
 
 

 
 

 

 

 

 

 

 
 

Improving the communication process in a distribution 

department of an engineering firm      

 
 

Ernesto Castañeda Diaz Cortes 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 



Abstract 
 

20 May 2021 
 

 
Author(s) 
Ernesto Castañeda Díaz Cortes 

Degree programme 
Degree Programme in International Business, Haaga-Helia University of Ap- 
plied Sciences 

Report/thesis title 
Improvement in the communication process of the 
distribution in an engineering firm 

Number of pages 
and appendix 
pages 
35+1 

 
This thesis aimed to demonstrate how the resources of a supply chain in an 
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This thesis demonstrated that there are some value propositions as a result of 
business process standardization. The research gives an insight as to the 
motivation why most multinational engineering firms try to continually improve 
their distribution by solving the internal communication to achieve standardized 
business processes with the aim of auditing and accreditation. 
 
In conclusion this thesis is recommended to be applied in companies whose 
branch is in the same area of lack of communication in their supply chain for 
more effective distribution. 
As well as any company that wants to improve its income by saving resources. 

Keywords 
Effective communication, resource-saving, supply process, distribution 
department. 
 



Table of contents 

 

Abstract ................................................................................................................................. 2 

Table of contents ................................................................................................................... 3 

1 Introduction ..................................................................................................................... 4 

1.1 Project Objective ................................................................................................................. 4 

1.2 Project Scope ...................................................................................................................... 5 

1.3 International Aspect ............................................................................................................ 5 

1.4 Benefits ............................................................................................................................... 5 

1.5 Elements considered ........................................................................................................... 6 

1.6 Stakeholder ......................................................................................................................... 6 

1.6.1 Stakeholder 1: ................................................................................................................. 6 

1.6.2 Stakeholder 2: ................................................................................................................. 7 

1.6.3 Stakeholder 3: ................................................................................................................. 7 

1.6.4 Stakeholder 4: ................................................................................................................. 7 

1.7 Risks & Risk Management .................................................................................................. 8 

2 Key concepts................................................................................................................... 9 

2.1 Distribution .......................................................................................................................... 9 

2.3 Communication ................................................................................................................... 9 

3 Case company .............................................................................................................. 10 

4 Theoretical Framework ................................................................................................. 11 

4.1 Implemented distribution ................................................................................................... 11 

4.2 Implemented communication ............................................................................................ 14 

4.3 Distribution process ........................................................................................................... 15 

5 Methodology.................................................................................................................. 17 

5.1 Investigation to determine the current situation with its distribution, how it is working, and 
organize....................................................................................................................................... 17 

5.2 Determine how the distribution process impact the clients ................................................ 19 

5.3 Develop an efficient communication strategy .................................................................... 20 

5.4 Provide practical training to the staff in charge of the related areas ................................... 23 

6 Results .......................................................................................................................... 25 

7 Conclusions................................................................................................................... 29 

8 References .................................................................................................................... 33 

9 Appendix ....................................................................................................................... 35 
 
 
 
 
 
 
 
 



4  

1 Introduction 

 
The standardization of distribution processes or of any service or product related to the 

supply chain, increases credibility by exhibiting the ability to satisfy the needs, requirements 

and expectations of users. 

(ISO, 2019). 

In the beginning of 2020, the company Fluidcontrol SA de CV created a new division as an 

emerging reinvention of a family business founded in 1994, which is mainly focused on the 

development and manufacture of equipment and systems for the healthcare industry such 

as food and personal care, beauty care, Pharma, etc. 

The imminent closure of many industries due to the COVID 19 pandemic, forced 

Fluidcontrol to open a new sector that focused on disinfectants for the domestic and 

commercial market, promoting the safety that everyone needs to have as part of their daily 

routine and personal hygiene. At the beginning of March 2020, they incorporated a new 

position in the workforce. The position of a Logistics Manager. I was given this position.  

The existing engineers would now support the production, and the bottling and the 

manufacture of systems for series production. The administrative department would now 

focus on sales and the creation of a network of distributors throughout the Mexican 

Republic. 

As the new Fluidcontrol Logistics Manager I had experience working in a French factory for 

household products, in which I had great results by streamlining communication between 

the distribution areas and the manufacturing process. 

As the benefits of having an optimized supply chain are that every company that buys and 

sells should consider saving considerably in economic and human resources and especially 

in time. The challenge is to work the same amount of time, producing more, and most 

importantly, reducing costs. 

"Business process management affects process performance in various ways, eg quality, 

cost, time, flexibility" (Afflerbach & al. 2016, 335). 

