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Customer Intimacy Disciplined Supply Chain Strategy
in Ceramics Industry

A Case Study

Student : Terry S.L. Tsai Advisor : Anthony F. Han, Ph.D.

Master Program of Management for Executives
National Chiao Tung University

ABSTRACT

This thesis examines the operations of C Company to adopt the most effective supply
chain strategy, thus strengthening its competitiveness in the Asian market. Several action
plans and operational models are also developed to ensure that the company studied herein
can implement them effectively. Based, on. research of value chain and supply chain of the
Asian ceramic industry and C company, as well as the research of the property and SWOT
analysis of C company, our results indicate that the C company should apply not only a
conventionally adopted supply= chain strategy, i.e.; attempting to achieve reduction of
overhead costs and a quick customer tesponse.in.the field of inventory control, transportation
way, facility decision and information technology; ‘but also the most valuable approach to
their customer, e.g., technical service.

It means the cased study also should apply the customer intimacy strategy to offer the
total solution to their customers. At present, with the advantage of inherent core competence
of cased company — excellent technical service team, consistent quality through mass
production and location close to the main market, the cased company should enhance or
expand their core competence to compete with the main foreign competitors from Spain and
the local low-price competitors, owing to the cased company have better advantage on
customer relation and location. However, comparing with China ( low price ) competitors, the
cased company can offer better advantage of product leadership and technical service to the
customer if the cased company can provide better technical service and threshold price level

to the customers.

However, good strategy is not enough unless the strategy will be through by executed to
the result. Therefore, this thesis also tries to propose the detailed action plan and operation
model for the cased company to apply the supply chain strategy of the customer intimacy. At
last, owing to the limitation of resources, the strategy execution will suffer some difficulties;

some points of personal view and recommendation will be illustrated in this thesis too.
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S 1 E
i & ® it ® b
(what we sell ) eF LA B B @ FMEs
JRF% ® JRiE ik 4F B ® I jurik

(how we do business) |® = if |+ ® i A L PRI*

FA KR [14]

3. #7eniid £ P|(The new rules of competition)
2R L AR Rl R A R
R T e
E R 3. M EEEH 5N 13;)3 Mo
ERA - G A4 BV ERZ B E2 it L0 e
4. W {8 4F H 27 {1:¥ (Value Leadership and Profit)
BPHEAAEETEE=S " 5 &R 2> A (Best Total Cost) » & i& & &-(Best Product)
2§ it = 2 f2;4-(Best Total Solution)£!i% % & % /2 » 4§ 2-6
Ak A
e it A W LR
Best Total Cost Best Product
A & 4 3 MRBA RS 4+ A% ;}-gl@gw’f_ﬁug@@
ERMEG ~FTERILLEND g4
(e i .#'\w%?Z&’v#%'Fi’EEH R
Z_ae Ao
, LS ARRAE
PR i FrARRET
Best Total Solution
AAY BRMBEAS RERE
FEET R LI 2 PRI
fRA-B A AR AL

1 2-6 1 A7 2
FAL &R 1 [14]

5. % HAT = iR

Treacy and Wiesema [14] &7 H4f $= 2 Pl2 77 7 2t i Vi 2 % @A & 1B
G 2] %;Jﬂ" Z N g j‘—_ﬁrz fE AR F A E{a AR %%li" (Product Leadership ) ~
5 ¥ ifaA%Ap %;Jﬂ" ( Operation Excellence ) ¥ Bg % % AR %ﬁ ( Customer Intimacy ) -
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(1) i® % ig4%(Operational Excellence)

et

HHEZ T2
)ﬁ' B EPRAY 0 TR
'&["E] 2—7 ’—'"]‘7[: o

B AT S R 2
+
EA

52 PRSI AT
L e 7 Wal-Mart FHEE

G o Bl

4 i
-7 k2 BRE T
mﬁ%,

“’ﬁ RE

2
; 7\.\,%

-2&'. ,%‘; ‘ 'f""zt\'.s‘ ,;?..ﬂ :ﬁ" @ % o
-RETL P B T ﬁ&% b, -—-iiﬁiﬁgﬁi
- e e i i
e, 'ﬂi;‘ﬁé_l -Q%’:fﬁl]iﬁﬁ,\o
R
-f_ig@'[ilﬁls\i AR E
- R SR

