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[bookmark: _Toc18061768]Introduction

The aim of this report will be to discuss and analyse theories, models and tools that can be used by organisations to manage customer expectations, offer an improved customer experience, and enhance customer service. Customer relationship management (CRM) will be discussed and analysed with a view to further understand the relationships and dynamics between organisations and their customers. Evidence and research will be evaluated to determine the benefits of CRM, how it can be best implemented, and how organisations can take advantage to promote customer loyalty while maximising profits. In a global economy where organisations are reliant on each other to successfully provide quality goods and services, from raw materials to finished products, the importance of supply chain management will be discussed. The advantages, and benefits that supply chain management (SCM) has on an organisations ability to provide an enhanced customer experience will be assessed. Examples of the risks and consequence’s organisations face by failing to implement an effective SCM will be covered in this report. Organisations are constantly seeking out cost effective ways of fulfilling customer needs, while cutting costs and waste. The growing trend of producers and retailers implementing the just in time (JIT) model to eliminate waste and overheads, while maintaining quality and supply. The report will seek to apply all models, theories and tools discussed in this report to the authors own professional experiences, and the relevance to the firm the author work for. 
[bookmark: _Toc18061769]Background
                         
Emel Shipping Ltd is a freight forwarding, vessel chartering business, the firm has offices in the UK and Northern Cyprus. The author has been an employee of the firm since 1982 and currently manages the London office. The firm employs 25 people in all departments, certain employees will perform multiple tasks throughout the company. Chartering is headed by the directors of the company due to the experience, expertise and expense of the operation. The author is responsible for UK business to business negotiations, container shipping, running the office, and general management of UK operations. The firm went through a turbulent period during the early 2000’s and was facing liquidation upon the authors arrival in 2009. Changes in the culture and management style, streamlining of operations, and improved contract negotiations have resulted in the firm’s revival and sustained growth over the past decade.





[bookmark: _Toc18061770]Customer Relationship Management (CRM)

In a rapidly changing economic, social, and technological business environment, where competition is fierce and customers are king, it is vital that organisations are flexible, adaptable, and aware of changing customer needs. CRM is one of the most important tools that organisations use to interact and build customer relationships, CRM can be implemented using various touchpoints, such as, Phone calls, emails, social media, websites and I.T software. Organisations must actively seek out and engage their customers, companies can no longer have an attitude of, build it, and they will come. CRM can be tailored to be used by, and benefit any size of business, to improve and build relationships with customers, resulting in higher loyalty and customer retention (Forbes, 2017). 
CRM possible advantages for Emel Shipping Ltd
Emel shipping ltd ships large volumes of trade and caters to all types of customer, however, the vast majority of trade is with a relatively small number of business to business customers, therefore, customer relationships, and providing a tailored service is vital, losing a small number of customers could result in the loss of a disproportionately large volume of trade. Learning about who customers are, and why they purchase goods and services, can be used to tailor marketing by matching customers with products they are more likely to need and want. Having knowledge of customer requirements such as special equipment, side loaders, open tops, refrigerated containers or hazardous bookings could result in a more efficient booking procedure, benefiting both Emel Shipping Ltd and the customer. Having an effective CRM system in place, with all relevant information stored, could enable Emel shipping ltd to know a customer’s specific requirements by streamlining data and knowledge into a central database, while enabling more efficient use of information. Successful CRM systems can increase, attract, and maintain positive customer relationships. The more satisfied a customer is with the service they receive, the more likely it is that they will remain loyal to an organisation (Light, 2001).
CRM software can be applied in a variety of ways, it enables businesses to gather information about a customer with the aim of increasing sales, transforming enquires into revenue, and connecting with customers via phone, text, email or social media, to offer products and services they may need. CRM can be seen by some as a tedious, pointless, management tool, this may be the case when CRM is poorly designed or used incorrectly, however, CRM should not be considered solely as an information gathering tool. CRM should be used more as an intelligence gathering tool that enables personalised interactions between an organisation and its customers. One of the biggest advantages of CRM is that it can aid in determining the most profitable customers, thus allowing organisations to allocate more time and effort into targeting the right customers (The Business Journals, 2019). 