 
 

1.1 Project Objective 
 

The fundamental problem that arises in the creation of this new sanitizing product was found 

in the supply chain department, from the purchase of raw materials, but specifically in the 

distribution and in the procedures that detail how it was intended to achieve a considerable 

reduction of production costs, and time in the delivery process 

To begin, I wanted to achieve a positive connection between the parties involved, and at 

the same time, other objectives; eliminate miscommunication between central departments, 

encourage discipline and responsibility in distribution staff to enforce clear goals, manage 

information assertively towards other departments and, finally, get managers to direct 
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workers with a proactive attitude of all staff as empathy was lacking. All of these themes 

are essential to improve distribution 

Objective: To considerably improve the communication processes between the distribution 

and production areas by the end of February 2021.for a family-owned business that 

manufactures sanitizers 

 

 

 

 
1.2 Project Scope 

 

Optimize schedules, balancing production efficiency, to achieve better performance, 

maximize output on bottleneck due to lack of resources to increase revenue, synchronize 

supply with demand to reduce excess stock, to prevent a loss, provide the company with 

broader visibility of production capacity, enable various scenarios where data-driven 

decision making is based on actual data. Lastly, we will implement advanced planning and 

scheduling software to take manufacturing operations to the next level of production 

efficiency. 

  

 
1.3 International Aspect 

 

Fluidcontrol Mexico, will apply the same methodology in the United States, after the new 

measures are implemented, where they have also a presence as a manufacturer plant and 

have already established export markets of their innovative high-tech systems. It will not be 

difficult to market the new product, if the new logistics procedures, marketing and production 

department are efficiently coordinated to establish a single distribution center there. 

 

1.4 Benefits  

 
From the beginning I took active steps to find the right company for the project of this thesis, 

the company had to be committed to a sustainable work ethic and had manufactured and 

distribution functions to develop the work. 

Fluidcontrol complies with these requirements, and it is also having problems with its supply 

chain. So, it’s perfect for my thesis project. (Besides the fact that my family owns it). 

Elements considered: 

The company is socially responsible 

The product is biodegradable, and its production is sustainable with the environment. 

The benefits of making the company more productive and prolific go directly to all the 

employees who are committed to the project, since thanks to the new product they kept 

their job in the midst of the health crisis. 
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In conclusion, to obtain all the expected benefits, the company meets the characteristics to 

achieve it. 

They had a big problem in the supply chain, although it is a great product and its production 

cost has a good profit margin, many resources were being diverted before and after leaving 

the warehouse. 

Fluidcontrol as a Family–owned company, any benefits obtained, will also be shared with 

its shareholders for the company to operate successfully. The company is studying other 

similar companies for creative ideas.  Accordingly, this study project should address its 

problems, increase its profits and decrease expenses. 

 

1.5 Elements considered   

 
The company is socially responsible, the product is biodegradable, and its production is 

sustainable with the environment, the benefits of making the company more productive and 

prolific go directly to all the employees who are committed to the project, since thanks to 

the new product they kept their job in the midst of the health crisis. They had a big problem 

in the supply chain, although it is a great product and its production cost has a good profit 

margin, many resources were being diverted before and after leaving the warehouse. 

In conclusion, to obtain all the expected benefits, the company meets the characteristics to 

achieve it. 

 

1.6 Stakeholder 

 

The Stakeholder refers to all those who are essential to the normal operation of the 

company. With this, we refer to all the people who have a direct economic link with the 

company, including partners, employees and customers. It is worth mentioning that an 

unsatisfied interested Stakeholder may cause financial or other harm to your business. 

Therefore, a shareholder, who manages resources and investments, is the one who has 

the highest level of influence over this group. An attitude that is not to his liking can mean 

fewer resources in your company. If you have a shareholder partner, in that case there 

would be two or more risks.  

 

1.6.1 Stakeholder 1: 
 

The owners, are one of the main pillars of the entire organization, being not only those who 

make decisions but also those who manage resources and perform the functions of 

management positions.  
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1.6.2 Stakeholder 2: 

 
Myself, with a professional experience of four years in the purchasing and sales department 

in Mexico, Brazil and the United States. Therefore, the objective is to make the company 

one of the main distributors and manufacturers in Mexico, but first obtaining a degree in 

International Business and later a master's degree in Internationalization and a doctorate 

in Senior Management. Based on what I know today and what I would like to improve, is 

business communication with other countries of different cultures in the international supply 

chain. My objective is to obtain the highest grade for the thesis since I intent to continue 

studying, these types of implemented improvements will be my letter of introduction to 

companies, and the goal is to put this project into practice in other companies, interested in 

exponential improvement in the supply chain. I will assume management positions in the 

international distribution and logistics area with the responsibilities it implies and forming 

part of the company. 

1.6.3 Stakeholder 3: 

 
Distributors, distributors will be a fundamental part of the supply chain, as they will be the 

personalized contact and the image of the company with consumers. They will be the ones 

who will distribute the product and will always have to have enough product to supply their 

specific customers. Becoming another of the main stakeholders of the company. 

Distributors will be a fundamental part of the supply chain of this process as they will be the 

direct and personalized contact and image of the company with wholesale consumers and 

end customers. They will be the ones who will distribute the product and must always have 

enough product in stock to supply their key customers. Becoming another of the main 

stakeholders of the company. 

 

1.6.4 Stakeholder 4: 

 
The production area and the chemists in charge of preparing the formulas are the last of 

the great pillars that make up the company. It falls on them that the product has always the 

best quality, that the procedures are carried out with the greatest possible accuracy, that 

they are carried out in accordance with the regulations established by the protocols of Good 

Manufacturing Practices (global manufacturing practices GMP ' S)  

The production area receives orders from the sales department, and they must plan and 

schedule the raw materials necessary for production and fulfillment in a timely manner to 

supply what is requested, plus to estimate the stock that must be updated after each order 

to determine adequate production, without exceeding the limits set by the demand. 