Bl 2-7 7% HAE PR oE W
TR kR ¢ [14]
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(2) A &4 ¥ (Product Leadership)

B SAR %ﬂ;ﬁzl"}éﬁ LhAF2 A & * Fl- X7 R 0 @ & & £
Ao A& A TR o Blde I NIKE @ # i g ’*E{ér‘%’%ﬁ%@jﬁ » T
Aol R 2 S B A A A ST o do ] 28 9T e
< fu
A E LS
SCHeRR £ 372 "‘*’ 55;,\‘.;
I‘Qt)«
-4 # I‘?ZB"H ~ Bk
k) P i fe R
- i - AT E - A G
- BRSSP0 ERE - A AR RIATR
2B BT kRl e - A& A E
3

TP
- A ﬁf A j—i ,:Li AU
- A LiTz fr’;"g\A?
L iy

B 2-8 A S-AF H i P Rk B
o kR L [14]
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(3) % = # % (Customer Intimacy)

EEMBZ P RBESF A RBEZF A QAL HE 2 & K-
EASEF AR 2ZHY > A Y A K- WA Z A NREE 0 Ra (TR RAX
S P2 REAEST A ERRRE P HA IR R AR A B F R E

CRBUAPEBRE TR -AAS G FRAZRILAFDRAL - Ao R

BOA g 42 TR AR
- EEREFA LS - Eppesapgn B - JlBA S Ee
] 15 —- LR EE |- R v aER
- BAERN 2 B HIT - B R - EE AL KERE
* e kol 3
FRpH

L S LR E S
Sl Y A=
- B REE D 2 AT

A

B 2-9 2 ABZ R K E
FH %R [14]
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6.

FHAE

HIEERAED T > B2 PR I 4o B % A (no frill)2- - F - F A - &4 3
Ti¢i:a%ﬁf%%2“’&%wﬂ%“ PREz BB LA 0 BARARA L
FR HE SRR R AP R AP D D2 fFA S R R EBELES

¥ -

#%ﬁ1p°r*&%ﬁséii%m%@%mﬁﬂkaﬂ%’h%a}%

%23 BEA A (F2HiE

T4 ipAx A A Al S
2 P T S ”. [ ] ﬁ’»“ﬁ;é’& ”i‘—-;’
x}i B T_i ® i K8 ® LirA 5 - 2;
P ® SRMPIT @ FRAES S (@ jRLE L
=T % 7 N
. \ l":?’ > //E',E,);n
. ® 45 o ¢ BrmEAE
P T AR . . |®F ¥ &
® = & JRikik I o
" + ® 5 ® - kR
cypp  |COEPRY S@ s e
v ® 7 iy O FIH Y FET @ RIFE A
LB e e |® BB IR AL ‘ LI U
_—L-g FI_‘_LZ' )’l\'% F‘ s ® i 1"::\ ;‘: e VAR
%

gl - BE G EFE ¥ 3 ¥ &2 ¥ = (Creating a unique/valuable position) -
KA - PR ETr2plE e g ARERLEE . lilJ'li\—” Carmike
Cinemas E# #H3 F 20 F 4 3 = » & 2 TR fm 220 X 03 3 F o

L%"a‘& #* A&7 & #(What not to do?) -

Wt 2 & AR RBP4 58/ 7 B QP A o bl4e Maytag 2 4 B x5
Eooefs ki pAEOBE LS 27 FRJUETE

£l F B ¢ 2 i pe i (Creating “FIT” among activities.)

