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Enhance your professional edge with Fhyzics Business 
Consultants’ Micro-Learning Programs in Supply Chain 
Management and Procurement. Designed as focused, two-
hour Executive Development Programs, these sessions 
deliver practical insights and tools to solve real-world 
business challenges. Conducted in small batches for 
personalized learning, participants gain a deeper 
understanding of key supply chain and procurement 
strategies that drive efficiency and profitability. Each 
participant receives a certificate of completion, adding value 
to their professional profile and career growth. Whether you 
aim to advance in your current role or explore new 
opportunities, this program equips you with the knowledge 
and confidence to excel.

Micro-Learning Programs in 
Supply Chain Management & 
Procurement
Are you preparing for the CPIM certification through 
self-study? As an experienced supply chain professional, 
you already have strong practical knowledge—but some 
topics may still need expert clarification. Fhyzics Business 
Consultants bridges that gap with on-demand, topic-
oriented CPIM training sessions designed specifically for 
self-learners.

Whether you need guidance on a single concept or an 
entire module, our focused training helps you master 
complex areas quickly and confidently. Get personalized 
support, strengthen your exam readiness, and elevate 
your supply chain expertise—on your schedule.

Mobile: +91-900-304-9000 (WhatsApp)
Email: Certifications@Fhyzics.net

CPIM On-Demand Training 
for Self-Study Professionals
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Customer Metrics

1. Customer Service Level
Customer service level measures the ability of a company to 
meet customer demand without stockouts or backorders. It 
reflects how effectively inventory, forecasting, and 
replenishment processes support customer expectations. 
Service level is often expressed as a percentage, such as fill 
rate or cycle service level, and is a critical indicator of supply 
chain reliability. For CPIM, you must understand how 
service level decisions affect safety stock, cost, and 
customer satisfaction. Higher service levels increase 
inventory investment, while lower levels risk lost sales and 
customer dissatisfaction. Balancing service and cost is a 
recurring exam theme.

2. Fill Rate Metrics
Fill rate measures the percentage of customer demand met 
directly from available inventory. It can be calculated at the 
order line, item, or unit level. Understanding fill rate helps 
organizations track product availability and evaluate 
inventory planning effectiveness. CPIM emphasizes the 
difference between order fill rate, line fill rate, and unit fill 
rate. High fill rates usually require higher inventory levels, 
whereas low fill rates may cause lost sales or lower 
customer satisfaction. The exam expects you to understand 
how fill rate ties into service level, replenishment strategies, 
and supply chain performance.

3. On-Time Delivery (OTD)
On-time delivery measures the reliability of fulfilling 
customer orders within the promised time frame. It 
evaluates the effectiveness of scheduling, production
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planning, transportation, and inventory management. CPIM 
exams frequently test the relationship between OTD and 
lead time variability, production constraints, and logistics 
performance. Maintaining high OTD requires accurate 
forecasting, synchronized supply processes, and proactive 
communication with customers. Poor OTD performance 
leads to dissatisfaction, expediting costs, and potential loss 
of business. Understanding OTD helps quantify delivery 
reliability and supports continuous improvement efforts.

4. Perfect Order Metrics
The perfect order metric assesses the percentage of 
customer orders completed without errors—delivered on 
time, in full, damage-free, and with accurate 
documentation. It is a holistic measure that integrates 
multiple supply chain processes, making it a key 
performance indicator in CPIM. A perfect order failure in 
one dimension affects the entire score, reflecting the 
interconnectedness of supply chain activities. 
Understanding this metric helps identify cross-functional 
issues in order management, logistics, inventory accuracy, 
and data quality. The concept demonstrates how 
operational excellence impacts customer experience.

5. Order Accuracy
Order accuracy evaluates how correctly orders are picked, 
packed, and shipped to customers. High accuracy ensures 
customers receive exactly what they ordered, reducing 
returns and complaints. CPIM highlights the role of 
warehouse processes, systems such as WMS, and quality 
checks in maintaining accuracy. Inaccuracies increase costs, 
reduce trust, and affect overall service performance. This
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metric is essential in assessing process reliability, especially 
in high-volume distribution environments. Understanding 
order accuracy also helps identify root causes like data 
errors, mislabeling, or inadequate training.