The job must always be of the highest quality and excellence in the filling, labeling, and 

packaging of each order 
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1.7 Risks & Risk Management  

 

Several drawbacks are already considered a risk in the process, such as actively seeking 

information on demand and supply in real time, including the position of the inventory and 

the reassessment of the allocation of available inventory and future supply to the orders of 

the customers. Another problem that all companies, not only this one, must consider in 

these times with so many changes in the last six months where retailers cannot expect 

consumer behavior to reestablish after the contrasts of this consumer, buyers they will 

continue visiting the traditional shops. For a first analysis, those are the main risks that go 

further. Human limitations must also be taken into account; there are employees who have 

to be a capable leader. It has to withstand all shocks and misfortunes. And be a team in a 

company without giving up. Long work hours and stress will likely to reduce time spend with 

their families. The company faces multiple risks, including bankruptcy, financial risk, 

competitive risks, environmental risks, reputational risks, and political and economic risks. 

You need to plan wisely in terms of budget and show investors that you take risks into 

account by creating a realistic business plan. Market demand is unpredictable as consumer 

trends can change rapidly, creating problems for this branch of busines
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2 Key concepts  
 

 
2.1 Distribution 

 

Distribution is the process of making a product or service available to the consumer or 

business user in need. This can be done directly by the producer or service provider or 

through indirect channels with distributors or intermediaries. The global distribution channel 

must add value to the consumer. (Horovitz 2021, 3). 

 

2.2 Information flow  
 

The flow of information that is shared within a supply chain is defined as the integration of 

information systems, decision systems and business processes that are used to perform 

information searches, manage business operations, monitor the details of the business and 

other business activities. (Kauremaa 2005, 3) 

 

2.3 Communication  

  

Business communication is the exchange of information to promote the goals, objectives, 

purposes, and increased profits of an organization. 

ANS is about promoting effective communication between people in an organization. It 

involves producing and issuing messages and campaigns on behalf of the management 

and facilitating dialogue with the people who make up the organization. Is it a related field 

that focuses on striking a balance between business, environmental, and philanthropic 

practices? 

The most basic responsibility of a business organization is to maximize its profitability to 

serve the interests of its shareholders and contribute to the progress of the economy. 

In this case, economic decisions are made taking into account their overall effects on 

society and companies at the same time. Financial responsibility can improve business 

operations while committing to sustainable practices   

 

2.4 Economic responsibility 

 

The most basic responsibility of a business organization is to maximize its profitability to 

serve the interests of its shareholders and contribute to the progress of the economy. In this 

case, economic decisions are made taking into account their overall effects on society and 

companies at the same time. Financial responsibility can improve business operations while 

committing to sustainable practices.
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3 Case company  

      
Figure 1.  
 

Fluidcontrol is an integrative, innovative engineering company that promotes new high-level 

technologies for the industry through the manufacture of special equipment and the 

representation of world-renowned brands and its own brands. They are specialists in heat 

exchange, the design of sanitary systems, installation of spare parts, preventive and 

corrective maintenance and savings projects for the process industry. They recently opened 

their new branch of production and distribution of household products by launching BioQ6, 

where we take care of the logistics. 

Additionally, Bio-Q6 was created for application within the household, personal care, 

cosmetic, pharmaceutical and food processing industries to disinfect process or storage 

tanks on a large scale. Later, in February 2020, when Covid-19 became an epidemic in 

Asia and its proliferation was imminent, it was adapted for domestic use in Mexico and was 

ready to be used directly since, in addition to its innocuous properties, BioQ6 guarantees 

the elimination of any pathogenic microorganisms. Such is the success and local 

acceptance of Bio-Q6, it has expanded to various states of the Mexican Republic, day after 

day adding distributors who share the same philosophy of supporting the unemployed 

merchant, protecting our environment and promoting the culture of sanitizing our 

environment as a new personal habit. 

Fluidcontrol is an innovative technology company without borders, with a humanitarian, 

altruistic and protective vision, 100% responsible with the environment and with BioQ6 

committed to eradicating viruses, bacteria and other pathogens, that threaten human 

stability in an efficient, safe way. It is also healthy and pleasant to the touch and smell.  
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4 Theoretical Framework  

 

Today's global supply chains are becoming more complex due to the demands and needs 

of customers, making it imperative for an intelligent approach to supply chain management 

based on the information that is available. The benefits of having an optimized supply chain 

are those that every company that buys and sells should consider, and apply to save 

resources, and work the same amount of time producing more, and most essential, reduce 

costs. SCM (supply chain management) provides a more complete end-to-end visibility to 

monitor the flow of information, services and goods from procurement, manufacturing and 

delivery to the end consumer. 

"The implementation of smart automation solutions also leads to greater efficiency." 

(Gómez 2021, 2) 

 

4.1 Implemented distribution    

 

Distribution means to spread the product throughout the marketplace so that it can be 

available to a large number of people. 

