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MAKE SHIPSTORE / WAREHOUSEPLAN

Receive / Enter Orders Production Domestic Export

Assign Required Dates Buffer Stock

Plant Schedule

Order Scheduling Communicate with Customer Service Customer Driven Schedule Revisions Sea Air

Receiving / StoringDemand Forecast Supply Capability Forecast

Customer Forecast Make to Stock Make to Order

•	 I was going to order 50% more, but this order is going to be too late, I’m going to have to 
contact {competitor}.

•	 I better order more because the last time they cut my order by 20%.

•	 I’m going to cut back on my order, I don’t need that much {plus there is no penalty}.

•	 Pricing has seemed to increase significantly over the prior year.   

•	 Order lead times have really increased and the CSA told me my material would be available 
in 5 days, but in reality it is six weeks!         

•	 When I try to place an order the Customer Service Agent can’t give me a reliable date and 
invariably the Company calls me back telling me the date will have to be pushed out sometimes 
by months. 

•	 The Company used to have reliable inventory to fill my spot orders, but not 
anymore. I may need to find alternate vendors to meet my needs.

•	 I’m a good, long-time customer of the Company, I expect them to allocate 
materials to fill my order.

•	 Why is my order being held up for credit after all the business I have given them?

•	 My order seems to be extremely backlogged, they need to put a rush on it to 
meet the date they promised me.

•	 Production always seems slow to finish the orders, but if I call and complain, 
sometimes they’ll bump it up a few days.  Usually not enough to make a 
difference though.

•	 They are accommodating in making small specialized batch orders.

•	 Product innovation at the Company is less robust than some competitors.

•	 Is the manufacturer doing everything they can to streamline the process? 

•	 Do the order, production and delivery lead times meet my needs? 

•	 I need sufficient follow-up to ensure that my requests have been resolved.

•	 I called multiple times to highlight the urgency of the order, and it wasn’t 
prioritized.

•	 I’m happy that the inventory is on my property but I still had a few times when I 
can’t get the inventory rushed.

•	 The Company typically packages and labels our shipments exactly as we have 
instructed them. Makes it so much easier for us to receive and place into inventory.

•	 I need my order to be delivered on-time and without any defects. 

•	 I need to balance time and costs with effective packaging and shipping 
requirements.

•	 They just keep pushing out the ship dates, I agree, but what other choice do I have? 

•	 I’m OK with them getting it by air but as long as they eat the cost.

•	 The Company is great, but I need back up.

•	 My shipment was delivered, but several drums were dented.  I can’t be sure they will 
work in my automated factory and now I have to wait until the Company can backfill 
my products.

•	 Company quality is second to none. I can always count on getting my products 
precisely as specified.

•	 I have had to reject the load on occasion

•	 I need to exaggerate my purchase forecast to ensure I’ll obtain enough material.

•	 I reduced/eliminated my safety stock during the pandemic and need to replenish inventory fast.

•	 The deliveries have been late - but everyone is late these days... I hope they can meet my needs.

•	 I should research other vendors in case the Company can’t supply me in the future.

•	 My interactions with the Company show them to be forward leaning and try to solve  
my problems.  

•	 I need my the Company contact to allocate more material to my order.

•	 I’m switching to {competitor} , I’ll still use the Company, but my orders have been 
too late.

•	 It feels like they are just agreeing to everything and over-promising on 
production and delivery dates. I wonder when I’ll get my phone call.

•	 They have turned away some of my orders due to over-capacity. I’ll need to find 
another source or vendor who will now get me business going forward.

•	 Feeling there is sufficient information to know where my order stands in the 
process.

•	 It seems like my order production and delivery schedule is being changed 
without any warning or input from me.

•	 Assured that scheduling needs are being prioritized.

•	 It feels like they are just agreeing to everything and over-promising on 
production and delivery dates.

•	 Sensing a lack of information on what the status of my order is.

