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CPIM On-Demand Training
for Self-Study Professionals

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




Customer Service Methods

1. Definition and Role of Customer Service in Supply Chain
Customer service represents how well a company meets or
exceeds customer expectations regarding product
availability, delivery reliability, responsiveness, and
communications. It is a core competitive differentiator and
directly influences demand, customer satisfaction, and long-
term retention. In supply chain terms, customer service is
measured by order-fill performance, lead-time adherence,
and flexibility in meeting unique customer needs.
Understanding customer service as a strategic capability
helps align supply chain policies with market expectations
and ensures that service-level decisions—such as delivery
promises, inventory positioning, and order-handling
processes—support organizational goals.

2. Customer Service Policy Development

A customer service policy defines service goals, rules,
commitments, and boundaries. It clarifies what levels of
service the company will offer, how performance will be
measured, and what tradeoffs must be managed. Policy
development includes segmenting customers,
understanding service-cost impacts, and aligning service
levels with profitability. The CPIM exam emphasizes how
policies prevent inconsistencies, reduce conflict between
sales and operations, and guide decision-making around
inventory, delivery, backorders, and returns.

3. Order Winners, Order Qualifiers, and Service Design
Order qualifiers are basic requirements customers expect,
while order winners differentiate a company from



competitors. Customer service methods must align with
these attributes to maintain competitiveness. Companies
may compete on speed, reliability, customization, or
flexibility. For CPIM, it is essential to understand how
service design determines inventory positioning,
transportation strategies, warehouse operations, and
delivery promises. Misalignment results in high cost or low
customer satisfaction.

4. Service-Level Agreements (SLASs)

SLAs formalize expectations between the company and
customers regarding lead times, fill rates, response times,
product quality, and service availability. They support
transparency, manage expectations, and create
accountability. SLAs guide supply chain planning by defining
required capacities, inventory levels, and fulfillment
capabilities. CPIM candidates should understand how SLAs
affect scheduling, costs, demand variability, and
performance measurement. Poorly constructed SLAs
increase penalties, costs, and customer dissatisfaction.

5. Lead Time Management

Lead time includes order processing, manufacturing,
picking, packing, shipping, and delivery. Effective customer
service requires minimizing and stabilizing lead times. CPIM
emphasizes how lead-time variability impacts safety stock,
forecasting accuracy, and customer satisfaction. Lead time
can be reduced through process improvements,
automation, improved supplier reliability, and better
logistics coordination. Managing lead time also involves
setting realistic commitments and continuously improving
end-to-end cycle times.



6. Order Processing and Order Cycle Efficiency

Order processing includes order entry, verification, credit
approval, scheduling, picking, packing, and shipment.
Efficient order cycles improve customer satisfaction, reduce
delays, and lower operating costs. CPIM highlights
techniques like EDI, automation, rule-based allocation, and
error reduction. Inefficiencies create backorders, missed
shipments, and customer complaints. Mastery includes
understanding how order-cycle time influences demand
signals, cash flow, and supply chain responsiveness.

7. Fill Rate and Order Completeness Metrics

Fill rate measures the percentage of customer demand met
immediately from available stock. It is one of the most
important customer service performance indicators.
Variants include order-fill rate, line-fill rate, and unit-fill
rate. These metrics help assess inventory effectiveness,
forecast accuracy, and service capability. CPIM focuses on
how companies balance high fill rates with cost, avoid
stockouts, and determine the best inventory policy for each
product segment.

8. Perfect Order Index

The perfect order index measures the percentage of orders
delivered without error—correct quantity, correct product,
on time, damage-free, and with accurate documentation. It
is a comprehensive indicator of operational excellence.
CPIM emphasizes how improving this metric requires cross-
functional coordination across warehousing, transportation,
packaging, and information systems. A high perfect order
index improves customer retention, reduces complaints,
and enhances profitability.