Distribution can make or break a company, so in speaking, a sound distribution system, 

quite simply means that the company has a greater chance of selling its products than its 

competitors. The company that spreads its products wider and faster into the marketplace 

at lower costs than its competitors will have significant margins to better absorb raw material 

price rise and last longer in harsh market conditions. Distribution is critical for any type of 

industry or service. The best priced product and the best promotion come to nothing if the 

product is not available for sale at the points consumers can buy”. (The Economic Time 

2021, 1) 

The fundamental problem that any business must solve how to market it and sell it. 

It all seems so easy in the age of e-commerce and social media, but without a defined 

distribution channel strategy you stand little chance of reaching consumers or making an 

impact with your target audiences.  

How do our potential customers find us – the channels your potential customer used to find 

you, will naturally point toward the channel to target in your distribution strategy. 

Let’s look at the finer points of crafting a distribution channel strategy, the benefits of various 

channels, and what you can do to fine-tune your approach. 

There are four main distribution channels that a business can choose from when looking for 

the best way to market its products. The options are direct selling, wholesaling, brokerage, 

and double distribution.    

 a) DIRECT SALES: Direct sales refer to B2B (business to Business), that is, from the 

manufacturer to the customer. Direct sales are ideal for products that are priced in the mid-

price range. Products must be affordable enough to have broad appeal. Direct sales also 

require that the products sold have a long shelf life. 
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    b) INTERMEDIATION (Brokerage): Brokers work as intermediaries for manufacturers 

and retailers. Brokers act as a middleman between buyers and sellers and provide a trading 

platform for everyone. They charge commissions on these transactions. Every time an 

investor buys a stock or product, a transaction fee is charged. Brokers do not ship the 

products directly,  

    c) WHOLESALE (wholesale): Wholesalers buy products at a good wholesale price from 

the manufacturer to sell them at a higher price through resale. As a reseller, wholesale 

companies take a higher risk if products are not sold, as buyers buy directly from the factory. 

    d) DUAL DISTRIBUTION: A company may use several strategies to get their products to 

customers. For instance, the company may decide to offer both direct sales and wholesale.          

 For best practices, you must choose your supply chain and distribution partners carefully. 

There are also tools to help manage distribution channels, such as supply chain 

management software. Plan the supply chain carefully, manage the plan from within the 

chain and not from above. If you just use statistics and historical data, some may not get 

the whole picture. Talk to the right and appropriate partners and understand their needs 

using the traditional approach. Utilize supply chain management software for support. 

Technology has made supply chain management for distributors manageable and reliable. 

Supply chain management software helps to plan, project and implement the distribution 

chain with great success. 

Plan and implement a supply chain and distribution program, understanding the role of each 

participant throughout the distribution channel, including the "new" global community. 

Investigate the tools and training needed to have a supply chain distribution strategy. 

“Franchises are one business model that frequently uses more than one type of distribution 

channel”. (business.com Member 2021, 3). 

There is a well-established relationship between the number of distribution points, 

transportation costs, and customer service objectives in distribution network planning. In a 

visual sense, the point at which these three entities merge is the optimal balance of facility 

and transportation costs to develop a low-cost, high-service distribution network. 

It is not usual for distribution networks to become more traditional, as internal support 

structures such as facilities management, order entry, customer service and data 

processing do. Depending on the level of centralization achieved in the support staff, there 

are often savings of 50% or more in costs, compared to decentralized distribution networks. 

However, there will always be limitations based on facility size, risk, and mitigations. 

Energy is important and it could affect distribution, such as significant changes in the cost 

of energy such as electricity, fuel and other expenses. It could affect operating costs and 

therefore distribution. Many otherwise viable distribution projects fail when the cost of 

energy becomes a negative factor. This is especially true for energy-intensive facilities such 

as cold storage facilities. For this reason, it is crucial to work with all energy providers to 

determine the burden that a potential operation would place on the local energy system and 



13  

to develop solutions that conserve energy while meeting goals. 

The increase in fuel costs makes this a sensitive component of the cost of distribution, 

regardless of whether the transport is carried out through external carriers or a private fleet. 

today's unpredictable business climate, flexibility is the key to continued success for some 

and survival for others. When designing a distribution facility, specifying versatile equipment 

is a fundamental requirement. The latest technology may look nice at first, but it's only a 

waste of money if you can't keep up with unforeseen events. For most distribution 

operations, a team that is flexible is the most practical option. In the ever-changing supply 

chain, the global impact must always be considered. This can be as minor as a domestic 

customer wanting to ship direct to an international location, or as significant as an 

acquisition by a global company or the addition of a critical global account. 

 

Successful distribution operations are prepared for these kinds of changes.  

Transportation systems must be designed so that for exports there may be unforeseen 

issues for customs documentation and paperwork in international shipments. Operations 

should be designed so that re-labeling of products or the Special packaging for international 

customers can be done quickly. Facilities may need to accommodate inbound or outbound 

air or ocean freight containers. 