6. Lead Time and Lead Time Reliability
Lead time reliability measures consistency in delivery time 
performance, reflecting the ability of a supply chain to 
deliver predictably. Customers value reliable lead times over 
faster but inconsistent ones. CPIM emphasizes the 
components of lead time—processing, manufacturing, 
transportation, and waiting time. Variability in any 
component negatively affects planning accuracy and 
customer satisfaction. Understanding lead time reliability is 
crucial for setting expectations, planning inventory levels, 
and ensuring operational stability. The metric is 
foundational for capacity planning and customer 
communication strategies.

7. Response Time
Response time measures how quickly a company can react 
to customer inquiries, orders, or service requests. It spans 
quote generation, order entry, issue resolution, and after-
sales support. In CPIM, response time is linked to process 
efficiency, customer communication, and system 
automation. Faster response times improve customer 
satisfaction and reduce the risk of lost sales. Measuring 
response time helps organizations identify bottlenecks in 
administrative or operational processes, enabling 
improvement initiatives. The metric also plays a role in 
supporting agile supply chain design.
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8. Backorder Rate
Backorder rate measures the percentage of orders that 
cannot be fulfilled at the time of request due to insufficient 
inventory. High backorder rates indicate issues in 
forecasting, replenishment, or supply reliability. CPIM often 
tests how backorder rate relates to service level, customer 
satisfaction, and financial impact. Tracking this metric 
enables planners to identify stockouts, evaluate inventory 
policies, and refine demand-supply balancing. Reducing 
backorders enhances service and reduces administrative 
and expediting costs. Understanding this metric is essential 
for managing customer expectations and operational risk.

9. Customer Complaint Rate
The customer complaint rate tracks the number of 
complaints relative to total orders or shipments. It provides 
insight into quality, delivery accuracy, packaging, 
communication, and overall service experience. CPIM views 
complaints as valuable feedback for continuous 
improvement. A rising complaint rate signals deeper issues 
in operations, quality, or logistics. Measuring complaints 
helps identify systemic problems and evaluate corrective 
action effectiveness. The exam may link this metric to 
quality management systems, customer satisfaction, and 
relationship management.

10. Customer Return Rate
Customer return rate indicates the proportion of products 
customers send back due to damage, poor quality, incorrect 
shipment, or dissatisfaction. High return rates signal process 
failures in manufacturing, picking, packing, or product 
design. CPIM tests your understanding of how return rate
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affects cost, customer loyalty, and reverse logistics. Effective 
tracking supports quality improvement, waste reduction, 
and proactive corrective actions. The metric is crucial in 
evaluating order accuracy, packaging effectiveness, and 
overall product performance in the marketplace.

11. Customer Satisfaction Index
The customer satisfaction index (CSI) aggregates survey 
responses, service ratings, and qualitative feedback into a 
score. It reflects customers’ perception of service, product 
quality, and communication. CPIM emphasizes how CSI 
supplements operational metrics by measuring emotional 
and experiential factors. A high CSI helps strengthen 
relationships and supports demand planning through 
improved customer loyalty. Low scores signal gaps in service 
performance or product alignment. Understanding CSI 
demonstrates how customer insights drive strategic 
customer service improvement.

12. Net Promoter Score (NPS)
NPS measures customer loyalty by asking how likely 
customers are to recommend a company to others. It 
categorizes respondents as promoters, passives, or 
detractors. NPS is a powerful metric for understanding 
customer relationships and future revenue potential. CPIM 
emphasizes the importance of customer retention and how 
NPS can signal risks of churn or dissatisfaction. High NPS 
correlates with repeat business and strong brand 
reputation. Understanding NPS helps organizations design 
service improvements and build long-term value.
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13. Customer Lifetime Value (CLV)
Customer lifetime value estimates the total revenue 
expected from a customer throughout their relationship 
with the company. It supports strategic decisions on service 
levels, relationship management, and resource allocation. 
CPIM emphasizes the link between operational 
performance and customer retention. Higher CLV often 
justifies investment in premium service or dedicated 
support. Understanding CLV helps organizations prioritize 
high-value customers and design differentiated service 
strategies. This metric connects financial and operational 
performance in customer service.

14. Order Cycle Time
Order cycle time measures the total time from order 
placement to delivery. It reflects process efficiency across 
order entry, picking, production, and shipping. CPIM 
highlights how cycle time impacts customer satisfaction, 
planning, and inventory requirements. Reducing cycle time 
improves responsiveness and reduces the need for high 
safety stocks. Measuring this metric helps identify process 
inefficiencies and supports lean initiatives. It is foundational 
in building competitive advantage, especially in fast-moving 
markets.