R e g dEdd o ViR E g PRt gL B AN e bldr £
MR E T sy o R A ERRG R ERFIGE AL L -
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2.7 #& 44137 Strategic Innovation[7]
LoAsds Kog 2 RIRTT B 0% o
(1) €3z =2 L5 o
(2) £ AL o
(3) £ 482 3 58 A o
(4) EaTREIHARS N EY o

(5) M7 IppEbAcde L3 AR5 o
SRR
VR GREE P g R
VER PRI RE S REFY

2. XPF A FEERG F A
(1) frwidzunp@r o
(2) trwi 4 Lq* o

(3) #HEfwi 4 o

16



«:‘i—

ck’ -

1235

g AN

’ﬁ%W%ié%a’;ﬁ%%aiéiﬁﬁ’

=
E*\E

AR
ES

\mm

;

SR REET LB A blheps B 1 A S AE o0 MR LALFRES
B RERARLSOREE S AR A G kLB i - R A
AR L PROE S o KEEEFOFE > L REMA (ceramic tile) % & hE B o
%a_@@&é’i§@ﬁﬂiiﬁ%§ﬂﬁ”’F%4{ﬁﬁﬁiﬁ°d%@@@%
BEZ > R*GHFs o TP UEES T O BAASTRIGEESRK ZPAR
%ﬁu@@é@%’ﬁi%ﬁﬂ%@@;#ﬁ%ﬁV’”iﬁiﬂ%ﬁ
hf L BRSNS LRl B o - HIFHEAD F2 AR AT
Ao A B2 REAR AR S BT g o

3.1 2 hEat g g ek Re T

FHMa T PRSP 3 F ABROFE RUEDRZ 22 FEAD
BIRE A AEEFOROTE S E R D o AR £ AE %F’“@v’ [13'\
SiEE 3,000 £ Az SR F REGFRLALE > A H ARBOLHRTEF o W
Bre R AL LY AR REN R BT Aok 31

4 3-1 ¥ Rt g2 R

N Countr 1999 2000 2001 2002 b ofWorld oy
ank Y (sqMusmill) (SqMrsmill) (SqMrsmill) (SqMusmill) PO 2001 10 2002
1 China 1,600 1.600 1,700 2.100 35.6% 23.5%
2 Spain 602 621 638 651 11.0% 2.0%

3 Italy 606 632 638 632 10.3% -5.0%
4 Brazil 428 453 473 508 8.6% 7.4%
5 Indonesia 130 200 220 230 3.9% 4.5%
6 Turkey 150 175 150 162 2.7% 8.0%
7 Mexico 130 138 167 159 2.7% -4.8%
8 India 85 97 109 150 2.5% 37.6%
9 Iran 60 71 78 105 1.8% 34.6%
10 Vietnam 29 55 95 105 1.8% 10.5.%
11 Thailand 70 56 63 90 1.5% 42.9%
12 Egypt 42 50 65 83 1.4% 27.7%
13 Malaysia 50 58 67 72 1.2% 7.5%
14 Portugal 60 64 66 69 1.2% 4.5%
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Count 1999 2000 2001 2002 hoof World g o
Rank  “OUMY  (qo Musmill) (SqMers mill) (SqMursmill)  (SqMurs mill)  Preduction 00 "5002

2002
15 Russia 25 30 45 58 1.0% 28.9%
16 USA 59 60 55 58 1.0% 5.5%
17 South Korea 39 48 50 56 0.9% 12.0%
18 Germany 64 62 57 54 0.9% -5.3%
19 Japan 54 54 53 51 0.9% -3.8%
20 Poland 30 35 46 49 0.8% 6.5%
21 UAE 30 40 40 48 0.8% 20.0%
22 France 50 49 44 41 0.7% -6.8%
23 Taiwan 88 68 45 37 0.6% -17.8%
24 Morocco 23 30 35 35 0.6% 0.0%
25 Algeria 30 30 30 30 0.5% 0.0%
26 Czech Republic 27 30 30 29 0.5% -3.3%
27 Colombia 25 26 26 26 0.4% 0.0%
28 Philippines 22 25 25 25 0.4% 0.0%
29 South Africa 9 15 15 20 0.3% 33.3%
30 Tunisia 15 i 17 19 0.3% 11.8%
Total 4,632 4,887 5,142 5,142 97.0%
Total World
Production 4,841 5,107 5,348 5,348 100.0

The 30 Major Manufacturing Countries Cover Almost 97.0% of World Production.