Customer service functions may need to operate in a 24-hour mode to assist customers in 

all time zones. The people who realize this and work with success, demand a team-based, 

participatory organizational culture and a total dedication to customer satisfaction. There 

are many ways to achieve this, ranging from simple solutions such as employee celebration 

days, employee suggestion programs, and other simple programs to more structured 

approaches such as revised organizational designs, compensation / incentive / bonus 

plans, and other processes that directly tie the distribution associates on the floor to satisfied 

customers. 

While service and quality are critical factors in selecting a distribution partner, decisions still 

come down to price for many companies. Successful past relationships are no longer a 

good indicator of the future. Modern free enterprise demands efficient, effective, and low-

cost distribution. Competition is fierce, and many low-cost providers will not be here 

tomorrow as they undercut the market to get short-term volumes at an operating loss. 

“The goal of a successful distribution operation should be to operate within its core values 

at the lowest cost possible. The path to competitive pricing is to operate efficiently and 

flexibly at a low cost”. (Tompkins Solutions Staff 2021, 1) 

 

 

 

 

 



14  

 

4.2 Implemented communication    

 

“What is interesting about internal communication is that many people agree that it is broken 

and intuitively feel that it should be improved. 

A study made by the phycology department at the Cambridge University showed that 39% 

of employees believe that people in their organization do not collaborate enough but, at the 

same time, 3 out of 4 employers rate teamwork and collaboration as "very important." 

Another survey says that two out of three persons believe that the communication between 

departments in their companies is relatively poor. Inevitably, this results in a reduction in 

the quality of the products and services provided by the organization. (Blogin 

Communication 2021, 2) 

 

Figure 2. 

Communication works as the act of transferring information from one place, person, or 

group to another. To improve the communication between the departments in the company 

we made a few steps to follow if new managers or staff members arrive. 

Starting by avoiding the silos, our team started developing silos for eight people. Silos are 

• The only field of life where we 
need more communication is internal communication in 
the workplace. While everybody is busy doing their work 
a lot of information slips through the cracks and does 
not get shared internally, which negatively affects 
productivity.

Physical separation 
of different 

departments

•Even if there are only two persons involved in a
direct disagreement, their dispute will affect
processes within the company and interrupt the
entire workflow

Broken information 
flow.

•There are a lot of examples of successful
teams who are working remotely, but this is not
something that can serve everyone.

Industry stereotypes

•The anthropological fact is that people are
identifying with the group where they belong. If a
person is focused only on her department (modern
tribe), she can't collaborate effectively with others.

Office tribalism

•There's storys that tells that developers are those
geeky, quiet guys who know nothing but their
code; or the one about designers who should be
hipsters to be any good. Such stories are making
communication between departments quite
difficult.

Personal conflicts 
between department 

managers
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pervasive and toxic, limiting the flow of best practices and feedback. Ours formed around 

project teams. To combat this, we pushed project team formation back several weeks and 

instead pulled *everyone* into initial project planning. We also keep a weekly leadership 

meeting on our calendar that we never cancel just so every team leader can have time 

together in the same room once a week. As the company grows and scales, it is crucial to 

find time for every department to interact and discuss problems and solutions that affect 

everyone. To function as a bridge precisely to avoid lack of communication and increase 

communication between departments that do not usually interact is to hire somebody who 

does not split between the two departments. For example, be-tween the marketing and 

business development teams, hiring someone that does both increases communication on 

both sides because that person needs to go to marketing and communication meetings. 

(Jones 2018, 6) 

4.3 Distribution process   

 

The distribution channel strategy depends on many factors, such as the company's mission 

and goals, target market, area of service, types of products, and more. This approach is 

known as a zero-level distribution system because there are no middlemen. 

An organization can have any number of distribution channels. 

 

 

Figure 3. 

These may perform transactional, logistical, or facilitating functions, according to the 

Washington State University (WSU) website. Logistical functions, for example, include 

product assembly, storage, transportation, and other activities. As WSU notes, if a retailer 

or wholesaler is removed from the channel, their functions shift to other players in the sup-

ply chain. 

Customers purchase directly from the manufacturer, so there is no intermediary. This 

typically results in lower costs for both parties. Manufacturers choose the two-step model 

to skip the wholesaler and sell directly to retailers, allowing them to earn higher profits and 

cut costs. The three-step model includes the manufacturer, wholesaler, retailers, and 

Order 
Capturing

• Oder 
confirmation 

Product 
process and 

desing

• Manufacturing 
and produce 

Product 
Manufactured

• Logistics

Order shipped 
and invoiced

•Generate 
invoice 



16  

buyers. As the most extended distribution channel, it has the highest costs for all parties 

involved. In some companies like in this particular case, we will use both direct and indirect 

distribution channels. There are a couple of things to improve distribution channel 

performance and maximize profits. Get to know the audience and determine which channel 

they value most. If most of the sales come from the website, focus on delivering an 

exceptional customer experience online. Focus on market segmentation so that it does not 

get in the way of customers buying the goods from retailers. Establish clear objectives for 

each distribution channel. Con-sider that the customers' needs and the types of products, 

and their value to the business. Another personal aspect is to consider is the projected 

future value of the clients.  

Young people who are currently in college or working for a large organization and buying 

the respective products may earn higher wages over the next few years. This will allow 

them to spend more money and buy more goods. 