15. Quote-to-Order Time
Quote-to-order time measures how long it takes to convert 
a customer inquiry or quote request into a confirmed order. 
It is particularly important for customized or engineered-to-
order (ETO) products. CPIM emphasizes the coordination 
between sales, design, costing, and planning teams. Longer 
quote times can cause lost opportunities, while faster
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responses enhance customer experience. 
Understandingthis metric highlights the link between 
administrative efficiency and customer service 
performance.

16. Order Visibility and Tracking Metrics
Order visibility refers to how well customers can monitor 
order status from placement to delivery. Metrics include 
tracking accuracy, update frequency, and information 
accessibility. In CPIM, this relates to transparency, 
communication, and system integration capabilities. High 
visibility reduces uncertainty, increases satisfaction, and 
minimizes inquiry volume. Poor visibility can lead to 
frustration, even when actual delivery performance is 
acceptable. Understanding this metric highlights the 
growing role of technology in customer service.

17. First Contact Resolution (FCR)
FCR measures the percentage of customer issues resolved 
during the first interaction, without escalation or follow-up. 
It reflects process efficiency, documentation quality, and 
employee capability. CPIM emphasizes customer 
communication and responsiveness as key components of 
demand management. Higher FCR reduces handling costs 
and improves satisfaction. Low FCR indicates complexity, 
unclear processes, or inadequate training. Understanding 
FCR helps organizations enhance support systems and 
customer experience.

18. Customer Availability Metrics (ATP & CTP Accuracy)
Available-to-Promise (ATP) and Capable-to-Promise (CTP) 
accuracy measure how reliably a company can confirm 
product availability or capacity. These metrics assess the
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alignment of planning data, lead times, and production 
schedules. CPIM highlights ATP/CTP as essential for 
customer commitment accuracy. Inaccurate promises lead 
to late deliveries, backorders, and customer dissatisfaction. 
Understanding these metrics ensures reliability in order 
promising and demand-supply balancing.

19. Channel-Specific Service Metrics
Different customer channels—retail, e-commerce, 
wholesale, distributor—require tailored service metrics. 
CPIM emphasizes segmentation and customization of 
metrics. For example, e-commerce customers may value 
fast shipping and easy returns, while B2B buyers prioritize 
reliability and accuracy. Understanding channel-based 
metrics ensures service strategies align with customer 
expectations and operational capabilities. This concept links 
service performance with customer segmentation and 
supply chain design.

20. Cost-to-Serve Metrics
Cost-to-serve evaluates the total cost of delivering service 
to a customer, including warehousing, transportation, 
processing, and support costs. It helps identify unprofitable 
customers or service segments. CPIM highlights its role in 
balancing service and profitability. High service levels for 
low-margin customers may be unsustainable. 
Understanding cost-to-serve helps organizations design 
differentiated service strategies and optimize resource 
allocation. This metric is vital for aligning operational 
performance with financial goals.

*****
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Enhance your professional edge with Fhyzics Business 
Consultants’ Micro-Learning Programs in Supply Chain 
Management and Procurement. Designed as focused, two-
hour Executive Development Programs, these sessions 
deliver practical insights and tools to solve real-world 
business challenges. Conducted in small batches for 
personalized learning, participants gain a deeper 
understanding of key supply chain and procurement 
strategies that drive efficiency and profitability. Each 
participant receives a certificate of completion, adding value 
to their professional profile and career growth. Whether you 
aim to advance in your current role or explore new 
opportunities, this program equips you with the knowledge 
and confidence to excel.

Micro-Learning Programs in 
Supply Chain Management & 
Procurement
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Micro-Learning Programs in 
Supply Chain Management

1. Fundamentals of Supply Chain Management
2. Supply Chain Planning and Optimization
3. Demand Forecasting Techniques
4. Inventory Control and Management
5. Distribution and Logistics Strategy
6. Warehouse Layout and Operations Efficiency
7. Supply Chain Risk Management
8. Supply Chain Performance Metrics (KPIs)
9. Lean Supply Chain Practices
10. Agile and Responsive Supply Chains
11. Sales and Operations Planning (S&OP)
12. Supply Chain Network Design
13. Supply Chain Digital Transformation
14. AI and Data Analytics in Supply Chain
15. Supply Chain Sustainability and Green Logistics
16. Reverse Logistics and Returns Management
17. Supply Chain Collaboration and Integration
18. Supplier Relationship Management in SCM
19. Global Supply Chain Strategy
20. Transportation Management Systems (TMS)
21. Inventory Optimization Models
22. Demand-Driven MRP (DDMRP) Concepts
23. Blockchain Applications in Supply Chain
24. Supply Chain Cost Reduction Techniques
25. SCOR Model and Process Improvement