9. Backorder Management

Backorders occur when customer demand exceeds available
supply. Effective backorder management includes
prioritization, communication, lead-time updates, and
inventory allocation rules. CPIM highlights how backorders
affect customer satisfaction, supply chain costs, and
forecasting error. Companies must decide when to
backorder, when to expedite, and when to cancel or
substitute. Reducing backorders requires better planning,
capacity management, and safety-stock policies.

10. Stockout Prevention and Recovery

Stockouts damage customer relationships and reduce
revenue. Prevention strategies include safety stock, better
forecasting, cross-docking, supplier collaboration, and
improved replenishment. Recovery strategies include quick
replenishment, partial shipments, product substitutions,
and customer communication. CPIM emphasizes the
relationship between stockouts and inventory strategy,
service levels, and supply chain resilience.

11. Customer Segmentation for Service Levels

Not all customers require the same service level.
Segmentation allows differentiated service based on
profitability, volume, strategic value, or order patterns.
CPIM stresses the use of ABC/XYZ analysis, cost-to-serve
metrics, and value segmentation to design appropriate
service offerings. Segmentation improves resource
allocation, supports customer satisfaction, and prevents
overservicing low-value customers.



12. After-Sales Service and Support

After-sales service includes installation, warranty support,
repairs, spare parts, and customer assistance. It directly
influences customer loyalty and future sales. For CPIM,
understanding spare-part planning, service-level targets,
and failure-rate forecasting is important. After-sales
operations require high availability of critical parts,
technical expertise, and efficient service logistics.

13. Returns and Reverse Logistics Management

Returns management involves receiving, inspecting,
restocking, refurbishing, or disposing of returned products.
A strong returns process protects customer relationships
and enhances sustainability. CPIM emphasizes return
reason codes, warranty processes, and reverse logistics
flows. Efficient reverse logistics reduces costs, recovers
value, and supports circular economy initiatives.

14. Customer Communication and Transparency

Proactive communication about availability, lead times,
delays, and order status improves trust. CPIM highlights the
importance of real-time information systems, visibility tools,
and exception alerts. Transparent communication prevents
misunderstandings, reduces complaint handling costs, and
improves forecasting through collaborative planning.

15. Multichannel Service Strategy

Modern customers place orders through multiple
channels—online, retail, mobile apps, distributors, or inside
sales. CPIM emphasizes the need to synchronize inventory,
pricing, and fulfillment across channels. Poor multichannel
service leads to stock imbalances, lost sales, or inconsistent



customer experiences. Mastery includes understanding
omni-channel fulfillment and real-time inventory visibility.

16. Measuring Customer Satisfaction

Measuring satisfaction requires surveys, Net Promoter
Score (NPS), complaint analysis, and service-performance
metrics. CPIM stresses linking satisfaction outcomes with
operational drivers such as fill rates, defect rates, and
delivery reliability. Feedback loops help drive continuous
improvement and service redesign.

17. Customer Expectation Management

Expectation management ensures customers receive
realistic commitments. This involves setting achievable lead
times, communicating constraints, and offering alternatives.
Overpromising leads to dissatisfaction, whereas clear
expectation management builds long-term loyalty. CPIM
highlights the need to balance customer promises with
operational capability and cost.

18. Service Recovery and Complaint Resolution

Service recovery is how a company responds to service
failures. Effective recovery includes quick response,
corrective action, compensation, and follow-up. CPIM
emphasizes root-cause analysis, continuous improvement,
and escalation protocols. Strong recovery processes
transform dissatisfied customers into loyal advocates.

19. Cost of Customer Service

Customer service has costs—inventory, capacity, labor,
technology, expedited shipping, and returns. CPIM requires
understanding cost-to-serve analysis, marginal service cost



curves, and the diminishing returns of extremely high
service levels. Companies must find an optimal balance
between service goals and profitability.