One final aspect would be to provide them with marketing and sales resources, online 

knowledge bases, reports, and other materials. Consider setting up an onboarding process 

for distributors and sales agents to understand the mission and get to know the products. 

Take a genuine interest in how well they are doing and ask them for feedback on the sales 

approach. Ideally, look for intermediaries that have relationships with the target audience 

and understand its needs. (Picincu 2020, 7) 
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5 Methodology  

 

Bioq6's distribution system improved considerably by applying this theory, increasing 

product mobility and improving logistics costs. 

We appointed a single person to coordinate both the Marketing and Distribution 

departments to optimize shipments based on incoming sales. Order monitoring facilitated 

the organization of deliveries. 

The distribution and layout of the shipment within the delivery units, based on the locations 

of the three different delivery points, and the follow-up of the monitored deliveries, and 

communication with the client now turned out to be much more punctual and effective. 

Adding the intangible value is the confidence and certainty that the customer receives from 

being notified of the timely arrival of their ordered product. 

When the distributor places his order, he receives an order confirmation with an estimated 

date and time of arrival. He is notified if there is any discrepancy in his order, and it is im-

mediately corrected.  

This also helped increase sales as deliveries are not delayed, and distributor customers 

receive their order within 24 hours at the latest, which competitors of similar products do 

not have. There is no home delivery with any other brand, availability is more than a week, 

and there is a price premium for shipping costs. 

To absorb the shipping cost, distributors must be located in strategic areas that do not 

represent an extra cost for home delivery. By having the area covered with wholesalers and 

distributors, strategic customers feel well served as the product arrives on time and without 

shipping costs. 

Once the order has been delivered to the destination, a copy of the purchase order they 

made and already previously validated and checked must be signed to their satisfaction 

upon delivery.  

In order to keep a sales record, the order note delivered is recorded from the moment it 

leaves the factory in the graphics chart that was implemented to know the purchase figures 

by the distributor, by product, by date, or by zone. 

 

Figure 4. A flow of business processes (Tuominen 2016,162.). 

Figure 4 exhibits a simplistic version of the main business processes for consideration in 

the standardization of business processes. In this flow of business processes, there is an 

Enterprise resource system (ERP) that is used as a tool for handling most of the activities 

after the generation of an invoice. 

 

5.1 Investigation to determine the current situation with its distribution, how it is 
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working, and organize  

 

BioQ6 was created for its application to sanitize sanitary tanks in household care, personal 

care, cosmetic, pharmaceutical and food processing industries. 

Fluidcontrol has been manufacturing pasteurization systems and tanks, among others, for 

more than 10 years for this type of industry, and as the last manufacturing step, sanitization 

is carried out with a concentrated formulation of BioQ6 to the tank or system that is used 

for the manufacture of cosmetics, medicines, food etc. 

Subsequently, in February 2020, when Covid-19 became a pandemic, an adaptation was 

made for home use and ready to use, since in addition to its properties that offer safety and 

innocuousness, BioQ6 guarantees the elimination of any pathogenic microorganisms, 

which is something the whole world needs at this time. 

It was decided to upscale BioQ6 since a decline in industrial activity was in sight and it was 

a priority for the company to keep all its employees. At this point, we switched all of the 

company’s manufacturing processes to the production BioQ6. Thus, along with the 

manufacture of a sanitary filling system and manufacturing tanks using the applied 

technology of Fluidcontrol, an area for bottling, packaging, labeling and storage was also 

designated. In accordance with the continuous improvement program that was implemented 

from the beginning, sufficient manufacturing was planned so that there would always be a 

certain stock in the distribution centers. This would optimize costs, since all factors affect 

the operation and translate into money, such as labor, logistics costs, and taxes. They 

realized that every month there were increases in the cost of raw materials and supplies 

and services in general, due to the demand caused by the pandemic and in October, 

November and December 2020, the increase was up to 25% of the initial cost in April 2020 

One of the added values of the product was immediate availability, but costs and intangible 

factors can damage the image of the service offered if the product is not available in the 

timely manner that clients request. The labor for this new division was paid for by using the 

workers that were already in place. Employees were transferred to this new division 

according to their training and abilities, thus allowing the employees to return to their 

previous jobs when the pandemic was over. Where training and special abilities were not 

required, employees with a lower wage scale were hired. 

Risks: Business disruption risk factors are external providers that the company cannot 

influence but that may have a substantial impact on future operations, such as inflation risk, 

risk of increased foreign exchange, confidentiality risk and the risk of natural disasters that 

could affect any of the distribution stages. 

Beginning: In March 2020, the BioQ6 product began to be distributed and the initial process 

was that each of the sellers collected the product directly at the factory and delivered it to 

their customers in their private cars. Subsequently, new distributors were added, and 

shipments were centralized by geographical area. The cost of the trip from Querétaro to 
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Mexico City was prorated among distributors, so as not to impact the cost of the final product 

with dedicated shipments. It was delivered to homes within a 50-kilometer radius, which 

took up to 9 hours for delivery to all distributors' homes. As the number of distributors 

increased, a shipment of one ton per week was no longer sufficient, and two weekly 

shipments were started. By doing an analysis of the losses of time and money in these 

deliveries, a warehouse was used to consolidate all the merchandise and the delivery 

conditions were changed.  The distributors picked up their orders at the distribution center, 

eliminating the cost of shipping. Shipments abroad were sent by parcel service, but that 

was expensive, so it was modified. Shipments were picked up at the nearest parcel branch. 

