Getting Together, Working Together

How Collaborative Customer Relationship Management
Can Increase Speed To Shelf

B SPEED TO MARKET IS KING IN THE CPG WORLD.
Speed in communicating among collaborative
partners can deliver improved results for manufac-
turers and retailers when introducing new items,
minimizing lost sales from out-of-stocks and dis-
tribution voids.

In launching new products, manufacturers and
retailers have continually sought faster, more accu-
rate communications for increasing “speed-to-shelf.” A
more efficient process would shorten the launch
window by reducing the steps required to “cut in”
new items, execute in-store support and validate dis-
tribution levels at retail outlets across the country:.
Only through collaboration can the supply chain
respond aggressively, with flexibility and informed
insights, to the needs of the retailer and to the
demands of the consumer.

CRM APPLICATIONS CAN AID THE CPG INDUSTRY IN
ITS QUEST for rapidly developing and implementing
customer-centric solutions. CRM applications can
add significant value for the supply chain if the
application is targeting specific issues or problems.
As in the process described below, CRM applications
can make the supply chain more responsive to the
customer’s needs. Add collaboration, and the value of
CRM-based solutions can increase exponentially.

To accelerate speed to shelf and to increase
data integrity, the CROSSMARK sales agency works
with its manufacturing clients, their CRM
providers and Trade Dimensions to implement
customized CRM routines. Trade Dimensions
markets the TDLinx™ coding structure, which
enables any two parties to communicate seamless-
ly, code-to-code, about any level of retail —
making this process possible between common
clients of CROSSMARK and TDLinx.

CPG manufacturers launched this innovative
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approach by asking CROSSMARK to co-develop a
new CRM integration tool. The goal was to increase
the rate of retail execution by automating a host of
manual processes between manufacturers and
CROSSMARK, which handles store-level merchandis-
ing activities for many large CPG manufacturers.

IN A SPECIFIC EXAMPLE, the manufacturer sends
CROSSMARK a work order, requiring its retail repre-
sentatives to confirm new-product distribution in
thousands of stores. This communication, which
previously entailed many manual steps, is now
dropped into an electronic template and distributed
to CROSSMARK's national retail staff in significantly
less time and with greater accuracy. CROSSMARK
then checks the stores for new items and provides
its manufacturers with distribution status reports.

CROSSMARK, using TDLinx, has successfully deliv-
ered similar retail-driven solutions for its clients.
“By aligning technology with retail services,
CROSSMARK has helped transform processes that
were conceptual just a year ago to reality,” says
Scott Taylor, Trade Dimensions executive vice pres-
ident and general manager.

“An automated approach increases the delivery of
our project requests while maximizing the integrity
of the information,” says Charlie Orndorff,
CROSSMARK CIO. "This collaborative solution
speeds up the audit and reporting process for our
client partners.”

“By creating this front-end system,” adds Joe
Crafton, CROSSMARK senior vice president-retail
operations, "we're able to respond more rapidly by
eliminating redundant routines and processes.
Additionally, by transmitting the TDLinx store and
account codes with the project information, we can
better align the required retail tasks with our field
staff. This process would not be possible without a

QUARTER / WINTER 2002

# Forum 8l



FOURTH QUARTER /[ W INTER 2002 B Forue i





