A

STRATEGEM
Al

Mastering the Materials Distribution
Matrix

A materials distributor connects siloed technical data, enabling its entire team to provide
expert answers rapidly—transforming complex inquiries from lost opportunities into secured
customer partnerships.

manufacturers to drive fundamental business transformation. We specialize
in building unified data platforms and deploying advanced Al workflows,
STRATEGEM effectively translating raw business data into true actionable intelligence.
Al This intelligence directly fuels dramatic improvements in sales

effectiveness—by equipping sales reps with the proactive insights needed to
secure high-value outcomes—and fortifies supply chain resilience—by delivering predictive
scenario modeling to minimize risk and optimize inventory control. Our advisory empowers
clients to achieve proactive fulfillment and establish themselves as indispensable strategic
partners. Contact info@strategem.ai today for more information.

Strategem Al, LLC partners with chemical/materials distributors and
A
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The Distribution Dilemma: Complexity as a Competitive
Hurdle

The modern chemical and materials distributor operates within a landscape of immense
complexity, a reality that often stifles growth and undermines service excellence. The
traditional model, relying on individual expertise and fragmented information, is struggling to
keep pace with customer demands for speed, accuracy, and technical insight.

Consider an organization at the heart of the polymer processing value chain, supporting
sectors ranging from high-precision injection molding to cutting-edge 3D printing. This
distributor manages a massive product portfolio, characterized by:

1. Supply Chain Depth: Over 20 principal suppliers, each contributing anywhere from 20
to 100 SKUs. This creates a long-tail inventory of thousands of unique material grades,
additives, and compounds.

2. Application Breadth: Serving an ever-expanding array of end-use applications utilizing
diverse processing methods, including film processing, slitting, compression molding,
and various extrusion techniques. A single material grade may have optimal
performance characteristics across five different processes.

3. Organizational Silos: Critical technical and commercial intelligence is often locked
within distinct departmental roles:

o Product Managers: Holding the deep knowledge about supplier specs and grade
variations.

o Technical Service: Possessing field experience on application performance and
processing troubleshooting.

o Sales Leaders & Salespeople: Managing customer relationships and commercial
strategies.

o Customer Service & Supply Planning: Controlling the real-time operational
execution.

This inherent complexity means that the most valuable asset—the connective knowledge

linking Product attributes, Processing methodology, and Application success—is scattered.
The result is a high-friction, high-latency service model.

Scenario 1: The Intelligence Gap and the Cost of Delay

In the traditional, knowledge-siloed model, a critical opportunity is often derailed by internal
friction.
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The Customer Query

A high-value customer, perhaps a technical buyer launching a new product, calls. They pose a
deceptively simple question to a Customer Service (CS) representative: “"Can | use product X (a
specific grade of additive) for application A (a new type of film processing)?"

The Inefficient Workflow

1. CS Disconnection: The CS representative, focused on order entry and logistics,
correctly notes that this is a technical question but lacks the product-to-application
data. The call must be escalated.

2. The Information Scramble: The query is routed to a salesperson. The salesperson then
begins an internal search: emailing the Product Manager, leaving a voicemail for
Technical Service, and checking old files. The delay begins.

3. The Tribal Knowledge Barrier: The necessary information—perhaps a successful trial
report from two years ago or a critical warning about processing parameters—does
exist, but it is buried in a share drive, an outdated CRM note, or an individual's email
inbox.

4. The Latency Trap: Days pass. The customer’s time-to-market window shrinks. When a
response finally materializes, it may be partial, hesitant, or delayed beyond the
customer’s decision-making timeline.

The Outcome

The Deal is Lost. The distributor’s latency signals a lack of competence and coordination. The
customer, needing speed and confidence, contacts a competitor who can provide an answer
faster, even if the answer is slightly less optimal. The organization incurs the cost of wasted
internal time and, more importantly, loses the opportunity to secure a long-term,
high-margin relationship.

Scenario 2: Intelligent Engagement and the Path to
Partnership

The Strategic Shift

The solution lies not just in compiling data, but in orchestrating a seamless flow of
intelligence and engagement. The distributor evolves by implementing:
o Better Data (Intelligence Hub): Creating a centralized, searchable repository where all
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product documentation, technical service reports, supplier training notes, and internal
success/failure case studies are tagged and cross-referenced (Product X + Application A
+ Process P = Success/Fail).

e Better Workflow (Automated Triage): Integrating the Intelligence Hub with the
Customer Service and Sales platforms to trigger immediate, coordinated actions.

e Better Intelligence (Proactive Guidance): Utilizing the hub to provide not just data,
but confidence scores and immediate expert identification.

The Intelligent Workflow

The same customer calls Customer Service with the question: "Can I use product X for
application A?"

1. CS Confidence: The CS representative enters the query into the system. The
Intelligence Hub immediately returns:

o Initial Guidance: "Yes, Product X is suitable for Application A under standard
processing conditions (Film Processing). Caution: Requires 15% lower temperature
than average.”

o Confidence Score: High (92%), based on a validated internal case study.

2. Coordinated Triage: The system instantly triggers a workflow:

o Technical Service: A ticket is automatically created for the specific Technical
Service expert responsible for Product X and flagged with the customer's name.

o Salesperson: The responsible salesperson is immediately notified via an internal
chat alert: “CS received high-potential query: Product X/Application A. Initial
guidance provided. Technical review scheduled for 9 AM tomorrow.”

3. Rapid, Expert Response: Within hours, not days, the salesperson calls the customer,
already equipped with the initial guidance. They follow up with a coordinated email
from the Technical Service expert, attaching the relevant internal case study and
offering a brief consultation call for the next morning.

The Outcome

The Deal is Won. The customer is delighted by the speed (hours vs. days), the precision, and
the immediate deployment of expert resources. The distributor has proven its ability to
manage complexity, coordinate internally, and deliver actionable technical intelligence. The
customer sees the distributor not merely as a supplier, but as a reliable, indispensable
technical partner.

Conclusion: Data as the Engine of Distribution Growth

In materials distribution, complexity is the new normal. The difference between Scenario 1
and Scenario 2 is the difference between organizational friction and organizational
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acceleration. By embedding intelligence—the connective tissue between products, processes,

and applications—into the daily workflow, distributors transform scattered knowledge into
market advantage, ensuring every customer query is an opportunity secured.

From Friction to Flow: Transforming the Customer

Experience

stributor workflows

Scenario 1: The Siloed Search

High Friction, High Latency

Customer Call
“Can | use Product X for
Application A"

C5 & Sales
Escalated. Unswre. Bagins internal
search.

The Infermation Scramixle
[Bottleneck)

Email Product Manager
oicemail Technical Service
Zearch old CRM notes
Check shared drives

[T] Latency Trap
' Days pass. Customer waits.

DEAL LOST

Customer contacts competitor.

Scenario 2: The Intelligent Triage

Seamless Flow, Intelligent Action

Customer Call
“Can | use Product X for
Application A"

=

Intelligence Hub
CS representative enters query.

Coordinated, Automated Triage

Salesperson: Alerted with high-
potential query.

Technical Service: Tickst created for
expart.

Customer Service: Gets initial
guidance & confidence score.

Rapid, Expert Response
Hours, not days. Coordinated
email & call.

DEAL WON

Customer secured a5 a technical partner.
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