With these radical changes for distributors, the logistics, delivery times, costs and viability 

were improved, making it more convenient and reliable for everyone. 

 

 

 

Figure 5. Major components involved in 02C business process. 

(Capgemini 2017, 3.) 

 

5.2 Determine how the distribution process impact the clients  

 

The success and local acceptance of the new branch was significant enough that it became 
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necessary to expand to several states of the Mexican Republic. This demand and great 

acceptance by consumers added more local retailers, more nationwide distributors and their 

wholesalers, who all shared the same philosophy of hiring the unemployed trader, 

protecting our environment and promoting the culture of sanitizing our environment as a 

new personal habit.  

Also, new rules required businesses that were open to the public had to demonstrate that 

they were using a product efficient enough to neutralize Covid 19 or their business would 

be closed. BioQ6 met that rule and allowed them to remain open and it was also 

recommended to neighboring tenants and merchants since people that frequented these 

businesses felt safer. We have observed these events first-hand and have also seen the 

resulting substantial growth. BioQ6 has left a significant mark on the lives of the people who 

provide services to government hospitals (IMSS), the Red Cross, city hall clinics throughout 

the Bajío area, and in public and private general hospitals. 

This was all possible thanks to the market research, of which I was part of, and the excellent 

distribution plan that was designed with the respective budget and personnel to deliver the 

services and products. It took less than a year to reach the market as a well-positioned 

brand, recognized for its borderless technological innovation, with a humanitarian, altruistic 

and protective vision as a 100% socially responsible business. 

For four months, we conducted a monthly satisfaction questionnaire to our clients to see its 

impact and effectiveness.

 

Figure 6. 

The Figure 6 exhibits the customer approval in the last four months just to show how much 

improvement the within the approval matters.  

 

5.3 Develop an efficient communication strategy  
 

 

We developed the strategy in 5 steps together with the marketing, purchasing and general 

management departments. 

0

5

10

15

20

25

30

Strongly Confident Confident Fullfil Doubtful Strongly Against

Customer Approval 

Month 1 Month 2 Month 3 Month 4



21  

Step 1 

Determine a method for engaging stakeholders and partners; in other words, it is important 

not only to have a valuable and broader input, but also to ensure that stakeholders and 

partners feel consulted and integrated with strategy. One of the most common methods is 

the creation of a community workshop with the program staff and all of them jointly 

developing the topics of strategy. This includes interviews with clients, the establishment of 

basic working groups that consult with the directors after developing key pieces, or 

stakeholder engagement to review and approve the strategy after its development. 

Step 2  

Write and present a summary of the analysis. As a company, we have always believed that 

for communication to be effective, the team must understand all the factors that can affect 

good communication. Review the analysis of each situation, the audience and the program 

that the team has carried out and write a summary of their conclusions. 

At the end of each meeting, we deal with the nature and scope of the problem, the available 

resources (financial, human capital) and the efficiency of communication (availability and 

use of communication channels). 

Step 3  

Select strategic approaches; analyze the abstract to obtain information about the needs / 

preferences of the audience and the communication environment that we made at the 

beginning. Make a list of the approaches that could reach the public and meet the 

communication objectives. 

Step 4  

Select communication channels and platforms by deciding which communication channels 

will best reach the audience. It is practical to use multiple channels, bearing in mind that 

there is no one perfect channel. Different available platforms and technologies were used. 

These include WhatsApp groups, shared folders in the cloud with all the updated product 

information such as price lists, technical information, and cover and recommendation letters 

for commercial use. 

Step 5 

It is essential to develop a monitoring and evaluation plan before the program begins. 

During strategy development, we created a draft plan that included communication 

indicators, monitoring and evaluation methods and measurements that were used to track 

progress and assess impacts. The plan we created is illustrated below. 

(https://www.thecompassforsbc.org/how-to-guides/how-develop-communication-strategy. 

2020) 

https://www.thecompassforsbc.org/how-to-guides/how-develop-communication-strategy
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Figure 7. 

 

 

 

 

 

 

PROCESS SALES METHODOLOGY: 

By applying this theory, Bioq6's distribution system improved considerably by increasing 

product mobility and improving logistics costs. 

We appointed a single person to coordinate both the Marketing and Distribution 

departments. In this way shipments could be optimized based on the sales that were 

entering the system. Monitoring orders made it easy to organize deliveries. 

The distribution and layout of the cargo within the delivery units, based on the locations of 

the three different delivery points, the follow-up of the monitored deliveries, and especially 

the communication with the client, now turned out to be much more punctual and effective. 

This adds intangible value of the trust and certainty that the client receives when notified of 

the arrival of his purchase on time. 

