and jewelry based in New York. The 20-person 
company fulfills requests for special order jewelry 
pieces for more than 7,000 retailers across North 
America.

Industry: Wholesale, Retail

Region: Americas

Company Size: Small Business

Email Environment: Microsoft® Exchange

BlackBerry Solution: BlackBerry® smartphones 
and BlackBerry® Professional Software

Challenge
Absolute Brilliance wanted to find a way to boost the 
productivity of their mobile marketing representatives 
and head office staff in order to make more time 
available for customer service activities.      

Solution
With their Microsoft Exchange server in place, Absolute 
Brilliance installed BlackBerry Professional Software and 
realized immediate productivity improvements among 
head office staff and within their mobile marketing team.

Absolute Brilliance’s Results:		

•	 Up to one extra hour of productivity, each day, 
	 per employee
•	 Faster reporting from mobile marketing 	 	
	 representatives
•	 Enhanced customer service with faster response
	 and follow up
•	 Competitive advantage
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Diamond Jewelry Manufacturer Shine



2

W
holesale/Retail   |   M

obile Em
ployees   |  Sm

all B
usiness C

ase Study

Case Study: BlackBerry Professional Software Helps Diamond Jewelry Manufacturer Shine

The Challenge:
Increase Employee Productivity to Drive 
Customer Service Performance Higher

Absolute Brilliance is a New York City based manufacturer 
and wholesaler of special order diamonds and jewelry. Day or 
night, Absolute Brilliance receives phone calls and emails from 
jewelry retailers who need to quickly fulfill customer requests 
for expensive, custom-designed jewelry. 

The company truly shines when its staff is virtually instantly 
available to respond to these urgent incoming requests. 
“Customer service is the foundation of everything we do,” says 
Dov Lisker, Vice President at Absolute Brilliance. “It’s how we 
build long-term relationships with our retailers.”

Absolute Brilliance has two representatives from the company’s 
marketing team who travel across North America making 
personal visits to several of the 7,000 jewelry retailers that 
Absolute Brilliance supports. 

To pave the way for continual growth, Absolute Brilliance needed 
a way to increase the productivity of this mobile marketing 
team, as well as their customer-facing head office staff. “When 
our employees are swamped by a backlog of emails and 
administrative work, it cuts into the amount of time they have 
available for solving problems for our retailers,” says Dov. 

“When you have a jewelry store owner calling or emailing 
about purchasing a $120,000 diamond, the expectation in 
terms of responsiveness is high,” says Dov. To that end, Dov is 
perpetually interested in technologies that will help his team 
increase productivity so they can serve customers faster.

Why the BlackBerry Solution? 

Dov was attracted to BlackBerry Professional Software because he saw the potential for productivity 
gains that would immediately raise the level of Absolute Brilliance’s customer service performance.

Absolute Brilliance was already using BlackBerry® Internet Service to support their group of 
seven BlackBerry smartphone users. When the company installed a Microsoft Exchange server to 
better manage their growing volume of emails, however, Dov realized that the move to BlackBerry 
Professional Software would be a natural next step. 

BlackBerry Professional Software enables wireless email, calendar synching and mobile access to 
business data in a software-based solution that runs on an existing email server and supports up to 
30 users. It’s modeled after the same core functionality and advanced security of the BlackBerry® 
Enterprise Server, but tailored to meet the needs of small organizations like Absolute Brilliance. 

The company knew they needed a solution that would be highly secure, require minimal IT 
resources and yet provide all the mobile business solutions they wanted to help them gain a 
competitive advantage. 

Dov saw BlackBerry Professional Software as a way to take the employee productivity and 
customer satisfaction to a whole new level. 

“Our BlackBerry smartphones are always with us so we 
can delivery near-instant response at any time. That kind 
of accessibility truly sets us apart.”

~ Dov Lisker, Vice President, Absolute Brilliance
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Case Study: BlackBerry Professional Software Helps Diamond Jewelry Manufacturer Shine

Productivity On-The-Go

BlackBerry Professional Software was installed on the company’s Exchange server and the BlackBerry 
smartphone users at Absolute Brilliance experienced the productivity benefits immediately.

The first of these benefits came with the virtual real-time calendar synchronization, which all but eliminates 
the possibility of double-booking appointments. “We’re regularly scheduling visits and phone meetings with 
customers,” explains Dov, “and now that we have the calendar synchronization, there’s no need to phone into 
the office or check your desktop calendars for availability.” 

This allows Absolute Brilliance’s mobile marketing team to schedule new appointments on the spot and makes 
them more inclined to simultaneously manage emails while on the go. Prior to BlackBerry Professional Software, 
they would wait until they returned to their hotel rooms in the evenings to connect to the Internet on laptop 
computers, schedule appointments and send email status reports back to head office.

