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Appendix 1: Key to approaches used in the plan

1.1 Suppliers’ customer management strategy matrix
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1.2 Customers’ supplier management strategy matrix
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1.3 Relationship stages

[image: image3.wmf]Integrated

Interdependent 

Co

-

operative

Basic

Simple

Complex


1.4 Scales for assessing relationship and importance levels in Section A.2

	Relationship levels:
	
	Importance levels:

	The relationship reflected here is that between ExCo as a company and the individual in the customer. Individuals within ExCo may have good or bad personal relationships with each person, but that is not what this table captures. Record the customer’s view, even if it includes legacy opinions which you may regard as no longer valid.
	
	The level of importance recorded here should reflect the level of importance of this person in the development of the relationship with ExCo

	Level
	You/others in your company have:
	
	Level
	In developing supplier relationships this person:

	0
	never met this person, and they would know very little about us.  
	
	0
	is irrelevant

	1
	just an acquaintance with this person OR this person has a very poor opinion of us and/or vice versa.
	
	1
	has no influence or control

	2
	some dealings with each other, but not consistently, and we do not have anything more than a basic relationship OR this person has opinions about us which inhibit our relationship with them..
	
	2
	has influence / control over their own personal relationship with

providers

	3
	a reasonable understanding and a satisfactory working relationship with this person, but it does not extend to the exchange of confidences or special assistance. 
	
	3
	has influence / control over a defined group within the organisation



	4
	a good relationship, and work very well together. We are well-disposed towards each other and reflect that to our own companies.  
	
	4
	has a strong influence in the overall direction of the organisation

	5
	an excellent working relationship; we trust each other and have a high opinion of each other. We are good friends and go out of our way to help each other.
	
	5.
	the most/one of the most important/influential person(s) in the organization 


Worksheets

1. Customer’s organisation chart

Tip: can be constructed in PowerPoint and pasted in as a picture or scanned from customer’s document.

2. Customer’s market map

This is an important first step in understanding the customer’s business, and should not be omitted. Other analysis tools build on it. It is key to demonstrating your understanding of the customer’s environment.

Tip: can be constructed in PowerPoint and pasted in as a picture
(NB: Insert rows and change column widths and fonts as necessary in all following tables)

	3. STEEP analysis of customer’s environment

	STEEP factor
	Change/development
	Which means that?

	Social
	
	

	Technological
	
	

	Economic
	
	

	Ecological
	
	

	Political/legal
	
	


	4a. Customer’s Porter analysis 
	
	

	Market participants
	Segments 

Who are they?
	Micro environment factors 

What's happening with these people/companies?
	Importance H/M/L
	Opportunity or Threat O/T 

	Customer's customers
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Customer's competitors

(current, new, potential)
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Suppliers to customer
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	4b. Customer’s opportunities and threats statement
	

	Opportunities
	Importance H/M/L

	
	

	Threats
	

	
	


	5a. Customer’s value chain based strengths, including finance

	Value chain 
	Customer strengths
	Which means that?
	Different from competitors
	Important to customers

	Inbound
	
	
	
	

	Operations
	
	
	
	

	Outbound
	
	
	
	

	Marketing & Sales Operations
	
	
	
	

	Customer Service
	
	
	
	

	Strategy and planning
	
	
	
	

	Procurement and Finance
	
	
	
	

	Technology Development
	
	
	
	

	HR Management
	
	
	
	

	Management & Firm Infrastructure
	
	
	
	


	5b. Customer’s value chain based weaknesses, including finance

	Value chain 
	Customer weaknesses
	Which means that?
	Different from competitors
	Important to customers

	Inbound
	
	
	
	

	Operations
	
	
	
	

	Outbound
	
	
	
	

	Marketing & Sales Operations
	
	
	
	

	Customer Service
	
	
	
	

	Strategy and planning
	
	
	
	

	Procurement and Finance
	
	
	
	

	Technology Development
	
	
	
	

	HR Management
	
	
	
	

	Management & Firm Infrastructure
	
	
	
	


	5c: Customer’s view of competitors’ strengths and weaknesses

	Competitor 
	Competitor’s strengths
	Competitor’s weaknesses
	Overall assessment

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


	6. Customer’s SWOT and strategies

	Objectives
	Key strengths
	Key weaknesses

	Revenue  
	S1 
	W1 

	Profit 
	S2
	W2 

	Market Share
	S3 
	W3

	Key opportunities
	
	

