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CII Institute of Logistics

PGDSCM / Certificate Programs

Assignment 2 for July- December 2011 Semester

(To be handwritten and submitted before 15.11.2011)

General instructions to the students:
· Write the assignment in your respective subjects only (4 or 5 subjects for a particular semester as per your program) 

· Write assignments separately for each subject and staple it.

· Then collectively put all the assignments in a stick file 

· The first sheet in your stick file should consist all the details, i.e.

1. Name, e-mail id, mobile number

2. Registration number

3. Course name

4. Semester

5. Contents- name of the subjects for which assignments are submitted.

6. Assignment number (1 or 2)
SUBJECT: CUSTOMER RELATIONSHIP MANAGEMENT
  “Your choice” Fashion Apparel

     “Your Choice” Fashion Apparels company is a very successful merchandiser of contemporary fashion apparel for both men and women. The company publishes a high quality product catalog and sends it to prospective customers, who then place orders by mail or by telephone calls. The customer base consists mostly of young couples with two incomes and no children. These customers receive catalogs from competitor fashion apparel companies as well.

    The catalog business is highly competitive and growing. It has become an alternative means of shopping for people who are just too busy to shop in retail stores.

   The company has developed an Internet based capability, “Your Choice.com” that provides full catalog and ordering services for “on-line” customers. The company’s website offers a new and effective way to interact with customers.

     “Your Choice” Fashion Apparels is regarded as the company that offers the best product assortment, product quality and customer service. Two critical customer service elements at “Your Choice” are that (I ) the company receives , packs and ships orders in a timely manner and (II ) the Product returns procedures are customer friendly. But the company’s product return practice is expensive and the top management is highy concerned about his.

  “Your Choice” Fashion does not produce any of the merchandise it sells. It contracts with manufacturers in India, Korea, Taiwan, China and Singapore to meet its largely seasonal product line needs. The company ships container loads of labeled and pretagged merchandise by intermodal transportation services to a centralised distribution centre in Dallas, Texas, Subsequent movements to individual customers are made by UPS and Federal Express.

 “Your choice” executives consider themselves to be in the “logistics business”. They consider that the company’s logistical capabilities are a key to its excellent reputation in the market place. However, managers at “Your Choice” are worried that customer tastes and company product preferences are beginning to change very quickly, sometimes in the middle of a selling season. Only a continued ability to react quickly to changing market place needs will distinguish market leaders from others.

Questions

1. Highlight the importance of logistics information system to “Your Choice” company.

2. What suggestions do you have for improving the company’s customer relationship management?

3. Discuss the types of logistics challenges that may be associated with the use by customers of the company’s on-line capability, “your Choice.com”?

