Delivering a Powerful Supply Chain
Customer Experience in Today’s
Complex Environment
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I What people think a supply chain is:
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I The ultimate supply chain metric: Delight
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Under the hood of the world
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The megatrends driving supply chain evolution
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I Supply Chains and Silos
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I Supply Chain Visibility and Control

Consumers

EMS Providers

Component Distributors Twilight Zone

Reps

Manufacturers

Smelters Midnight Zone
Mines
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I The most mature supply chain in the world: Energy

Estuarine Food Web
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} The highest volume supply chain in the world: The WWW

Google
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Google Search
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I High-tech supply chains

Highly Complex

Web @
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I The supply chain awakening

By 2023, at least 50% of large
global companies will be using Al,
advanced analytics and loT In

supply chain operations — Gartner
(2018)
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HYPE CYCLE

Interactive Hype Cycle

expectations
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Workforce Analytics
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Customer Intimacy —
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® Big Data \ Center of Excellence

Oscm eraas
Corporate Social I
[} - @ E t— Supply Chain Visibility
Responsibility \ Cost-to-Serve Analysis
[ ) ., \ Network Design
End-to-End Risk \
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Conversational Chatbots for Analytics

\_ Metrics and Performance Management
As of July 2018
time
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I Ecosystems and the supply chain

Eight Dimensions of
Business Ecosystems

@ Strategy
Openness
Participants
Relationships

Value Exchange

Industries

Complexity

@ Technology
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I The world is not flat and neither are supply chains

<

%

Plan Source W ELG Deliver

PMNUN\OW/ Supply Chain Services Company

Sustain

Monitor Source

Install

Deliver
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I Supply chain partnerships are not monogamous
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Suppliers Company Customers M
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I Supply chain are not chains
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Consumer

EMS Provider
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Bending space and time in supply chains

Faster quoting

Shortage resolution
Reduced lead times
On-time delivery
Perfect order index
Forecast accuracy

Supply chain orchestration
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4 a

Infrastructure
Platforms

Cloud and hybrid
cloud

SaaS

loT and edge
computing

Robotics

3D printing and
additive manufacturing

Autonomous vehicles
Drones

Quantum computing

SG >
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Integration
Ecosystems
Consortiums
Blockchain

Real-time and
streaming data

Open API's

Cybersecurity

N

~
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Data

Data lake
Multi-tenancy
Hadoop

Digital content
Big data analytics

Machine learning and
data science

4 )

Process

Personas

User experience and
information
architecture

Mobility

Digital twins

’ Cognitive computing ’

and artificial
intelligence

Chatbots
Social business

The digital supply
chain

N /

I The supply chain platform of the future

4 ™

Solutions
Demand shaping

Integrated business
planning

Procure-to-pay
Procurement
intelligence
business continuity
planning

Security, compliance
and sustainability

Supply chain visibility

Supply chain
optimization

Business models

N )

Risk managementand ’
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Presentation

User interface

Mobile applications
Data visualization
Alerts and notifications

Virtual/augmented/mix
ed reality

Voice

*as-a-Service
(services)

\_ )
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I The supply chain environment of the future

Outside-In

Mindset

Inside-Out
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Phase 2: Cross-
Functional
Processes/
Profitable Trade-Offs

Stage 3

Integrated
Value Chain

Agility
Risk
Total Cost
Collaboration

Phase 3: E2E Value Chain
Capabilities )

Stage 5

Value Creation
Ecosystem

Stage 4

Demand-Driven
Value Network

Innovation, Orchestration, Shared Value

Phase 1: Functional Excellence:
Building the Foundation

Stage 2
Scaling Stage 1
Supply Chain Siloed
Functions Execution

Cost

Target Revenue/Service

© 2017 Gartner, Inc
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I The supply chain people of the future

Figur

People as Supply Chain
Orchestrators

What degree of change to the
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ung "ona WOrKIorce ao you involverment control/orchestration of exceptions
anticipate technology and
automation driving in supply W Automation of routine tasks/ = | ittle or no automation
chain by 20257 processes only
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Supply planning  \— e
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Logistics & distribution S m
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New product introduction I L
Source: SCM World's 2018 Future of Supply Chain Survey % of respondents | n = 1,496
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I From customer service to customer experience

The Customer Experience Pyramid

Elements: Functions

For 75% of B2B organizations
and 40% of B2C Experience
organizations, customer

experience management is 2 e
still an immature capability usus)gn:,;;e:nmc

with a fragmented,
uncoordinated approach and Customer Journey
no clear leader - Gartner

Customer Service

© www.openmarketing.com.au 2014
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I What is an experience?

Three Components Of Experience

~ -
How does it Q’D c Does it do
make people &) % what people
feel? Q‘C % want it to do?
S | =
w S

Accessible

How easy is it for
people to do what
they want to do?
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I The ultimate supply chain metric: Delight
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Thank you!
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