	O1  
	
	

	O2  
	
	

	O3  
	
	

	Key threats
	
	

	T1 
	
	

	T2  
	
	

	T3 
	
	


	7. Customer’s critical success factors for ExCo

	Critical success factor
	A) Relative importance weighting 
	B1) Your company’s rating           0-10 
	C1) Your company’s score                A x B1
	B2) Best competitor rating  0-10
	C2) Best competitor score  A x B2

	
	
	
	
	*

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	100
	Total = .
	
	Total = .
	


* Name the ‘best competitor’.

	8a. ExCo’s Porter analysis 
	
	

	Market participants
	Who are they?
	Micro environment factors 

What's happening with these people/companies?
	Importance H/M/L
	Opportunity or Threat O/T 

	The key customer 
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	ExCo's competitors

(current, new, potential)
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	ExCo’s suppliers 
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	8b. EXCO’s opportunities and threats statement
	

	Opportunities
	Importance H/M/L

	
	

	Threats
	

	
	


	 9a. ExCo’s value chain based strengths, inc. finance

	Value chain 
	ExCo strengths
	Which means that?
	Different from competitors
	Important to customers

	?
	
	
	
	

	?
	
	
	
	

	?
	
	
	
	

	Marketing & Sales Operations
	
	
	
	

	Customer Service
	
	
	
	

	Strategy and planning
	
	
	
	

	Procurement and Finance
	
	
	
	

	Technology Development
	
	
	
	

	HR Management
	
	
	
	

	Management & Firm Infrastructure
	
	
	
	

	9b. ExCo’s value chain based weaknesses, inc. finance

	Value chain 
	ExCo weaknesses
	Which means that?
	Different from competitors
	Important to customers

	?
	
	
	
	

	?
	
	
	
	

	?
	
	
	
	

	Marketing & Sales Operations
	
	
	
	

	Customer Service
	
	
	
	

	Strategy and planning
	
	
	
	

	Procurement and Finance
	
	
	
	

	Technology Development
	
	
	
	

	HR Management
	
	
	
	

	Management & Firm Infrastructure
	
	
	
	


	10. ExCo’s SWOT and strategies

	Objectives
	Key strengths
	Key weaknesses

	Revenue
	S1 
	W1 

	Profit
	S2
	W2 

	Market share
	S3 
	W3

	Key opportunities
	
	

	O1  
	
	

	O2  
	
	

	O3  
	
	

	Key threats
	
	

	T1 
	
	

	T2  
	
	

	T3 
	
	


	11: Strategy valuation

	Statement of strategy

	Strategy A
	

	Strategy B
	

	Strategy C
	

	Strategy D
	

	Strategy E
	

	
	TY+1
	TY+2
	TY+3
	3 year total

	Strategy
	Sales

€
	GM

€
	Resource

€
	Net

€
	Sales

€
	GM

€
	Resource

€
	Net

€
	Sales

€
	GM

€
	Resource

€
	Net

€
	

	Strategy A
	
	
	
	
	
	
	
	
	
	
	
	
	

	Strategy B
	
	
	
	
	
	
	
	
	
	
	
	
	

	Strategy C
	
	
	
	
	
	
	
	
	
	
	
	
	

	Strategy D
	
	
	
	
	
	
	
	
	
	
	
	
	

	Strategy E
	
	
	
	
	
	
	
	
	
	
	
	
	


	12: ExCo’s strategy priorities for customer*

	Strategy prioritisation criteria
	A. 

Relative importance weighting 
	Strategy A
	Strategy B
	Strategy C

	
	
	B1.

Rating    

0-10 
	C1.

Score      

A x B1
	B2.

Rating    

0-10 
	C2.

Score      

A x B2
	B3.

Rating    

0-10 
	C3.

Score      

A x B3

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	100
	Total =
	
	Total =
	
	Total =
	


* Repeat table to evaluate more than three strategies

	13. Customer attractiveness assessment

	Account attractiveness criteria
	A) Relative importance weighting 
	B) Account rating      0-10 
	C) Account score       A x B

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	100
	Total = .
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