FTH kR 6]

12002 &P WA AN AR 2ZEAY AR (BE R 35.6%)

Btz B F R (e 323%) o ¢ Rt mEAldi J‘él—ﬁ%ﬂl’\mrﬁ #’

I~ﬁ—1r‘r’?;’§{l’;‘§;\1inx ’fﬂ.%"""]’ll l‘ﬁ']g A;\Pbﬁlﬁog_:_&gu,rr

s A ERE T E SRS Y 0 3 2002 & © 7é§5%°ﬁi?7ﬂ%*i’r‘i%£%
£ (%5 B > A BHRSEL YA ’&#~ EES TN Y ST

%
RPRA T S AR -

',"HT:’K’%’J' wUIT7 (ﬁﬂléﬁ.ﬁﬁlll%) ,“’_‘Lﬂ(?%"ﬂ\@]éf,ﬁﬂfﬁ#
?gg\@;ﬁ»og}%:«y@_f_ﬂiﬁﬁﬂ«f équ—»‘ﬂ# Ew%ﬁ‘;iy EAD/F S G

I g - rrgr S s R Edd H-JIEB a7 o

FZ22ARMIEXT (AEEE R 103%) > BT S RK G FE 0 41
R HEMNB A BART - R AR e &R 5% LR

;-H—%?‘I":'DJ‘E— ?IL rw °
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3.2

TR AEREe A AR (H18.6%) 0 2 ASTRL SHi AR
T O ERMA IR AR AR ERELER O FI 1A AR BAE
B (L9EE R 1.0%09%07%) 2 2 $#2 Z& A FpEAFFT
18 H s

SR FGET o R RPN E ko

P AR R AR S DR B A AR ’azﬁaﬁw?;%ﬁﬁﬁ%@’?
fiEegd A Sannid c ML EA G T E,gggﬁ;]ﬁ% hE s LR

ﬁﬁﬁkfﬁéﬂmﬂ+’ﬂ%{ﬁkﬁﬁmm’E?%%ﬁ@ﬁﬁﬁﬁ
Hip %o BROEDrHE & IR@EPEE Sp d il o Fpt o Sy B85 Ji
ﬁyér%’psefimﬁi’*—r’xﬁ%@ BRI EERCTEEAS T

N PR v J-.ik»ﬂdf’%i']i« W oo
SV T X Sy WTPRTOE

d Y 2B A2 R RA TR HEAEZE R e
FoBRrE R WESLD W2 EMAE R EE A 32 n R EE 3,021
ﬁ@bj‘%*ﬂl%i’d?’rmﬁﬂﬁl%»L_}_Tj:’rﬁi;‘?—c‘ D BEIEE R e B

Pkl Y B N B T B #’5%117&%*%&"’%%?{%@
AR ib&’:}iﬁirﬁl?»zi-’ F;%J”@s% 2 3 7 VR A R

432 2002 & & )1@@4@*%* f

e = B 1"%U%wf§)
1 PR B 2,100
2 B A 230
3 R 150
4 A 5 105
4 = ¥ 105
6 3 R 90
7 5 %5 EH 72
8 i R 56
9 poA 51
10 oA 37
11 E RN 25
i 3,021

THRKR D AT ﬁﬁ: nER
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BN AY > BERMLEF AP ERBANE SGHTE B TR
H i AR 2 ) f#_{zrﬁ]}]o
2 R ERR T —p> 5 =
fo R R S —> T

Bl 3-1 B it et 45
TR KR AFY

BARA AR RS RAZ IR T AR AR R T 2 R
PEHEE AREB RN I M LEER S AR HEHE LT A
PO B M A LR MNP IR LR R AR R F LR
ARG AR QTS L EHR R SRR AR

ER SR N R Jg-]}f,;ﬁ\ Lh,f@ig_} §g{?fm;+:;t%’d%.~ﬁ ¥ B R R
**’@@ﬁ PRk ﬁua ET ’Fé "'r#"ﬁz&@ Bd BEHE Y SHE S

33 AL (27) § @ 2%4§%:;

I NS
PHETEALERA TR A ERE > Tl S AB %I04 323

% 33 AR A4 H o= 375 %
N
BN WA | #EEk | BREA | FEEA | R4
PRy 93.8 12.5 3.8 14.9 125
ke R 92.4 12.0 3.6 12.0 120
L 90.0 14.4 4.2 11.4 120
Y 70.0 12.0 3.0 15.0 100
T 86.6 12.7 4.6 13.3 116.25
A 74% 11% 4% 11% 100%

