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Overview of Presentation

m | ntroduction & Overview

s Customer Service ISSUEes (today &
tomorrow)

m [EChnNelogy: (today & tomorrow)

s Global Logistics Issues (today &
tomorrow)



Introduction & Overview

= SOMe characteristics ofi the
culrent & future environment of
|ogIStics
=[Do more with less
sBetter—faster—cheaper
sShrinking life cycles
=More demanding customers
sAgile competitors



Customer Service Issues—Today

m Demanding customers want
“Petter-faster-cneaper:

s Providing| 24/7/365 service to
customers located threughout the
globe Is difficult



Customer Service Issues—Today

m Customer service audits are
pPerfiormed perodically: by Most
frms

s Customers wanting end-to-end
solution providers, not just
product providers



Customer Service Issues—Today

= Country-specific: business models are
slow & Inflexible ter meeting custemer
NEEUS

m Because customers’ views & needs
are different, no single custemer
service program can meet all of
those needs; however, most
customers’ needs are similar on the
most Important service attributes



Customer Service Issues—Today

m Customer senvice gaps still exist for
Important senvice attrlputes such
as:

= On-time pickups & deliveries
sCompetitive rates

=Quality of personnel
sFlexibility



Customer Service Issues—Today

= Customer service gaps still exist for
Important service: attriputes such

Sk
Accurate billing
Advance notice of delays

Prompt response to customer
Inquiries

Resolution of problem on first
contact



Gap Analysis

Examples
Desired 98% Customer Service
Performance Rating
999% Errorless Claims
/‘
GAP
7
Examples
current 909% Customer Service
Performance Rlting
95% Errorless Claims




Customer Service Issues—
Tomorrow

m Shorter product lifecycles wiih
guick develepment, preduction: &
distribution

s Flawless quality in product &
service offerings



Customer Service Issues—
Tomorrow

s Consistent offierings throughout
all regions, ofi the worle

s Higher levels of mass
custemization

m Customer service audits
performed continuously



Technology—Today

s End-te-endi seamless supply: chain
CONNECHIVILY remains: a largely
unfultilied premise

s [echnological capabilities ahead
of human resource capablilities



Technology— T oday

m Viaintaining visipility: of iInventory,
& pProduct shipments; reguires
Instant & continueus tracking
capanlities

s |[dentification & Implementation of
optimal technologies within
logistics



Technology—T'omorrow

m [Acreasing Integration of
Warehouse management systems
& Other |egIstics SelUtIeRS With
SUppPlY: chaln Systems

s Reduction In the costs of RFID
will speed implementation



Technology—T'omorrow

m Fleld-hbased wireless technology
(handheld devices) will hecome
moere multifitnctional

sCombination cell phoenes,

scanners & global positioning
systems

sSupport changes to delivery.
schedules & vendor managed
Inventory programs



Technology—Tomorrow

m EDI will continue: to have a role. te
play I IRVERLGRY, transportation &
Infiermation systems

m [echnology & process change will
occur together more frequently



Technology—T'omorrow

m Growth I intra-Asian trade
[equires that supply: chain
pPartners have communication &
IRfiermation systems that SuppPort

seamless distribution systems (.e.,
systems that are integrated & “talk te one
another”)



Technology—T'omorrow

m Global trade management solution
applications will beceme more
widespread, allewing ImMpoerters: &
EXPOKLErs tor:

s Screen trading partnersiagainst lists of
prohibited parties & countries

= Classify products for customs purposes

= Produce trade & transportation
documents

= Calculate landed costs for planned or
actual shipments



Global Logistics Issues—Today

m Capacity Issues plague the US &

ether Industrialized nations (oris,
iransportation equipment)

= Outsourcing transportation &
warehousing to third-parties
continues to be popular



Global Logistics Issues—Today

m Consoelidation: In the 3PL market

n Lack ofi standardized bill of lading &
other uniform documents

m Difficulty In Implementing reverse
logistics strategies in a world
economy operating “24/7/365”



Global Logistics Issues—Tomorrow

s Combining Inbeund & eutbeund
transpoertation te/firom a firmi te
iake advantage: of worldwide
Ecenomies of scale

m FUrther substituting information for
assets such as Inventory



Global Logistics Issues—Tomorrow

m Developing global legistics metrics
s \\/arehouse cost per piece
m [[ransportation cost per pound
s Carrier on-time perfermance

= Ship complete to meet required
delivery date

s Inventory location accuracy
s Inventory receipts within 24 hours

NCR Cor poration



Global Logistics Issues—Tomorrow

s Outsourcing will'expand

throughoeut Asia (manufacturing,
puUrchasing/precurement)

s Security issues will continue to be
a major concern

m Vega-container ships will'come
on line, although slewly



Global Logistics Issues—Tomorrow

n | mprevements, In| fierecasting,
Infiermation & transpoertation will
fiacilitate: glelhalf sourcing

= RISk assessment ofi market

strategies will be more important

(off-shore sourcing, port closures, trade
disputes, security)



Concluding Remarks

Logistics has hecome more
Striategic Withl the enset of supply.
chaln management iniuatves. It
IS One of the most critical
activities' 1 SCVI & must Interface
more significantly with other
processes.



Session ||

m IN our next session, we will
examine:

s SUpply Chain Develepment &
Integration

m SUppPlY: Chain Metrics & Benchmarks

m Future Developments in Supply
Chain Management