Lack of successful CRM at Emel Shipping and its implications
At Emel Shipping Ltd, a number of customers will only deal with the author for numerous reasons, such as, previous positive experiences, resolving problems during previous shipments, or simply, building a relationship of trust. Whatever their reasons may be, these customers only wish to deal with the author. This can become a problem for Emel shipping Ltd when the author is on holiday, or simply away from his desk. the customer will generally choose to call back, or try alternative modes of contact, such as, mobile phone, or email. Customers often inform the author that they will be loading at a certain destination on a certain date. Normally this information is inadequate for processing a booking, however, as a result of information gathered through past experience and previous bookings, the author will know the commodity being loaded, container size, documentation needed, and where the goods are destined. Knowing that a container is loading in Romford on Tuesday morning is information, knowing that a 40’hc container, is loading used car parts, at 09:00hrs on Tuesday, at a depot in Romford destined for Famagusta, and needs a certificate of origin, is intelligent information. A successfully implemented CRM system would result in every employee being able to share the authors knowledge about a customer by gathering, and storing, intelligent information (The Business Journals, 2019). 
Ultimately the objectives of CRM systems are not only to gather data and information for short term profits. The information gathered should be used to fulfil the needs of customers, to put customers at the centre of the business, build relationships, strong bonds, and improve the loyalty of customers by foster long lasting relationships. Having the best CRM technology alone does not equate to a successful CRM management system, employees are at the heart of being able to achieve a successful CRM system. Building a rapport between staff and customers is the most effective way of gathering quality information, Pleasant interactions generate a good rapport which builds strong bonds, and fosters a positive relationship, where customers can communicate their feelings, likes, and dislikes about a product or service (Alamgir, & Shamsuddoha, 2015).
Relationships at Emel Shipping Ltd are developed through positive interactions between business partners and customers, which has led to extensive information being gathered and the forging of strong bonds. Good relationships have resulted in customers introducing new clients to the business, business partners waving fines, arranging bookings at short notice, providing the most competitive rates, and assisting in urgent situations. The lack of an effective CRM system at Emel Shipping Ltd means that employees moving on and new personnel arriving could damage relationships that have taken years to build, an effective CRM management system could help foster new relationships, and maintain existing relationships in the event of high staff turnover.
[image: crm software]
Figure 1. (Wifinotes.com, 2015).

Benefits of CRM for Emel Shipping ltd
	Bookings
	Having to repetitively gather the same information for every booking is time consuming for both the firm and customers. An effective CRM system would enable bookings to be processed with minimal information, saving time, effort, and improving customer experience. Customers perception of being valued will likely increase. Knowing what a customer needs, and providing a tailored service will strengthen customer relationships and increase customer loyalty.

	Targeted marketing
	Rates for sea freight often fluctuate, low volumes, competition for trade routes and opening of new routes can drastically reduce rates. Having information about customers’ needs can allow Emel Shipping Ltd to target customers that are more likely to be interested in the products and services on offer. A successful CRM system would enable the organisation to target the most profitable customers, saving time and cost, while maximising income.

	Sharing information
	CRM can enable all employees to share and access information about customers, ensuring customers receive a customised service regardless of the person dealing with their booking. Knowing about your customers shows you care, relationships and strong bonds can be forged with the organisation as a whole rather that with individuals, minimising the risk of customer attrition in the event of high staff turnover.

	Cross selling
	Information about the services customers use can enable Emel Shipping Ltd to cross sell by offering additional products on bookings, such as side loader transport, special equipment, certificates of origin and other documentation, generating extra profits and revenue. 




The possible disadvantages of CRM 
1) Staff may become too reliant on CRM software, resulting in the inability to develop skills in resolving customer problems, especially in situations that information is not available on the CRM system. This could result in bad customer experience and loss of custom.
2) Storing customer information securely, having all customer data in a centralised system can be very risky as businesses face large fines when security is breached. Adequate security measures must be taken which can be very costly, however, failing to take appropriate measures can have much higher costs. 
3) Hugely beneficial when the system is up and running, however, staff will initially make mistakes, can be very expensive to set up, and can take a substantial amount of time to adequately train staff. Productivity can also suffer as personnel are distracted from their tasks.
4) Strong leadership and sales process should be implemented to ensure CRM does not solely become an expensive data gathering tool. Data should be converted into a sales strategy that can maximise customer value and increase trade.
5) May not be worth the outlay for certain types of business, a fish and chip shop that sells a specific limited product with little add on value may not benefit from investing in a CRM system 
(Targetintegration, 2018).
[bookmark: _Toc18061771]Supply Chain Management (SCM)

