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What new services would customers like to see?

NAED research report gets the goods on customers” preferences.

BY JIM BRAIBISH

alue-added services represent a

way for distributors to distinguish

themselves to customers and

develop new sources of reve-
nue. A good service will strengthen the
bond between distributor and customer
while generating added profits.

When considering whether to launch a
new service, distributors should stick to
the basics, according to the findings of
the NAED research study Value-Added:
Assessing Service Offerings of Electrical
Distributors. The study was conducted by
Benfield Consulting.

The report suggests that customers
strongly prefer new services that expedite
product delivery or provide faster credit
on returns. According to the report, the
services that were ranked high, for the
most part, involved ways to make the
existing distributor-customer relationship
work better.

In contrast, the services ranked the
lowest involved challenging the line that
exists between the distributor and the cus-
tomer and/or attempting to steer custom-
ers into single-supplier commitments.

What are customers looking for?

Customers were asked what their preferred
services were from a compiled list of 20
potential new services. Four services stood
out as the most desirable:
1. Same-day delivery—86% interested
or highly interested
2. Emergency delivery in two hours—
73% interested or highly interested
3. Immediate credit on warranties and
returns—71% interested or highly
interested
4. Early-morning delivery—70% inter-
ested or highly interested
122
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Other concepts that attracted interest
ratings from 39% to 51% included:

v Offering boom trucks for delivering
heavy items

v Providing business management ed-
ucation services

v Providing consulting services

v Providing a way for customers to by-
pass the order counter

v Having an e-commerce site with pic-
torial content

Services rejected by customers in the
survey included:

v Kitting or subassembly

v Electric motor repair or rewinding

v Inventory management assistance

v Streamlined reordering via handheld
technology and automatic reordering

Overall, customers appear reluctant
to give up their traditional roles. The im-
plicit line of demarcation between the
distributor and the customer needs to be
respected, the report noted.

Focus on customer needs

The research summed up its findings by
stating that distributors need to exercise
great care in thinking about new service
development and implementation. The
emphasis should be on helping cus-
tomers to do their jobs more efficiently.
There should not be any suggestion of
encroachment, whatsoever, onto the turf
of the customer.

The report also suggests that distribu-
tors survey customers before launching
new services. (A survey instrument is in-
cluded in the report.)

Funding for this report and other ex-
panded industry research was completed
through the NAED Education & Research
Foundation’s Channel Advantage Partner-
ship (CAP) Council and Associates. The
CAP endowment has more than 41 con-
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“Value-Added: Assessing Service Offerings
of Electrical Distributors,” which is part of
the NAED Education & Research Foun-
dation’s expanded effort to fund industry
research, was developed from responses
from more than 400 customers representing
a full range of distribution markets.

tributing companies and has raised more
than $7 million since its inception in 2003.
To review other articles on this and other
research initiatives, go to the Current Re-
search page on www.naed.org.

Value-Added: Assessing Service Of-
ferings of Electrical Distributors is avail-
able in an electronic format at no charge
to employees of NAED-member com-
panies. The cost is $20 for a printed ver-
sion of the study. To access a copy of the
report, contact NAED Customer Service
at 888-791-2512 or customerservice@
naed.org. mmm

Braibish is the principal of Braibish Com-
munications in St. Louis. Reach him at
Jjbraibish@sbcglobal.net.

tedmag.com




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles false
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Gray Gamma 2.2)
  /CalRGBProfile (Apple RGB)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.3
  /CompressObjects /Off
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket true
  /DefaultRenderingIntent /Default
  /DetectBlends false
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize false
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Remove
  /UCRandBGInfo /Remove
  /UsePrologue false
  /ColorSettingsFile (Color Management Off)
  /AlwaysEmbed [ true
    /Symbol
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 150
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages false
  /ColorImageDownsampleType /Average
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages false
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 150
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages false
  /GrayImageDownsampleType /Average
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages false
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages false
  /MonoImageDownsampleType /Average
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly true
  /PDFXNoTrimBoxError false
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (U.S. Web Coated \050SWOP\051 v2)
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /False

  /SyntheticBoldness 1.000000
  /Description <<
    /DEU <>
    /FRA <>
    /JPN <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
    /ENU (Use these settings to create PDF's if you are not downloading low Res ads from AdSpring.)
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice




