N i
6N\  Whatis @M@@@M@Eﬁ value?

Cus'romer' valgégé@\decf?ned as:
uStomer perceives the
e\;\@Ht ﬁa anys offerings, including

pr'oguc s, services & other intangibles

Customer value dimensions:
= Conformance to requirements
= Product selection
= Price and brand
= Value-added services
= Relationships & experience



Customer Retention
e.CO: V¥

Firms invest consﬁ@mﬁ@effor’rs in attracting new
cus’romer's &A fpﬂ&‘lookmg the importance &

%de/é(ﬂ 8 a@ ng existing customers:

v'Costs of winning new customers are much higher
than the cost of keeping customers

v Existing customers have tendency to buy more than
new customers

v'Loyal customers will increase spending over time

v'Retained customers are likely to be willing to pay a
premium




Measuring Customer Retention
Customer retention can be nggﬁﬂred by
comparing the num \Rlntity of
cusTomers‘Qg’m&R waPoints in time:

enie™

had last year are still our
customers this year?

While insights are offered by looking at the
percentage of customer retention, it is also
important to look at their spending



Breaking Eyen

Revenue/Cost e. (‘,0 Profit

A a\
($) o \QO‘esAg Sales Revenue

J\€ e B0 :

(G,\’ 20 reak even
P P Total
Cost

Loss ‘ Variable Cost

Fixed Cost

Volume of Activity
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Direct vs. Indirect Cos'rs ®§

Looking at costs ga\@cq‘ or mdmec’r
means Io m&éﬁmllocahon toa

WM“}B

@ Direct costs can be linked to a particular
product

@ Indirect costs cannot be directly
associated to a particular product



Basic Cost Calculations

v Total Cos‘rsﬁdd(eﬁaf})

(Om

o4 e“’l‘o’ral%@g

77 O

cO- oY
e Costs + Fixed Costs

nue = Price x Quantity Sold

v Profit: Total Revenue - Total Cost >0

v' Break Even: Total Revenue - Total Cost = 0O

v' Loss: Total Revenue - Total Cost <0




Logistics Mission extends across
Functional Bounear'ies

Logistics/supply chain
mission A

Logistics/supply chain
mission B

Logistics/supply chain
mission C

WH4HCO94CO




Action Point

3.4-3

Logistics mission statement

Express in words your company's m\Séi@(;M)%menT for logistics
eS9

Can you identify any individual missions within the mission
statement that you just wrote?