A supply chain consists of multiple companies in an integrated system working together, with the aim of converting raw materials into finished products that can be sold to customers by retailers. Generally, a supply chain can be described as materials flowing forward and information flowing backward. The two basic elements of a supply chain can be considered firstly as production Planning and inventory control, secondly as logistics and distribution. A simple example of supply chain could be described as sourcing raw materials, manufacturing, storing, transport, distribution, supplier and retailer. Production planning entails the planning and manufacturing process, from sourcing and acquiring raw materials, to design, and manufacture. Inventory operation involves determining storage policy for raw materials, goods in production, inventory and finished products. Distribution involves the retrieving and distributing of materials and goods to storage facilities, distribution centres, and retailers. Successful implementation and management of planning, inventory and distribution, will result in an integrated supply chain that can result in an effective group that meets the needs and goals of all parties (Beamon, 1998).
Figure 2. (Openxcell, 2019).
[image: supply_chain_web]
Supply chain management in the shipping industry
The shipping industry is heavily reliant on supply chain management, the industry could not effectively, efficiently or economically survive without a well-managed, well planned supply chain. Shipping may be categorised as logistics in the traditional raw materials to retailer supply chain, however, there is another sub supply chain within the shipping industry that may be just as complicated, and demands as much management and planning. Customers or buyers have to source and acquire goods, purchased goods must often be consolidated and stored in loading depos, or warehouses, containers must then be booked and transported to load sites, once loaded containers are delivered to ports, clearance and documentation must be prepared and submitted, upon clearance containers are loaded onto vessels and shipped to destination where the whole process is often repeated. Freight forwarders, international carriers, transport companies, warehouses, governmental agencies and international ports must all work in perfect harmony to achieve a common objective. All times, dates, and procedures must precisely correspond, one failure in the chain would result in a knock-on effect that could cause shipments to miss the vessel, suffer long delays, incur fines, loss of business, and certain goods perishing before they reach destination, causing thousands of pounds in damages.
The function of knots and networks in the supply chain is to help enhance the value of goods moving through the supply chain. Any connections in the supply chain that does not perform well, will reduce effectiveness throughout the network. The rise of international free trade has resulted in manufacturers and organisations increasingly sourcing their inputs globally, which has resulted in a necessity for successful management of supply chains in order to profitably regulate global flows of inputs, and outputs. The increasing importance and dependence of arrival times for products mean that coordination in the supply chain has become as important as the quality of goods. Success is often determined by customer satisfaction; therefore, successful management of the supply chain is paramount. Effective supply chain management is also important due to constantly changing global trade demands, which require supply chains to be flexible and easily adaptable. Supply chain management is used to examine, and manage the connections in the supply chain. The logic of supply chain management is to maximise customer satisfaction, increase cost effectiveness, and become more competitive in an international marketplace where competition is fierce (Coyle. et al, 2016).

[image: Supply Chain Management]
Figure 3. (Southwesttech, 2019).
Production Planning and inventory
Production planning and inventory covers manufacturing and storage of products, production planning is the design and manufacture process. Raw materials are sourced and purchased, products are designed, materials are handled and controlled. Inventory control consists of managing storage of raw materials, manufacturing materials and end product. Logistics and distribution determine how goods are collected and transported from warehouses to retail outlets. Goods may be moved to distribution centres or directly to retailers. This includes inventory collection, logistics and delivering of end product. The integration of the supply chain is dependent on these processes interacting with each other, These processes must be designed and managed to enable the supply chain to perform as a successful unit and achieve the necessary goals and objectives (Dr, Soliman, 2011).
The shipping industry offers an important service that is relied on globally by multinational organisations, large manufacturers and small businesses alike. In order to fulfil their production planning and inventory needs the shipping industry must be well organised, efficient, and timely, to ensure goods are shipped and delivered on time. The following processes need to work in perfect coordination to avoid delays that could seriously impact supply chain management.
1) Freight forwarders must ensure bookings are requested correctly in order to ensure carriers process bookings as requested, containers arrive at the right time, date, and load point.
2) Hauliers need to pick up empty containers and deliver at requested time, date, and load point.
3) Load points must ensure sufficient loading equipment is available and goods are ready for load when transport arrives.
4) Documentation, bills, and customs declarations must be applied for, processed, and forwarded to relevant departments. Private and governmental organisations are involved in this process).
5) Ports must ensure that containers are the correct weight, relevant paperwork has been processed, and containers are added to the vessels load list load list.
6) Vessels depart for destination where the process is repeated in varying order to ensure goods arrive at requested drop off.
Any failure or error in the shipping supply chain will have a major impact throughout the supply chain, from raw material to retailer, therefore, in order for companies to meet production planning and inventory objectives, an efficient, well planned supply chain management system must operate within the shipping industry.