TR KR AT FNER
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d 14330k (BAE)fEsmd > WS As (74%) 1 &34 o
ﬂ%$$%é@@%ii£$i’ﬂ&ﬁﬁﬂé*iﬁuﬁﬁﬁﬁﬂ&#%ﬂ

WAz 1t F oI RE P ms Hgd S Aok 34

234 L REARE Rl S A B R

T
. p
& TR (S HRESA| RESA | A1aAh | HEHP
3 15.0% 25.0% 15.0% 15.0% 30.0%
Lo 20.0% 20.0% 20.0% 25.0% 15.0%
s 12.5% 30.0% 24.0% 6.0% 27.5%
* ok 15.0% 30.0% 25.0% 10.0% 20.0%
T
3 15.0% 25.0% 20.0% 18.0% 22.0%
T 15.5% 26.0% 20.8% 14.8% 22.9%

TR AR A R

EREE S AT AR S R REA AR RE SR BH[T oo A
Tiom T HAE A EREE S A 26% AR S A LR L ke w T S H R
Bar BRARF A RY - BAUG A AREAYEERAR IR G L
EFF2Z - o Rd o -rRBIRSAZ RO FRATAS BRI R EEAES K
B B £ty PHARANIF 8 (Deeppocket) 2 ¥ > & £i&r K
# (entry barrier) 7 B o - RITEMARI RY| T 22 ERL A5 - £ - 02
A (3,000 ~5,000m>/ % ) K FHLFIH YIS % - BA 2y TERAKS0 £ 3
4 ERF S B#BMALNEFCAL L AP FEAHLANE 23 B2 18 RF] -

19454 4 (Michael E. Porter ) 323 4~ 47[10] > £ £ 3 A A 3L BH Lt
ABZR R FAARLY BEHEEL IR R ITHRI DR
i ’7&%5137&@ I VR SN L S RURN 3 LR S
HEA FAMEA > THEES A BB LR (4o 3-2) o @ BB RE- B RE
OB E S AR (B A) X 8 (BgLIR) - gEFamEd ﬂ\‘»ﬁéﬁ-rﬁﬁéiﬁ.

Lo ALk A2 AF S RLEFY oo | W32
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BAEERN A ) E A AR EGHABME G - REMAR o - 154 A
A ﬁﬁaﬁ‘ﬁ#gﬂ; (25~30 ffl.) ’ f‘;f ié_ %llelf;(gbf‘r’kjm'{ 3 i}"i‘;ﬁlr‘é

i ? A A R 4 B R B E RS A lz?m*ﬂigﬁ v e a Sﬁfﬁ‘é 243 ¥
ARG 2 AR 34 B g sl G IR - R LA N
A iG AR AR e X R S - AT - REAR
135 RGBS I E 0 TR T EA ¢ FRRE B - A RIF R

FOTERE P HT RS EAFE A ?ilg%\ﬂw A o 2 ;
HEFE S7S hv- T E R A AR EHY T RE G IR
A R o

%?%@’“*L?”<&*$‘ﬁ§‘?ﬁﬁﬂ)”’@%%ﬁﬁ
Boft-mil fFa s BRG R - BAN B B FE RS
RABRmrRe F@TEHG TR AR 9|]41r:§'d 2B mRA KR T
BNpRd ~ Btk o e iiii o @@mu%@_;_@i_ LS B EX R SR
BHASDLEN  RBARA G P16 R - PEATIET LR LT
F13R blAcER A IR apmE T2 K3 10F 20 @ ? R pgHEr
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2 FEEBEY E

iz Philip Kolter [8]2 AF Z P A 47 ¢ BEZ 5 i KA Lo f Bk 2 v A
SEBERERT L TR P E AR SRR R Bk R B
% ® (customer delivered Value) RS kR 2§ @ (total customer value) £
9 ekp £ = & (total customer cost) = —‘F‘? enE FE o

B R GUEE O A AR Y A S RIS E 1
£ m FERAREE S K G B E Y ¢ ¢m’ﬁw?é?éwﬁmﬁ%w@im
FARE o do@l 3-3p

R
et
=N
!