•	 Why do I have to contact the Company to find out if the order is late? 

•	 Seems to be little interaction if there is a problem, it feels like they are trying to 
avoid being open and transparent about what is going on.

•	 It seems like my production and delivery schedule is being changed without any 
warning or input from me. 

•	 I feel like enough attention is being dedicated to my orders.

•	 It feels like no one knows what is happening with my order.

•	 It feels like the same issue or problem keeps occurring with my order. 

•	 I hope the drums aren’t damaged like last time as I can’t use them with my automated equipment.

•	 Need the shipment to be timely in order to meet my production and sales requirements

•	 I hope the shipment isn’t diverted to another port and I have to make alternate receiving plans.

•	 This works well - my client doesn’t need the product until two weeks and I can delay purchasing the Company  
inventory until then (sitting on my premise).

•	 I don’t want to incur extra costs for a partial/split shipment just to get some of my 
order on time.

•	 Doesn’t ever feel like a consistent level of service is being provided anymore.

Allocation Stock Resolve Blocks Spot Inventory Order Backlog Procurement Planned Maintenance

Daily / Weekly Production Schedule Review

Raw Materials Unplanned Maintenance

Ship Raw Material to Toller

Change Order Manufacture Product

Expedite Order

Provide Promise Dates Packaging Temperature Controlled Order

Truck

Rail Car Availability

Rail

Expedited Orders

Air

Consolidated / Split Container Requisitioning Port Availability Export / Hazmat RestrictionsWarehouse Location

Labeling

Logistics

Pallet / Shrinkwrap

Pick-up

Shipping Instructions

SKU Level Forecasts Assess Capacity Constraints Review / Adjust Forecast Safety Stock / Lead Times SCM Factory Constraints

Initiate data based 
Demand Forecast 
or skip step and 

inquire directly with 
Customers

Incorporate Order 
Estimates from 

Customers

Capture Supply 
Chain / Production 

Capacity

Adjust Forecast 
Monthly Based 

on Orders

Rebalance 
Inventory, Adjust 
Safety Stock and 
Lead Times (SAP)

Forecast is Inaccurate 
- Order Imbalance 
Inability to Meet 
Customer Needs

Define Production 
Needs and Quality 

Requirements

Communicate 
Production Needs 

and Delivery 
Schedule

Receive and Enter 
Customer Orders

Allocate Stock to 
Fill the Order

Resolve Order 
Blocks

Utilize Buffer Stock

Communicate 
Packaging and 

Delivery Instructions

Rush Order Develop Master 
Production 
Schedules

Request a Change 
in the Order

Follow up on 
Change Request

Receive Update on 
Production Status

Inquire About 
Production Status

Receive Notification 
of Potential Delay - 
Update Production 

and Delivery Schedule

Evaluate Impact of 
Production Delay 
and Adjust Plans

Rush Order 
Expedite Shipment

Ship via Air

Partial / Split 
Shipment of Order

Ship via Land Order Not Delivered 
on Agreed Date - 

Request Update from 
Customer Service

Request Update from 
Customer Service

Receive Order 
Delivery

Check for Damage

Inventory in Cars or 
Warehouse on Customer 

Premises

Check Quality

Report Damage

Report Shipping 
Delay

Accept Delivery

Report Issue 
with Shipping

Make Payments 
Based upon 

Agreed Terms

Request Alternate 
Shipping 

Arrangements

Dispute and Delay 
Payment Based on 

Delays, Damage 
and Quality Issues

Consolidated 
Shipment

Ship via Sea

Receive Call from 
Customer Service to 
Push Out or Change 

Delivery Date

Cancel Order

Spot Order

Production Unable to 
Meet Customer Required 

Date or Quatities

Order with Standard 
Lead Time

•	75% orders credit 
blocked (small limits) 
take 1-2 days to resolve. 

•	Change promise date 
and list as customer 
issue in SAP 

•	Asks 50% of Customers 
(24 month FCST period)

•	Asks all large customers 
for order forecasts (3-6 
months out)

Levels of S&OP integration 
into the forecast process 
leads to inaccurate demand 
estimates

Production issues are not 
updated daily for immediate 
customer notification

S&OP meetings vary from 
monthly to daily.  Data other 
than lead times is entered 
into SAP and inconsistent 
updates contribute to 
inaccurate demand 
estimates

Lead Times not updated 
in SAP. Plant sees 5 
days in SAP, but region 
providing material knows 
its really 6 weeks.

60-70% 
email, 50% 
NIGO

Blocked Orders
75% orders credit blocked 
(small limits) take 1-2 days to 
resolve. Change order date in 
SAP and list as customer issue

30% of spot orders 
became rush orders.
< 2% spot orders (India 
10% spot)40% of allocated 

stock is blocked; 60% 
released to customers.

60% of orders from 
Shanghai factory (fast lead 
time); 40% other regions 
(50 day lead times)

Canceled orders increasing 
in 3 divisions.   However sales 
targets are being missed by 
10% / month

Partial/split shipments increased due 
to OTIF issues. Customer pays for first 
shipment, company pays remainder

Vessel Scheduling went from 3 to 7 
day lead time. Sea containers very 
difficult to source

50% of orders became rush orders due 
to heavy backlog

Air Shipments increased by 5 to 10% 
at 5x cost due to poor OTIF results

25% of barrels arrive 
dented 80% resold to 
manual manufactures 
remainder at a discount

Order quality appears 
universally excellent 
across divisions / regions

Raw materials averaging 
30% late (1+ months)

TE Vietnam 70% 
orders are rush, 
can only meet 30%
AM < 2% rush

50% of orders 
became rush orders 
due to heavy backlog

Net Promoter Score 2021 vs. Competitors

Forecast Accuracy by Division / Region (Jul-Dec 2020) Division / Region OTIF for Q3 / Q4 2020
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Cancelled / Lost Orders

BU 1 - Americas $2M QTR

BU 1 - EMEA $2M QTR

BU 1 - APAC $4M QTR

BU 2 - Americas PP 95M 2020

BU 2 - EMEA PP 95M 2020

BU 2 - APAC PP 95M 2020

BU 3 - Americas TBD

BU 3 - EMEA 12%

BU 3 - APAC TBD

BU 4 - Global $30M 2020
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Schedule Adherence 2020 (by Month)

Source: Internal Data
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Forecasting Short/Long Term %/months
BU 1 1 -24mo

BU 2 1-18 mo

BU 3 6-18mo

BU 4 3-24mo

Demand Planning Reporting SOP or Sales
BU 1 Commercial

BU 2 Commercial

BU 3 SOP   

BU 4 Commercial

NIGO POs to Customer Service Percent
BU 1 10%

BU 2 est. 10-20%

BU 3 50%

BU 4 20%

Order Blocks (Credit/Pricing) Percent
BU 1 50%

BU 2 Not Tracked

BU 3 50-100%

BU 4 25%

Safety Stock (Top SKUs) Days
BU 1

BU 2 7 to 28

BU 3

BU 4 15 to 60

Expedited Orders Rush % Spot %
BU 1 25% Not Tracked

BU 2 Not Tracked Not Tracked

BU 3 5-40% 30%

BU 4 1-10% 1-10%

Days Inventory Outstanding (DIO) Days
BU 1 67.5

BU 2 56

BU 3 55-147

BU 4 66-103

Overall Equipment Effectiveness (OEE) Percent
BU 1 89%

BU 2 68-90%

BU 3 TBD

BU 4 85%

Air Freight Shipments Percent
BU 1 ~1%

BU 2 Not Tracked

BU 3 30%

BU 4 8-17% 

Complaints Percent
BU 1 293

BU 2 ~1%

BU 3 TBD

BU 4 1.4%


