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1. Private Label 
Products

2. Demand-Driven 
Channels

3. New Profit Models

4. Connected 
Customers

What does it mean for 
our customers and 
suppliers?

How can I generate 
new profitable growth 
for my business?

1. Private Label 
Products

2. Demand-Driven 
Channels

3. New Profit Models

4. Connected 
Customers

Facing the Force of Change®: 4 Trends
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Key Messages for Distributors

Technology is really about connecting with 
customers and suppliers, not about selling stuff.

The information and services wrapped around 
products are the sources of a distributor’s real 
value in the supply chain – and the keys to 
getting paid for this value.

Innovation — the development and adoption of 
new services, new business practices, and new 
ways of adding value — is the key characteristic 
of higher-profit, faster-growth companies. 
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Connected Customers

What do we do online?

• Communicate

• Get information

• Join communities

• Comparison shop

• Share experiences

• Create content

…and

• Buy stuff
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Internet users 
= 152 million

Broadband @ home
= 103 million

Internet & Broadband 
Adoption Rates for Adults (18+)
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Expectations of Online Interactions

Online ordering will not 
replace traditional ordering 
approaches.

…but many interactions are  
migrating online.

• Product info and specs

• Prices and availability

• My purchasing history

• Technical support
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Online Information

Customers will have access to 
more independent information. 

Is your sales force ready?

Customers will google to find new 
suppliers.  

Is your marketing budget ready?
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Threads
Posts
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Sales force evolution

Premises

• Field sales is an expensive 
way to provide information

• Customers will go online 
search to gather data from 
suppliers, distributors, and 
other end-users

• Salespeople resist change

Implications

• Reps should focus on solving 
problems, not reading 
documents and managing 
price lists

• You will have to lead them

• They need to understand 
what’s next

Sales Rep Homework Assignment: Imagine that you are a prospective 
buyer of electrical products. Go online and search for a supplier.

• Does a prospective customer find you – or your competitor?

• If a prospect finds you online, can they figure out what to do next?

• What other information is readily available? 
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How to connect with new customers

Closing the Deal

• Website has the name and 
e-mail of all sales people and 
key execs 

• All inbound requests are 
tracked to ensure follow-up

• Every unsolicited inbound 
e-mail gets a salesperson 
response within 8 hours

• Salespeople are trained how 
to write business emails

The Modern Group Ltd.

Best keywords to 
drive website traffic

Online marketplace that 
sends pre-qualified online 

quote requests

Custom storefront for used 
equipment and overstocks Products listed on third-

party industry marketplace

Online catalogue for 
warehouse products
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Data Sharing & Demand-Driven Channels

• Suppliers will get visibility 
into actual customer demand 
through the sharing of point-
of-sale data.

• The EDI transaction set 867 
(Product Transfer and Resale 
Report) is the foundation of 
point-of-sale data sharing in 
the channel. 

• Limited risk from data sharing 
as long as customers prefer 
to purchase via distributors.
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Lean Supply Chain Case Study: 
Pharmaceuticals

Problems

• Volume discounts encouraged 
distributors to place larger 
orders with suppliers

• Speculation around price 
increases put too much 
emphasis on purchasing

• Long lead times and/or poor 
service levels from suppliers 
forced distributors to build 
excess safety stock

• Suppliers only saw wholesaler 
orders and had little visibility 
into customers’ actual 
demand

Days of Sales in Inventory 
at Wholesalers

55
59

55

46

37
33

30 28

2
0
0
1

2
0
0
2

2
0
0
3

2
0
0
4

2
0
0
5

2
0
0
6

2
0
0
7

2
0
0
8

Lean Supply Chain Solution

• Data sharing from distributor 
to supplier

• New compensation models 
from supplier to distributor

• Distributor ROA up 50%
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Collaborative Data Sharing Case Study: 
Hardware

Cross-selling ideas from data 
aggregated across multiple distributors 

Additional field sales and technical 
support provided on joint customer calls

Key Supplier

Monthly point-of-sale data 
(flat file version of the EDI 867 standard)

Additional discounts for (a) transacting via EDI 
and (b) sharing POS data

25% increase in incremental sales of key supplier’s products
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Wrap-Up

The future has already happened, but it’s not 
equally distributed.

Success is about being smarter, not bigger.

How can electrical channel participants lead 
the way for your customers?
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Additional Resources

Facing the Forces of Change: 
Lead the Way in the Supply Chain

•Full report available at www.naw.org/ftf07

•Weekly blog at www.DistributionTrends.com

Many free articles and white papers at 
www.PembrokeConsulting.com

Free quarterly Trends newsletter