AR E PR A% f_ﬁ_||::>ﬂj % ¥ E

NEETY =R %@$$L¢g%$$

1.3

B 3-3 AL @i ek 2 7%
'}'j»/)/g'l [ ]

“}&

W“’@ﬁlﬁmiﬁﬁﬂ§ﬁ%“fﬁi§ﬁﬁ%%ﬁé ER NI
e LA R IR B 2 fEE @‘Si?f}" e E,«‘fﬁ%d Jaof ey B AT BT kiR
el - @x@ﬁ¢mou rﬁ%%m@ﬂmx P

(1) A&HE N R TRAIS2ZEALEE LR -
WE A RE S PR ERAR BRI A e
A G 7 E PRGE o
(B) ARRE M AP REIRBARZT > FEBNEER -
PRI R o
(4) %G EARPSPLAE2 2PHF ARG o

2. FWEE S AREE

(=
(1) f %= (Monetary Cost) : BAIHEEE 2 AT 2 £3F = &
(2) FFE = 4~ (Time Cost) : BpEBZH A KL F 4 ¢ _@\4 A % i o
=
P2

]'L.. ig\lj\o

'
o

(3) # 4 %4 (energycost) :BEZ ZHF » @ * W RPAESNTF L T4 o
(4) w4 & & (psychiccost) :AEZE ZHER » @ % H BB A SR 2

f””m@?<@@@w ) Ao AR EAL RE LR
B PR ARE A RE 2 ﬁwé%’ﬂﬁ’uﬁ@%wﬁ*@@# EESR
AR AL AR E (£ 800) > HRMASS ARTAEME £vi- D
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333 A A 9 5T AR

1. 2 FHegmhy g 7% .
(1) =4 -
(2) F& oAl o
(3) gpd — kftmd £ o
(4) s sk~ 3 424 o
(5) =T HFR- -
(6) ok i e

2. BT H R
(1) ka2~ BB~ R e

(2) & 25 e~ FRE R~ S F R~ X R
(3) A 0 FiA ~ungi s dnin (e~ Bk S B

(4) Fa (F B L AV SRV SEP LZT S RAE R
(5) @@ tm s B R

3. BALIER 2RI
(D) REFT -
(2) & emyy o
(3) K =#pt
(4) FExpez o

4. BAL T
(1) % ¢ HmikEit -
(2) s Ag Y -
(3) W& jemibr i 3T o
(4) Bo /& 5P o
(5) ~ L -2 73k o
(6) = APzl kgigy o
(7) /ppeiteu@* » FHs»Sk { & o
(8) Fd pARIC» Lo Wiy = flsck o

5. A &R FARE
(1) RFE@REp
> EFE- 50
% & w%‘rfﬁ' °
f,J fg;‘]
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%]

iifxn

>
>;§_
A

P

K
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d Fengp e o
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BRI
25 @( ] g e o
A AF W endE e o
-4 Vﬂvjm#,g"’ga °
x%‘ﬁi B g fe o

YV V VYV V V VY V

34 BAZEMERE MBI A

d 32 SEMA ¥ KR AT 33 S22 BgMA ¥ BT TR
LEAPBEAEEY B REE T E (THB20%) - F7 o BEAL
Flask e L L g2 3o ook s R B R il &
B2H TR CBER S FREERMERD c B TR Aot L2 P
H’%ﬁﬁ%kéAi?ﬁ’wﬁﬁ#@{#ﬁ%%ﬁ@f%%*ﬂﬁ&ﬂo
{3 A BHRITI ARG 2 e (Max Factor) - ) f 4 sAER 2
Ao R BFed L hRe g Flawiadk o FlRH 6 B -0 B E o A
BARRKT S FREFRRAENL AT BALRTRAPLT- B
2 & e

MEd AR B RES IR 2253k > ¥ RA SEBA S T A
AT TEYBEIOPRALEE SR AR o HRTFL RS
A EAGET RV FA LS

Z o v A F R (1000-1250 ) o i@ * g o~
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