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Agenda 

› How Much Does Supply Chain 
Matter?

› Supply Chain  and Your Brand 
Promise

› Action Plan For Age of The 
Customer Logistics



Half Of UK’s Online Buyers Used Pickup In-Store

December 2011 “European In-Store Pickup Service Best Practices”



In-Store Pickup Users Look For Convenience

December 2011 “European In-Store Pickup Service Best Practices”
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Availability!

http://www.tibco.com/blog/2013/03/01/waiting-is-the-hardest-part-a-customer-perspective-on-enterprise-software-2/
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Supply Chain Service Differentiates AO.Com

http://www.serprologistics.com/white-glove.html
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Availability lead time customer experience 



The Majority Of Customers Expects Items To Be Available In-Store Within 24 Hours

December 2011 “European In-Store Pickup Service Best Practices”
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Localized Assortments

April 2009 “Filling The Store Labor Productivity Gap”
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Spice Up Your Assortment

February 2009 “Planning Your Merchandising Makeover”
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Merchandising Planning Workflow 

February 2009 “Planning Your Merchandising Makeover”
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Allocation, Assortment Planning, Forecasting, 
And Replenishment Promise The Most Impact

February 2014 “Prioritize Retail Technology Management Investments To Stay Competitive”
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It’s Your Promise…Whoever Delivers

https://www.google.co.uk/search?q=image+of+snowbound+UPS+truck&espv=2&biw=1366&bih=623&source=lnms&tbm=isch&sa=X&ei=chokVcPNBIzdsAT87oCYBQ&ved=0CAYQ_AUoAQ
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One car every twenty seconds

http://www4.pictures.zimbio.com/gi/Nissan+Car+Manufacturing+Plant+Sunderland+jG1D5aFYOi1l.jpg
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Lead Time = 6 weeks?

http://ak1.ostkcdn.com/img/mxc/091228_sofa.jpg
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In e-commerce the batch size is “one”

http://www.atoxgrupo.com/website/sites/default/files/image_galleries/en/metal-shelving/picking_manual_loads_mini_rack_03.jpg
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But most of the world’s trade looks like this

http://ecuadoratyourservice.com/wp-content/uploads/2011/11/Container-Ship.jpg
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Returns

https://www.google.co.uk/search?q=images+of+louboutin+shoes&espv=2&biw=1366&bih=623&tbm=isch&imgil=ArsAwTxRA0A8aM%253A%253BYGqI20E56X5B9M%253Bhttp%25253A%25252F%25252Fchristian-

louboutinaustralia.vrnp.net%25252F&source=iu&pf=m&fir=ArsAwTxRA0A8aM%253A%252CYGqI20E56X5B9M%252C_&usg=__jc0LcAUYQOGksdzo54Ms5Bvfm30%3D&ved=0CDoQyjc&ei=8xckVemjIPP9sATq14H

gBw#imgrc=ArsAwTxRA0A8aM%253A%3BYGqI20E56X5B9M%3Bhttp%253A%252F%252Fs2.favim.com%252Forig%252F33%252Fchristian-louboutin-christian-louboutin-sale-christian-louboutin-shoes-louboutin-

outlet-shoes-outlet-Favim.com-266986.jpg%3Bhttp%253A%252F%252Fchristian-louboutinaustralia.vrnp.net%252F%3B440%3B537http:/
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Synchronize inventory with demand
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Master Scheduling Drives Service To Consumers

January 2009 “Use Master Scheduling To Drive Service Levels”
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Next steps

1. Upgrade to a component view of demand

• Beware of averages

• Don’t forget returns

2. Implement a dynamic inventory model

• “Weeks of supply” and “min max” won’t make the 

grade

3. Shorten the distance between inventory an the 

customer

• Allocate based on fulfilment choice propensity



Thank you

forrester.com

George Lawrie

+22 207 323 7690

glawrie@forrester.com



Scheduling Opportunity Assessment Framework

January 2009 “Use Master Scheduling To Drive Service Levels”



Scheduling Opportunity Assessment Framework (Cont.)

January 2009 “Use Master Scheduling To Drive Service Levels”



Scheduling Opportunity Assessment Framework (Cont.)

January 2009 “Use Master Scheduling To Drive Service Levels”



Scheduling Opportunity Assessment Framework (Cont.)

January 2009 “Use Master Scheduling To Drive Service Levels”



Scheduling Opportunity Assessment Framework (Cont.)

January 2009 “Use Master Scheduling To Drive Service Levels”


