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Thisisthe most authoritative and complete guide to planning, implementing,
measuring, and optimizing world-class supply chain order fulfillment and
customer service processes. Straight from the Council of Supply Chain
Management Professionals (CSCMP), it brings together up-to-the-minute
knowledge and best practices for all facets of order fulfillment and customer
service process management, from initial customer inquiry through post sales
service and support. CSCMP and contributor Stanley Fawcett introduce crucial
concepts ranging from customer order cycles to avail able-to-promise and supply
chain RFID to global order capture networks.

The Definitive Guide to Order Fulfillment and Customer Service imparts a deep
understanding of each crucia process, helping readers optimize your most
important customer contacts. Coverage includes:

- Basic concepts of order fulfillment and customer service, and their essential
rolesin meeting customer expectations

- Key elements and processes in order fulfillment and customer service, and
interactions amongst them

- Principles and strategies for establishing efficient, effective, and sustainable
order fulfillment and customer service processes

- Thecritical role of technology in managing order fulfillment and customer
service processes

- Requirements and challenges of global order fulfillment and customer service
processes

- Best practices for ng the performance of order fulfillment and customer
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service processes using standard metrics and frameworks

For al supply chain and operations managers, students, and other business
professionals and decision-makers who are concerned with order fulfillment or
customer service.
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Thisisthe most authoritative and complete guide to planning, implementing, measuring, and optimizing
world-class supply chain order fulfillment and customer service processes. Straight from the Council of
Supply Chain Management Professionals (CSCMP), it brings together up-to-the-minute knowledge and best
practices for all facets of order fulfillment and customer service process management, from initial customer
inquiry through post sales service and support. CSCMP and contributor Stanley Fawcett introduce crucial
concepts ranging from customer order cycles to available-to-promise and supply chain RFID to global order
capture networks.

The Definitive Guide to Order Fulfillment and Customer Service imparts a deep understanding of each
crucia process, helping readers optimize your most important customer contacts. Coverage includes:

- Basic concepts of order fulfillment and customer service, and their essential roles in meeting customer
expectations

- Key elements and processesin order fulfillment and customer service, and interactions amongst them

- Principles and strategies for establishing efficient, effective, and sustainable order fulfillment and customer
service processes

- Thecritical role of technology in managing order fulfillment and customer service processes

- Reguirements and challenges of global order fulfillment and customer service processes

- Best practices for assessing the performance of order fulfillment and customer service processes using
standard metrics and frameworks

For all supply chain and operations managers, students, and other business professionals and decision-
makers who are concerned with order fulfillment or customer service.
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Editorial Review

From the Back Cover
Plan, Implement, M easur e, and Optimize World-Class Fulfillment and Service Operations

- Supports al learning objectives of the Order Fulfillment and Customer Service module (Learning Block 8)
of CSCMP SCPro Level One certification

- Covers concepts, principles, terminology, elements, processes, strategies, technologies, linkages to other
business functions, metrics, and more

- From the field' s leading practitioners and researchers: the Council of Supply Chain Management
Professionals (CSCMP)

Fulfillment and customer service are where business reputations and rel ationships are instantly won and | ost.
The Definitive Guide to Order Fulfillment and Customer Service isthe most authoritative, complete, best-
practice guide to excelling in these crucial supply chain processes.

Whether you're a practitioner or a student, the authors help you thoroughly understand all facets of modern
fulfillment and customer service. They help you clarify how your customer envisions value, so you can
deliver on the metrics that matter most to them. Then, starting from this customer-centric foundation, they
guide you through optimizing key processes, designing better strategies, configuring more effective
fulfillment networks, leveraging new technology, and using metrics to improve.

Throughout, key ideas are supported by examples, charts, graphs, summaries, references, and more:
everything you need to master the concepts and apply them in your own career.

The Council of Supply Chain Management Professionals (CSCMP) is the preeminent worldwide
professional association dedicated to the advancement and dissemination of research and knowledge on
supply chain management. With nearly 10,000 members representing nearly all industry sectors,
government, and academia from 67 countries, CSCMP members are the leading practitioners and
authoritiesin the fields of logistics and supply chain management.

