SC & Logistics_Case1
Communication in business practice
Its central role in supply chain management


Introduction
Wonder Trade is a small company in PTfield that makes metal trolleys. They have been dealing with CPaints (a paint supplier) for eight years. CPaints is a large reputable company. A representative from CPaints rings Wonder Trade about once every two or three months to check whether everything is running smoothly or not. In a period of eight years, Wonder Trade has seen a representative from CPaints only once. The last representative who rang is the fourth representative that Wonder Trade has spoken to during the eight years. The representative that Wonder Trade originally met left a long time ago. Wonder Trade never receives any information of any special offers.

Flow of information
Eight months ago, Wonder Trade placed an order with CPaints who promised a delivery in two days’ time. On the supposed delivery date, the production planning manager of Wonder Trade rang CPaints asking about the delivery. CPaints said that the delivery was going to be made the next morning. CPaints did not inform Wonder Trade about whether the order had been despatched or the delivery had been delayed. Wonder Trade would have appreciated CPaints calling to explain that the delivery was going to be one day later.

Six months ago, Wonder Trade placed another order with CPaints who agreed that the customer would collect the paint themselves. Wonder Trade sent a driver to CPaints at 8 o’clock in the morning to collect the paint. Wonder Trade’s driver had to wait there for three hours because the paint would not be ready until after 11 o’clock. Andy (the logistics controller of Wonder Trade) said: ‘It cost us time and money – a driver, a wagon, and a unit, three hours lost. CPaints could have rung us that morning and said this paint was not going to be ready until 11 o’clock. We could then have made alternative arrangements: rang the driver and sent him somewhere else instead.’

Sharing information
Three months ago, Wonder Trade delivered steel parts to CPaints to be powder coated. The finished parts were shipped as deck cargo to a factory on an island in the middle of the Indian Ocean. Wonder Trade’s customers complained about the quality after they received the items: they were rusty. Wonder Trade sent complaints to CPaints for investigation. The customer service manager responded to Wonder Trade’s complaint that the steel parts came in a poor state, and the pre-treatment was not good enough. No information had been given as to what would happen to the items after they left CPaints. Having spent six weeks as deck cargo on a ship, the steel parts received the best salt spray test in the world, and they went rusty. The customer service manager further explained that if Wonder Trade had told CPaints that the items were to be shipped out to the Indian Ocean by the cheapest method, deck cargo on a ship, CPaints would have immediately known that the powder coating they offered was inadequate. The customer service manager of CPaints commented: ‘We make different finishes on one product: this will last a year; that will last five years; those will last ten years, at different prices. I am offering you this paint finish and that is the effect. If you need something else to be done, this is our offer.’ Wonder Trade was not aware of different offers available. Wonder Trade were unhappy about the investigation and said: ‘Our customers are very upset and they should not be affected.’

Keeping promises
More recently, Wonder Trade was very frustrated with an enquiry they sent to CPaints. The enquiry was sent to CPaints on a Monday for a quote of price and delivery on a metal finishing job with a deadline of the following Thursday. On the following Thursday at 12.50, Andy (the logistics controller of Wonder Trade) rang CPaints about the quote. A lady at CPaints promised that she would ring Andy back in half an hour. But after 40 minutes, at 13.30, nothing had happened. Andy rang her back but had to speak to somebody else, because the lady he spoke to was not there and her colleague explained that she always had lunch between 13.00 and 14.00. To Wonder Trade, CPaints was trying to avoid giving them an answer because they did not have one, instead of being honest and telling them, ‘I am trying to get an answer and I will ring you back as soon as I can’. On the other side, Wonder Trade’s contract manager was sitting in a meeting with a client who was going to spend £300,000 on a job and wanted to know when he was going to get his metal trolleys. The contract manager was waiting for the answer from Andy. Andy was going to ring the contract manager at 13.30, because the lady from CPaints had said that she would ring him at 13.20 with an answer. Wonder Trade’s contract manager was in an awkward position because he has not heard from Andy. When Andy finally got on the phone, the lady from CPaints promised again that she was going to ring Andy at 8.30 the next morning. At 8.45, Andy had to ring her because she has not phoned him but she was not there because she did not start work until 9.00. Andy ended up getting hold of her at about 9.15 in the morning and complained about how CPaints treated him as a customer.

Wonder Trade made the decision that they were not going to deal with CPaints anymore, and went on various websites to search for alternative suppliers.


Disclaimer

This case recounts a real-life business situation. For reasons of commercial confidentiality the names of the companies and the data and specific situations have been changed.

Questions
Identify obstacles to coordination in supply chain management.
What is the role of communication in a business-to-business context?
What is the impact of communication in supply chain management?
How can communication be improved in a business-to-business context?