“Sometimes it would be the following morning before our head office team received reports on the day’s 
activities, which meant we would lose a day in our follow up or response time whenever a customer call-back 
was required,” explains Dov.

Like many small businesses, Absolute Brilliance relies on an outsourced IT solution provider to manage IT 
issues. “Any technology that demands significant IT resources to install or manage is cost prohibitive for a small 
company like us, because we would have to consistently outsource that management expertise,” says Dov. 
“Fortunately, BlackBerry Professional Software brought minimal IT burden. Once it’s installed, you actually forget 
it’s there, running in the background.”   

When evaluating new technologies, Dov defers to his IT consultant for final say on matters of security. As Dov 
expected, the consultant had no reservations on the decision to install BlackBerry Professional Software. “Quite 
frankly, with this BlackBerry solution, we are comfortable with the high level of security it provides for our 
business,” says Dov. 

“The productivity gains from BlackBerry Professional 
Software translates into more face-time with our 
retailer customers, which ultimately ensures that we 
remain a preferred supplier.” 

~ 	Dov Lisker, Vice President, Absolute Brilliance
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Case Study: BlackBerry Professional Software Helps Diamond Jewelry Manufacturer Shine

Absolute Brilliance’s Results

Up to one extra hour of productivity, each day, per employee: BlackBerry 
Professional Software helps eliminate duplication of work and the need to 
physically synchronize with desktop PCs. Dov says this saves each user as much as 
7 hours per week. “With our previous solution, we had to address every incoming 
email twice, and synching contacts or calendars could only be done when users 
were in front of their computers – which is fine for individual users, but didn’t make 
much sense as our business grew. That’s virtually eliminated now, giving us more 
time to deal with important customer service matters.” 

Faster reporting from mobile marketing representatives:
Absolute Brilliance’s marketing team now stays in contact with head office 
throughout the day, scheduling follow-up meetings and sending email reports 
on-the-go from their BlackBerry smartphones. “If a retailer is planning a special 
marketing initiative, our marketing team can send us all the details in an email, 
right from the retailer’s store. We can start planning to support the initiative 
immediately,” Dov explains. “The speed with which we now move helps us to really 
demonstrate our commitment to our customers.”

For additional BlackBerry customer success stories, 
visit www.blackberry.com/go/success

This material, including all material incorporated by reference herein or made available by 
hyperlink, is provided or made accessible “AS IS” and “AS AVAILABLE” and without condition, 
endorsement, guarantee, representation or warranty of any kind by Research In Motion Limited 
and its affiliated companies (“RIM”) and RIM assumes no responsibility for any typographical, 
technical, or other inaccuracies, errors or omissions in this material and shall not be liable for 
any type of damages related to this material or its use, or performance, or non-performance 
of any software, hardware, service, or any references to third-party sources of information, 
hardware or software, products or services including components and content such as content 
protected by copyright and/or third-party web sites (collectively the “Third Party Products and 
Services”). When you subscribe to Third Party Products and Services you accept that: 1.It is your 
sole responsibility to: (a) ensure that your airtime service provider will support all features; (b) 
identify and acquire all required intellectual property licences prior to installation or use and to 
comply with the terms of such licences; 2.RIM makes no representation, warranty or guarantee 
and assumes no liability whatsoever in relation to Third Party Products or Services.  

Enhanced customer service with faster response and follow up: The 
productivity gains from BlackBerry Professional Software have boosted Absolute 
Brilliance’s customer service performance. “Our customer-facing employees at 
head office, and our marketing representatives in the field, are now more readily 
available to respond to customers, because they no longer start their day mired in a 
backlog of email reconciliation and calendaring,” Dov says. “The productivity gains 
from BlackBerry Professional Software translates into more face-time with our 
retailer customers, which ultimately ensures that we remain a preferred supplier.” 

Competitive advantage: Jewelry retailers often hold private appointments 
after hours for discerning customers, safe in the knowledge that they’ll be able 
to reach someone at Absolute Brilliance in seconds to order the specific piece 
their customer wants. “Our BlackBerry smartphones are always with us so we 
can deliver near-instant response at virtually any time,” says Dov. “That kind of 
accessibility truly sets us apart.” 

Certain features outlined in this document may require a minimum version of BlackBerry 
Enterprise Server, BlackBerry Desktop Software, BlackBerry Device Software and/or additional 
RIM/BlackBerry software. Check with service provider for availability, roaming arrangements, 
service plans and features.

The limitations and exclusions herein shall apply irrespective of the nature of the cause of 
action and in no event shall any director, employee, agent, distributor, supplier or independent 
contractor of RIM have any liability related to or use of the material.
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Research In Motion Limited and are registered and/or used in the U.S. and countries around the 
world. Microsoft is a trademark of Microsoft Corporation. All other trademarks are the property 
of their respective owners. MKT- 23683-001