Supply chain risk

[image: Supply Chain Risk Management Process [17]]
Figure: 4 (Researchgate, 2019).

Ericsson Case study
Thunderstorms struck New Mexico on 17th march 2000 hitting a powerline, the resulting surge in power caused a fire in a Philips chip-making factory based in Albuquerque. The fire was extinguished within ten minutes and caused only minor damage to the factory building. Thousands of chips being manufactured were destroyed, the activation of the sprinklers caused water damage and particles of smoke entered sterile areas resulting in millions of chips being contaminated. Thousands of miles away, Sweden’s largest company Ericsson, an organisation with a yearly turnover of $30 billion, implemented single sourcing of parts as a cost cutting, speeding of delivery measure. The sole source of Ericsson’s radio frequency chips was produced at the Philips plant (Waters, 2007).
Initially Philips believed they would return to full production within a week; however, it soon became evident that the damage was more extensive than first thought. The factory shut down for three weeks, and it took six months to return to half of normal production levels. With no alternative suppliers Ericsson were millions of chips short. In 2001 Ericsson lost $400 million of production due to the fire, and witnessed its share price fall be 14% in a matter of hours. Problems with design, component supply, and inadequate marketing mix meant that Ericsson lost $1.7 billion due to the fire. As a result, Ericsson withdrew from handset production and outsourced the production of mobile phones to Flextronics international. In order to avoid similar problems in future, Ericsson changed the way it produced goods, ensured it had back up suppliers, and implemented risk management (Waters, 2007).
The lessons learnt from this experience is, firstly, the impact a minor event can have on a multinational corporation. A small fire caused millions of dollars in losses and resulted in the demise of Ericsson in an industry where it had led the market. Secondly, events that occur far away, which you have no control over, can seriously affect an organisation. A small fire in an American factory, owned by a Dutch company, had catastrophic consequences on a Swedish multinational organisation due to the lack of risk management procedures, or a backup plan (Waters, 2007).  
Nokia also sourced chips from the Albuquerque factory, however, having suffered from a supply shortage in the 1990’s causing millions of dollars in losses, Nokia had implemented a successful risk management plan. Effective risk management resulted in Nokia noticing a problem even before being informed by Philips. Upon learning about the fire, Nokia gathered a team to assess ways of resolving the problem. They offered technical help, pressured Philips to move production to other plants, remodelled chips to enable other manufacturers to produce them, and redesigned handsets to work on different chips. Alternative suppliers were able were able to deliver chips within 5 days of the fire, which meant Nokia’s production was almost unaffected by the fire. The different ways that Nokia and Ericsson were affected by the factory fire highlights the fact that, a resilient supply chain, risk management procedures, and agility are at the heart of successful risk management (Waters, 2007). 
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Just in time management was devised by Japanese businessman Taiichi Ohno and was referred to as Kanban. JIT evolved from a concept that Henry Ford devised over a century ago, which involved the combining of manpower, technology, methods, and product. Although Ford’s concept was not successful at the time, Ohno developed his methods with great success.  The philosophy of just in time was introduced just after the second world war to meet the needs of the post-war Japanese automobile market. The philosophy was later adopted in the USA and then globally with the aim of eliminating the process of waste, or stages of the process that add no value (Bhushan et al, 2017). 
Just in time has become a manufacturing concept that aims to supply components at the time they are required.  The aim of JIT is avoiding waste of overproduction, excess inventory, and the prevention of supply exceeding demand. The seven waste areas of production JIT uses to eliminate or minimise waste are listed below.

Waste factors in JIT

1) Overproduction waste: Overproduction results can result in perishing goods, increased storage costs, and financial loss. The correct timing between production processes allows for goods to be produced according to customer needs, each unit is produced only the unit ahead has been completed.
2) Waiting waste: Flexible workers and equipment are used to synchronise output and balance production minimising the waiting times. Additional employees may be hired for more time-consuming tasks to ensure synchronicity throughout the production chain 
3) Transportation waste: Eliminate as much of the transportation process as possible, transport that is unavoidable should be made as efficient as possible. Transport add zero value therefore warehouses and storage units should be as close as possible to retailers.
4) Processing: Question why goods are made, and if all processes in production are necessary. Eliminate the waste of adding features that the customer does not require, or will not use.
5) Stocks: Reduces lead times (the time it takes from order to delivery), speed up setup times of plants and facilities, combined with the other waste removal processes reduce waste of stocks
6) Motion: Unnecessary movements by workers and machines that produce motion waste should be eliminated or minimised. Workers and machine should use the minimum amount of motion. Any motion above the minimum required is wasted motion.
7) Defective waste: The prevention of defects reduces fixing, and inspection times. Develop processes to eliminate defects.

