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Marketing Through Operational
Excellence 
To set you above the rest.
“ Take responsibility for the transaction you initiate, From enquiry to delivery” 
This paper reflects a heavy industrial slant based on an OEM machinery dealer. The ideals and general grist is adaptable for any other like industry. As a procedure this attitude can be included in the Product and Promotion elements of the Marketing Mix.  Operational Excellence is the most powerful tool for maintaining business and keeping repeat Capital business. I write mostly in point form, for ease of reading and often to make the point more thought provoking. Think about applying to your situation.

1/ Customer Service in the After Market. Product Support. This is the nub of this paper.
A; Who is your client?
B; Top 80%, By volume, Value, Sales.
C; Target those not yet clients.
D; Consider the Bottom 20% can you improve them.
E; Encourage the sharing of information between  external sales people and internal sales and operational personal.



2/ Interaction with Clients.
A; Talk and get to know the person, always find time to stop, say hello and have a short chat.
B; Learn about them and their issues.


3/ Staff Attitude.
A; Good product training. 
B: Fitters bad mouthing product. Often your fitters will badmouth product, they are sent to repair, This needs to be trained out of them, make them say good things about your brand.
C; Accounts departments being unresponsive. They can cause trouble by being small minded and not see the bigger picture.


4/ Always look for support alternatives.
A; There are mostly more than one solution to a machine down situation. You can use a ‘ Double Lip Seal, when a Single Lip Seal is Required’ 


5/ Workshop repairs done correctly and on time and at fair market price.
A; Ensure and sign off on work, no loading of hours. Most machine owners will always have a good idea on how long a mechanical job should take.


6/ Understanding your clients needs and recommending the best product.
A; Understand the industry in which your products are required.
B; A good working knowledge of industrial process.
C; Training should be given on the different market segments you operate in.



7/ Training and motivation ( All Departments)
A; Treat each department evenly, no use treating service (Maintenance) like super stars and Spare parts as inferior. Don’t want the whipping boy, syndrome.



8/ Working with subcontractors.
A; Warehouse, Transport, Ensuring transport companies can provide assistance and react when things go wrong. A direct line of interface needs to be established , official and unofficial. Problems often occur when you have 3rd party warehousing and dispatch.



9/ Flow and system and always able to provide the client with relevant information.
A; Do you have a documented consistent work flow, that is visible.


10/ Operating in difficult and remote locations.
A; A big advantage can be obtained by providing outstanding support in difficult and remote locations.


11/ Competitive environment.
A; How to standout in an even market, a lot of similar products, and level pricing.



12/ Continuity of customer service and responsibility.
A; All interactions handled  in the same manner, with staff taking responsibility for each interaction they handle.



13/ Separation of responsibility.
A; The process of supply often requires many different hands, this required you to be able to look in and provide client information.


14/ Outline of work place.
A; Outline of functions I.e. Spare Parts, Service , Accounts.


15/ How Marketing can relate to the work place. 
A; High level of service, all departments increased the value of your service to the end user.
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