About the Author

The Council of Supply Chain Management Professionals (CSCM P) is the preeminent worldwide
professional association dedicated to the advancement and dissemination of research and knowledge on
supply chain management. With nearly 10,000 members representing nearly all industry sectors,
government, and academia from 67 countries, CSCM P members are the |eading practitioners and authorities
in the fields of logistics and supply chain management.

Stanley E. Fawcett isthe John B. Goddard Endowed Chair in Global Supply Chain Management at Weber
State University. Stan taught at Michigan State University and Brigham Y oung University before joining
Weber State. Stan is an innovative, award-winning teacher who has taught academic and executive programs



in Asia, Europe, and North and South America. He has published more than 130 articles and six books on
supply chain topics. His research has recently appeared in the following leading journals: Decision Sciences
Journal, Journal of Business Logistics, Journal of Finance, Journal of Small Business Management, and
Journal of Supply Chain Management. Stan is the coeditor-in-chief of the Journal of Business Logistics.
Stan’ s two core philosophies are mentoring and collaboration. His greatest satisfaction as an academic comes
from helping colleagues and students achieve higher levels of personal and professional success.

Amydee M. Fawcett, PhD, is Assistant Professor of SCM in the John B. Goddard School of Business and
Economics at Weber State University. Dr. Fawcett’ s research explores the dynamics of effective
collaboration in avariety of settings, including collaborative planning, forecasting, and replenishment
(CPFR) and humanitarian assistance and disaster relief (HADR). She has coauthored ten articles, including
two best papers: the E. Grosvenor Plowman Best Paper Award from CSCMP Educator’ s Conference and the
Hal E. Fearon Best Paper Award from Journal of Supply Chain Management. Her teaching focuses on
supply chain relational dynamics.

Users Review
From reader reviews:
Michael Vu:

As people who live in the actual modest era should be update about what going on or data even knowledge to
make all of them keep up with the erathat is always change and move forward. Some of you maybe will
probably update themselves by examining books. It is a good choice in your case but the problems coming to
you actually is you don't know which one you should start with. This The Definitive Guide to Order
Fulfillment and Customer Service: Principles and Strategies for Planning, Organizing, and Managing
Fulfillment and ... of Supply Chain Management Professionals) is our recommendation to cause you to keep
up with the world. Why, because book serves what you want and want in this era.

Krystal Harris:

Reading a publication tends to be new life style within this era globalization. With reading you can get alot
of information that will give you benefit in your life. Having book everyone in this world may share their
idea. Publications can also inspire alot of people. A lot of author can inspire their own reader with their story
or even their experience. Not only the story that share in the ebooks. But also they write about the data about
something that you need case in point. How to get the good score toefl, or how to teach your Kids, there are
many kinds of book that you can get now. The authors on this planet always try to improve their proficiency
in writing, they also doing some study before they write with their book. One of them is this The Definitive
Guide to Order Fulfillment and Customer Service: Principles and Strategies for Planning, Organizing, and
Managing Fulfillment and ... of Supply Chain Management Professionals).

Susan Garrard:

Reading a book to become new life style in thisyr; every people lovesto go through a book. When you study
abook you can get alot of benefit. When you read textbooks, you can improve your knowledge, because
book has alot of information in it. The information that you will get depend on what forms of book that you



have read. If you would like get information about your review, you can read education books, but if you act
like you want to entertain yourself you are able to afiction books, these us novel, comics, and soon. The The
Definitive Guide to Order Fulfillment and Customer Service: Principles and Strategies for Planning,
Organizing, and Managing Fulfillment and ... of Supply Chain Management Professionals) offer you a new
experience in examining a book.

Henry Stanton:

Reading a book make you to get more knowledge as aresult. Y ou can take knowledge and information
originating from a book. Book is prepared or printed or descriptive from each source which filled update of
news. In this modern eralike today, many ways to get information are available for you. From media social
like newspaper, magazines, science publication, encyclopedia, reference book, new and comic. Y ou can add
your knowledge by that book. Ready to spend your spare time to open your book? Or just trying to find the
The Definitive Guide to Order Fulfillment and Customer Service: Principles and Strategies for Planning,
Organizing, and Managing Fulfillment and ... of Supply Chain Management Professionals) when you
necessary it?
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