SupplyChain

Your First Stop for Supply Chain Information

Beyond the Perfect Order — Do We Need a Customer Bill of Rights?

Dr. Ed Marien Offers the Eight R’s of Customer Service

SCDigest Editorial Staff

The First Thoughts piece by SCDigest Dan Gilmore
on the Perfect Order metric (see Is Perfect Order
the Perfect Supply Chain Metric?) triggered many
comments from readers.

It also led our friend Dr. Ed Marien, formerly of the
University of Wisconsin and now president of con-
sulting firm Marien & Associates, to send a note on
some work he has done on the topic from a slightly
different angle: a customer “bill of rights” or the
“eight R's.”

Below is Marien’s list of the eight R’s:

1. Right Product: Customers are demanding prod-
ucts that meet tough performance specifications.
Customers are in the front lines dealing with end
users and consumers. They have the feedback
and knowledge of what is working and not work-
ing. Additionally, manufacturers are working with
dealers and distributors or, in the case of indus-
trial durables, OEMs who want the best, techno-
logically developed products to meet user needs.
Whether they participate in designing products or
just in ordering products, they want the correct
products delivered for use or for quick transition
to sale. Right product ordered to meet perform-
ance specifications of buyer? Most often, multi-
ple items are ordered? Complementary Kits?
Cuts and adds allowed when shortages occur?

2. Right Quantity: Quantity can have several mean-
ings related to the right number of items per
line, the right volume per item, such as pounds,
gallons, and the right quantity per case or unit of
shipment, such as two quart items per SKU and
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Lowest Delivered cost when considering
product costs, order and shipment
documentation preparation, possible in-
spections, and transportation from ini-
tial origin to ultimate destination be-
tween buyers and sellers goes beyond
“price.”

six SKUs per case and sixty cases per pallet or
skid. As with the supply and demand of pallets
to retailers, some retailers want a mixed pallet
of items at specific counts so that the retailer
can cross-dock theses items to their trucks for
delivery to a store pallet location for sale. Right
amount of goods delivered for each individual
SKU, items per case pack, cases per pallet, pal-
lets per conveyance—trailer, container?

3. Right Source: Today sourcing policies by cus-
tomers can be local, national and/or global de-
pending upon the commodity. Customers are
working with suppliers to help them determine
the lowest “Total Cost of Ownerships (TCO)”
when considering alternative supplier/sourcing
locations. From a transportation perspective,
many suppliers have multiple plants, distribu-
tion centers, and sourcing locations from which
customers can work with suppliers in balancing
transportation outbound and inbound lanes as
well as continuous moves and consortium
moves among collaborative buyers and sellers.
The closest-distance, sourcing location may not
be the lowest cost source! from right source as
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Figure 1.--Customer Bill of Rights—

the 8Rs of Transportation and Logistics Performance

Supplier’s responsibility is to assist in defining and satisfying the rights:

Right Product (Right Authenticated?) in the
Right Quantity from the
Right Source to the
Right Destination in the
Right Condition at the

Right Time with the
Right Documentation for the
Right Cost.

determined by buyer and/or seller? Routing
of order/shipment considered when consid-
ering order/shipment planning procedures?

4. Right Destination: The customer may specify

locations that are not ultimate point for sale
or use. As firms work on consolidation
among supplier locations, buyers may buy at
the receiving dock of the “assembly” third-
party provider. In other cases, buyers want
their product not only delivered to the right
facility in a complex of facilities at a certain
location but also delivered at a point of use,
point of sale, or even at a point of installa-
tion in which the supplier has its employees
positioned to install or setup a product for
use. Product destined to correct consignor
location for receipting, inspection, use or
sales? Inside delivery and installation/
stocking required by buyer? Does
“diversion—legal or illegal” occur for this or-
ganization in specified industry(s)?

5. Right Condition: Customers want their products ready
for use or sale with no loss or damage, no moisture,
no overages with the right identification, such as bar
coding or RFID tags on cases and pallets. As stated
above, the customers want the right pallet configura-
tions or right returnable containers to provide quick
acceptance and positioning of the product for use or
sale. Is shipment delivered as meeting buyer’s per-
formance requirements as to use or cross-docking or
quick transfer to floor sale or use? Specific bar coding,
RFID, other AIDC technologies plus other packaging/
unitization required? Product received without OS&D?

6. Right Time: In today’s environment of Just-In-Time,
the right time must be set by buyer, seller, and trans-
portation/logistics services providers to meet the
schedules of use or sale. Guaranteed freight delivery
times have become very prevalent. However, not
item needs to be delivered as fast as possible. Many
customers want weekly delivery schedules to meet
restocking or usage needs. These are the low cost
solutions that users, buyers, sellers and providers
must determine cooperatively. Many customers are
sharing more schedules and ultimate sale and use of
products so providers are not blind sided with not
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knowing what is really going on the front
lines. Timing is crucial timing of order/
shipment as order progresses from need
conception to point of use or sale tracked for
compliance? Pick-up and Delivery times es-
tablished on Time-Definite requirements?
Order/shipment meet milestones and end
delivery requirements? Product delayed be-
cause of any security breaches or required
government or business inspections

7. Right Documentation: With the demanding

Rights above, documenting and communi-
cating clean, reliable information is crucial
among parties. In addition, today’s security
requirements ensuring that information is
not getting into the wrong hands or to meet
government requirements requires that all
parties cooperate in making sure that perfect
information is passed among parties se-
curely. If bad or unreliable information is
passed along initially, then imperfect ship-
ments are realized. The quality of transpor-
tation and logistics fulfillment is necessarily
tied to the obtaining of perfect information.
This has led firms to begin to specify
“perfect orders” separate from “perfect ship-
ments.” Perfect orders relates to getting all
of the performance specifications agreed
upon before the shipment is prepared and
tendered to T&L providers. are all required
documents—paper or electronic—prepared
and correctly filled out to satisfy business
and regulatory requirements? Is payment
for goods received with proper documenta-
tion and instructions as goods are turned
over to buyer from seller? ASNs communi-
cated on a timely basis?

8. Right Cost: All of the above Rights lead to the

point that transportation charges/prices are
only part of the Cost formula. Lowest Deliv-
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tween buyers and sellers goes beyond “price.” When
considering the costs of in-transit, stationary, and
safety inventories, TCO as mentioned above must be
considered. Ultimately, so-called “supply chain eco-
nomics” necessitates that inter-enterprise, cross-
functional costs be considered that cut across suppli-
ers, intermediaries and buyers in more complex, stra-
tegic sourcing decisions and operations. Are right
charges assessed for order shipment including prod-
uct costs, trade discounts and allowances? Any special
damages assessed if guarantees of deliveries not
met? Consequential damages for lost sales or shut
down production/operations assessed when sellers,
carriers/LSPs and receivers put on notice for specified
areas of performance? Right cost is indicated instead
of Right Price because total costs go beyond cost of
goods or merchandise to include ancillary charges
leading to Delivered Cost and when inventory and
other procurement and logistics costs are considered,
the Total Costs of Ownership is target consideration.

ered cost when considering product costs,

order and shipment documentation prepara-
tion, possible inspections, and transportation
from initial origin to ultimate destination be-

Dr. Marien notes that his colleague John Gentle, former
head of transportation for Owens Corning, has suggested
a ninth R - “Right Post Sales Support.”
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