20. Customer Service Integration with S&OP

Customer service data feeds directly into S&OP—especially
demand planning, inventory strategy, and capacity planning.
Service-level targets influence demand prioritization,
scenario planning, and resource allocation. CPIM highlights
how S&OP uses customer insights to align supply plans with
market needs, resulting in realistic commitments and
improved service performance.
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Micro-Learning Programs in
Supply Chain Management &

Procurement

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.
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Micro-Learning Programs in
Supply Chain Management

. Fundamentals of Supply Chain Management
. Supply Chain Planning and Optimization

. Demand Forecasting Techniques

. Inventory Control and Management

. Distribution and Logistics Strategy

. Warehouse Layout and Operations Efficiency
. Supply Chain Risk Management

. Supply Chain Performance Metrics (KPIs)
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9. Lean Supply Chain Practices

10.
11.
12.
13.
14.
15.
16.
17.
18.
19.
20.
21.
22.
23.
24.
25.

Agile and Responsive Supply Chains

Sales and Operations Planning (S&OP)
Supply Chain Network Design

Supply Chain Digital Transformation

Al and Data Analytics in Supply Chain
Supply Chain Sustainability and Green Logistics
Reverse Logistics and Returns Management
Supply Chain Collaboration and Integration
Supplier Relationship Management in SCM
Global Supply Chain Strategy
Transportation Management Systems (TMS)
Inventory Optimization Models
Demand-Driven MRP (DDMRP) Concepts
Blockchain Applications in Supply Chain
Supply Chain Cost Reduction Techniques
SCOR Model and Process Improvement

Fhyzics Business Consultants | Certifications@Fhyzics.net | +91-900-304-9000 1



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 Bl
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
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Fundamentals of Procurement Management
Strategic Sourcing and Category Management
Supplier Selection and Evaluation

Contract Management Essentials

Cost and Price Analysis in Procurement
Negotiation Strategies for Procurement Professionals
E-Procurement and Digital Tools

Procurement Planning and Budgeting

Risk Management in Procurement

. Supplier Relationship and Performance Management
. Sustainable and Ethical Procurement

. Total Cost of Ownership (TCO) Analysis

. Make-or-Buy Decision Frameworks

. Procurement Policies and Governance

. Procurement in Public vs. Private Sectors

. Procurement Audit and Compliance

. Procurement Data Analytics and Reporting

. Procurement Scorecards and KPlIs

. Strategic Supplier Partnerships

. Category Strategy Development

. Managing Global and Offshore Procurement
. Negotiation Simulation Workshop

. Contract Law for Procurement Managers

. Cost Reduction Strategies in Procurement

. Supplier Risk Assessment Models

Fhyzics Business Consultants | Certifications@Fhyzics.net | +91-900-304-9000
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Micro-Learning Programs in
Procurement ...

26.
27.
28.
29.
30.
31.
32.
33.
34.
35.
36.
37.
38.
39.
40.
41.
42.
43.
44.
45.
46.
47.
48.
49.
50.

Procurement Process Mapping and Improvement
Procurement Automation and Al Applications
Managing Procurement Teams Effectively
Procurement Ethics and Transparency
Procurement in the Digital Supply Chain

Vendor Consolidation Strategies

Spend Analysis and Optimization

Demand Forecasting for Procurement

E-Auction and Reverse Bidding Techniques
Inventory and Procurement Alignment
Procurement in Project-Based Organizations
Supplier Onboarding and Development
Procurement Market Intelligence

Measuring Supplier Innovation

Procurement in Times of Supply Disruption
Cross-Functional Collaboration in Procurement
Writing Effective RFPs, RFQs, and RFlIs

Contract Negotiation Best Practices

Green Procurement and Circular Economy

Legal Aspects of Procurement Contracts
Performance-Based Contracting

Procurement Leadership and Strategic Influence
Cost Avoidance and Value Creation in Procurement
Managing Procurement with Power Bl Dashboards
Future Skills and Trends in Procurement
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Fhyzics Business Consultants Pvt. Ltd.
Professional Training Partner of ASCM, USA
www.Fhyzics.net

ASCM Referral Code
XEFHYZ88

Certifications@Fhyzics.net

+91-900-304-9000

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.



	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15