13Fhyzics Business Consultants  |  Certifications@Fhyzics.net  |  +91-900-304-9000

Micro-Learning Programs in 
Supply Chain Management …

26. Capacity Planning and Resource Allocation
27. Managing Supply Chain Disruptions
28. End-to-End Supply Chain Visibility
29. Cold Chain Logistics Management
30. Supply Chain Compliance and Ethics
31. Import–Export Procedures and Documentation
32. Managing Third-Party Logistics (3PL) Providers
33. Supply Chain Collaboration Technologies
34. Production Planning and Scheduling
35. Strategic Supply Chain Design Using Case Studies
36. Circular Economy in Supply Chain
37. Vendor-Managed Inventory (VMI)
38. Transportation Optimization Techniques
39. E-Commerce Supply Chain Models
40. Omni-Channel Fulfillment Strategies
41. Warehouse Automation and Robotics
42. SCOR DS Roadmap for Supply Chain Excellence
43. Customer-Centric Supply Chain Strategies
44. Supply Chain Finance and Working Capital 
Management
45. Supply Chain Data Visualization Using Power BI
46. Strategic Sourcing in Supply Chain Context
47. Supply Chain Benchmarking and Best Practices
48. Integrated Business Planning (IBP)
49. Supply Chain in Crisis Management and Recovery
50. Future Trends and Technologies in Supply Chain
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Micro-Learning Programs in 
Procurement

1. Fundamentals of Procurement Management
2. Strategic Sourcing and Category Management
3. Supplier Selection and Evaluation
4. Contract Management Essentials
5. Cost and Price Analysis in Procurement
6. Negotiation Strategies for Procurement Professionals
7. E-Procurement and Digital Tools
8. Procurement Planning and Budgeting
9. Risk Management in Procurement
10. Supplier Relationship and Performance Management
11. Sustainable and Ethical Procurement
12. Total Cost of Ownership (TCO) Analysis
13. Make-or-Buy Decision Frameworks
14. Procurement Policies and Governance
15. Procurement in Public vs. Private Sectors
16. Procurement Audit and Compliance
17. Procurement Data Analytics and Reporting
18. Procurement Scorecards and KPIs
19. Strategic Supplier Partnerships
20. Category Strategy Development
21. Managing Global and Offshore Procurement
22. Negotiation Simulation Workshop
23. Contract Law for Procurement Managers
24. Cost Reduction Strategies in Procurement
25. Supplier Risk Assessment Models 
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Micro-Learning Programs in 
Procurement …

26. Procurement Process Mapping and Improvement
27. Procurement Automation and AI Applications
28. Managing Procurement Teams Effectively
29. Procurement Ethics and Transparency
30. Procurement in the Digital Supply Chain
31. Vendor Consolidation Strategies
32. Spend Analysis and Optimization
33. Demand Forecasting for Procurement
34. E-Auction and Reverse Bidding Techniques
35. Inventory and Procurement Alignment
36. Procurement in Project-Based Organizations
37. Supplier Onboarding and Development
38. Procurement Market Intelligence
39. Measuring Supplier Innovation
40. Procurement in Times of Supply Disruption
41. Cross-Functional Collaboration in Procurement
42. Writing Effective RFPs, RFQs, and RFIs
43. Contract Negotiation Best Practices
44. Green Procurement and Circular Economy
45. Legal Aspects of Procurement Contracts
46. Performance-Based Contracting
47. Procurement Leadership and Strategic Influence
48. Cost Avoidance and Value Creation in Procurement
49. Managing Procurement with Power BI Dashboards
50. Future Skills and Trends in Procurement
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Fhyzics Business Consultants Pvt. Ltd.
Professional Training Partner of ASCM, USA

www.Fhyzics.net

CPIM aspirants may buy the CPIM 
Learning System and Examination 
Credits directly through ASCM Portal. 
When purchasing CPIM Examination 
Credit, please enter Referral 
Code XEFHYZ88 to receive CPIM 
Recertification Guidance for life.

ASCM Referral Code
XEFHYZ88
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