[image: ]

Figure 5. (Solutionbuggy, 2017). 


Features of JIT 

A) Vendors that can supply high quality goods in a short time are rare
B) Inventory must be supplied just in time in small batches and minimal transport costs
C) Suppliers sign long term contracts at competitive prices reducing the time wasted on paperwork and negotiation.
D) Products inspected upon being received
E) Transportation costs from storage to retailers should be avoided
F) Storage costs can be avoided by producing goods according to customer demands
G) Batch payments are received rather than payments per order resulting in effective working capital
H) Output is inspected at every stage of production resulting in defective product avoidance (Franco et al, 2017).


The disadvantages of JIT

1) Suppliers failing to deliver goods at the exact required time and amount could negatively impact the whole process
2) Natural or manmade disasters could cause a complete halt in production and supplies
3) Expensive I.T and computer networking systems are required to coordinate the delivery of goods and products
4) Spikes in consumer demand may cause shortages due to lack of stock (Franco et al, 2017).


[image: ]
Figure 6. (Solution buggy, 2017). 

Application of JIT model for Emel Shipping Ltd
Although supply chain management may be a more suitable overall model for the Emel Shipping Ltd and the industry in general, JIT philosophies and factors are often implemented throughout the industry. Emel shipping is not a product manufacturer, supplier, or retailer. The firm ultimately deals in services, however, there are certain aspects of JIT that are implemented by the firm and wider shipping industry. An example would be that trucks and trailers are required to carry containers to load points for every booking, however, the firm does not own any vehicles or equipment. The booking must be processed just in time, the container must arrive at load point just in time, the depot must be ready to load just in time, the container must arrive at port just in time, vessel must be loaded for departure just in time. 
Philosophies of JIT implemented by Emel Shipping Ltd
A) Bookings and shipments are generated according to customer demands, overproduction waste does not occur 
B) No stock, equipment, or inventory is kept, other than is necessary to run the office
C) No product waste is created throughout the booking process
D) Motion waste is kept to a minimum, only necessary tasks are performed
E) All stages of the booking are inspected, preventing defect waste from occurring
F) Waiting waste is kept to a minimum by synchronising tasks and procedures between each sector
Transport costs cannot be avoided due transport requirement on all bookings, however, Emel Shipping ltd is able to provide a high quality, efficient, reliable service to its customers at competitive rates due to the implementation of the factors listed above.




















[bookmark: _Toc18061773]Conclusion

Organisations can no longer rely purely on the services or goods they provide in order to attract customers and generate revenue. Globalisation and fierce competition have forced organisations to seek out ways of attracting new customers and retaining existing clients, Therefore, it is essential to use tools such as CRM to build strong relationships, increase customer loyalty, and target the right customers with products and services they require to maximise revenue. This is only possible with an efficient CRM system that stores relevant, quality information of customers in a centralised database that can be accessed by all in the organisation. A correctly designed and implemented CRM system can also increase revenue by using information to cross sell products that customers may need by using various touchpoints such as email, text, telephone and the internet.
Globalisation and free trade have resulted in organisations being able to source and purchase their products and manufacture their goods globally. In order to produce quality products at cost effective prices that will result in increased customer satisfaction an effective supply chain must be in operation. A well designed and implemented supply SCM system will ensure that products are efficiently manufactured from raw material stage to finished article, ready for customers to purchase. Supply chains must be reliable, flexible, and able to adapt in a rapidly changing global market if they are to meet the ultimate goals of maximum customer satisfaction, increased cost effectiveness and timely delivery of goods, it is therefore vital to organisations to have effective supply chain management systems in place.
Waste and inefficient practices have been a major issue that organisations have always had to deal with. Waste is not only detrimental to the profit and sustainability of organisations but also to the environment and the consumer. Longer journeys between supply points waste money, resources and leave a larger carbon footprint, the cost of unnecessarily storing inventory wastes space, resources, and result in unsold products perishing or being destroyed. The cost of all waste in production harms corporations, the environment, and ultimately the consumer. The evolution of Just in time philosophy has managed to tackle and eliminate waste from all aspects of production, goods are produced and delivered just in time, at point of need. By identifying and tackling the seven waste factors of production JIT has managed to increase quality, decrease waste, and ensure the customer can receive products at affordable prices at point of need.
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