SUPPLY CHAIN MANAGEMENT

CUSTOMER RESPONSE
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CUSTOMER RESPONSE
FUNDAMENTALS AND NOTATIONS

There are five activities in customer response (CR):

 Customer service policy design

» Customer satisfaction monitoring
 Order entry

 Order processing

e [nvoicing and collections



Customer response master planning.




CUSTOMER ACTIVITY PROFILING

Customer Activity Cycle

Post-Purchase
Customer
* Product support

support
* Continued training

Cisco
program

* NetPro community

* Network implementation

* Cisco networking academy

* Technical assistance center

Source: Team Developed

solutions

Cisco

* Customer proof of

concept

* Revenue generation

forecasting based on future
. customer needs

Pre-Purchase
Customer

* Proof of added value
* Compatible, scalable

Purchase

Customer

* Flexible purchasing options

* Service level agreements

* System implementation support

Cisco

* Dedicated sales force sell to enterprise/ISPs
* Value added resellers sell to SMBs

* Mass merchandisers sell to home and small
office users




Customer Sales Activity Profile (CSAP)




Item Sales Activity Profile (ISAP)

Item profitability profile

Item Profitability
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Customer-ltem Sales Activity Profile

(CISAP)
Example of a customer-item sales activity profile
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Customer-item SKU activity profile.

150+ C SKUs
purchased anly
by C Customers

Customer Categories



CUSTOMER RESPONSE
PERFORMANCE MEASURES

Performance Measures

.=

Innovation




CUSTOMER SERVICE
POLICY DESIGN

CUSTOMER



CSPs usually reflect the culture and
logistics maturity of the company. CSPs
can be labeled as the following:

® Ad-hoc

® Well-defined exuberance
® One-size-fits-all

® Mature



Customer activity profile

Customer-ltem ABC
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Customer Segmentation Planning Template

Customer Classification Criteria

3, Payment 4 Future 3. Relafionship
|. Sales Volume 2. Profitabihty History Growth  with Competition

Numbers of Names of

Customer % Customersby % Salesby  Customersper  Customers
Segment Segment Segment Segment In Segment
A Ay 80% X Name ] ...

B 15% 5% y Name 2. ..

C 80% R} Z Name 3. ..



Fill Rate—Response Time Computations
Optimal logistics policy exchange curves
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CUSTOMER SATISFACTION
MONITORING

oduct Des;

Total
Customer
Satisfaction



Systematic Analysis and Monitoring

» Customer Feedback Database
* Customer Satisfaction Survey
- Customer Claim Prediction

Creative Service Training

 Service Academy

 Benchmarking for Other Customer

Corporations Satisfaction

' Proactive Service Training M an agement Emp|nyee Satisfaction as
Customer Satisfaction
* Innovative Corporate Culture
+ Pleasant Work Environment

 Employee Award Programs



A customer satisfaction grid
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Place Qrder
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ORDER PROCESSING
Typical elements of order processing

Order
transmission

. Order entry

\ 4

L} Order filling

e

shipment




ORDER PROCESSING

There are a few tips to keep in mind
during processing of order.

® Use a standard order-taking form

® Do not accept incomplete order forms

® Confirm the order with the customer

® Circulate the filled out order form internally
® Let the customer know the order status

® Ask for customer feedback



ORDER PROCESSING




Order processing Is set of activities and it
Includes various types such as:

 Order pattern recognition

 Credit verification

 Order status communication and order
changes

 Order batching and assignment for efficient
transport and picking



Order Cycle

Sales Order Processing | s
Inventory Sourcing




DOCUMENTATION, INVOICING, AND
COLLECTIONS




Invoice processing

1. Invoices associated with a
request or purchase order

2. Invoices that do not have an
assoclated request (no purchase
order).



Share an Action Policy

“Output> Gl an Sat Service Quality Index

Hﬂw .F.D““' Standard and Common lssues: Share/Solve
Activities, Common tools, ete

Service Management Meeting
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Source: Yamaha Group



functionality In a customer response system
cludes:




CUSTOMER RESPONSE
ORGANIZATION DESIGN
AND DEVELOPMENT

The theme for designing and developing a
customer response organization
should be customer intimacy—proactively
able to anticipate and appreciate
customer needs as opposed to reactively
scrambling to each new customer
request.



® Customer Focus Groups

® Dedicated, Personalized Account
Teams

@ Multilingual, Multicultural
@ Transaction Center Monitoring



mukhamkam@gmail.com