When the distributor placed his order, he received an order confirmation with an estimated 

date and time of arrival. If there was any discrepancy in the order, he was notified, and it 

was immediately corrected. This also helped to increase sales, since customers receive 

their order within 24 hours of placing their order. Competitors of similar products do not have 

this service. In any other brand, there are no home deliveries, availability is more than a 

week and there is an extra price for shipping. To absorb the cost of shipping, distributors 

must be located in strategic areas so that they do not incur an extra cost for home delivery. 

With the area covered by wholesalers and distributors, strategic customers feel well served 

since the product arrives in a timely manner and without shipping costs. 

Once the order has been delivered to its destination, the recipients are given a copy of the 

purchase order  and it must be signed to show delivery was to their satisfaction. 
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To keep a record of sales, the order note delivered is recorded from the factory outlet in the 

chart of graphs that was implemented to know the purchase figures by distributor, by 

product, by date or by zone. 

For shipments more than 200 kilometers away, a DHL parcel was used, and the price 

quoted by volume and weight. 

The order note is an Excel sheet with a duplicate that uses pre-loaded formulas and editable 

only in the necessary fields to facilitate filling and above all so that no necessary information 

is missing. In this, the following information should be noted: 

Customer name and password 

The customer code is the following nomenclature: day / month / year / three digits per city / 

two customer initials. Example: 50521CDXEC 

a- Date 

b- Name of the seller (in case it is direct shipment to the end customer) 

c- Shipping instructions (parcel occurs or at home, or consolidated cdmx) 

d- Billing information if applicable 

e- Quantity of each product (in the case of distributors, the minimum purchase is per 

box to preserve its preferential price.) 

f- Payment method (against delivery, transfer or visa or master card) 

g- Annex photo of order note. 

 

Figure 8. 

 

 
5.4 Provide practical training to the staff in charge of the related areas 

 

Trainings were organized virtually on three levels, one each week to train distributors and 

they invite their wholesalers so that everyone has as much information as possible to share 
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with their end customers. These trainings have detailed technicalities about the formulation 

of the product and its applications, and also the commercial courses that contain sales 

techniques on how to begin marketing the product in key companies and establishments. 

The courses are taught by people from the company who are leaders in their field, with 

expertise for each area that is involved. But it was not enough because it was detected that 

the improvements had to go beyond what already existed. After analyzing the people, we 

were going to work with, we established the objectives of the program for all the staff 

according to their needs, which was used as a marker for the subsequent success of the 

initiatives of employee training. In doing so, we prioritized which training goals to address 

first, the one employee will appreciate the most and the one that will have the most 

significant impact on the business. With the support of human resources, we chose the right 

employee analysis software so that they could understand the current state during the 

distribution process. Based on what the director authorized, we chose the friendliest one so 

that it was easy to use from the beginning, as well as having the flexibility and control to 

adapt to specific needs if necessary. Finally, the last and most complicated stage of training 

that I carried out with the employees was to achieve follow-up and continuous improvement. 

The results of the questionnaires were evaluated to see if certain questions were 

systematically answered incorrectly. If they were, maybe the questions were poorly 

formulated, or maybe the wording was inadequate. This program also measured customer 

satisfaction to determine if the evaluation had the desired effects, without neglecting 

numerical ratings. These were some of the follow-up questions asked on the platform in 

order to have a measurable result: How many clients do you have? What hours do you 

work? What product or service do you offer? How much do you sell? 

Since we took over the distribution department at the end of July, we have recorded all 

sales and compared them with the following quarters until the end of November so we could 

have a high margin to quantify and note any changes. Indeed, there was a change: sales 

grew hand in hand with demand and customer needs as more suppliers and distributors 

from all over the country joined our network. 

In these charts we can see how sales growth behaves and how an increase in sales of the 

main products that they offer can be seen. The need and trust of the customers have 

increased sales and, above all, shown the achievements that the attention and monitoring 

of the newly adapted distribution line has accomplished. As we expected, it also shows an 

assertive and effective communication within the areas of the supply chain., which was the 

main objective of the project improvement. 
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6 Results   

 

Since we took over the distribution department at the end of July, we have recorded all 

sales and compared them to the following quarters until the end of November to have a 

high margin to quantify and note any changes. Moreover, indeed, there was a change, and 

that was that sales grew hand in hand with customer demand and need; more suppliers 

and distributors around the country were joining our body of work.  

We can see how the graphs show how sales are growing to show a reference to the growth 

in sales the main products we offer. The need and confidence of the customers have made 

the sales and, above all, the attention and follow-up by the new communication line adapted 

for better and more effective communication within the areas of the supply chain, which was 

the primary purpose of improving the project.  

 

Sales from July 20th to August 14th  

 

 

Sales from August 15th to September 18th  
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Sales from September 19th to October 20th  

 

 

Sales from October 21st to November 24th  

 

 

As a result, there was an increase in global sales of the three main products offered to the 

market and as we can see in the same way from the new effective communication 

methodology between the departments, revenues have increased as planned. 

 

Product A sales each month since Jun2020 to Jan2021 
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Product B sales each month since Jun2020 to Jan2021 

 

 

 

Product C sales each month since Jun2020 to Jan2021 

 

 

 

Communication was the main focus of the project and its application has meant a total relief 

on the part of the departments that participated in the distribution due to the decrease in the 

workload and the satisfaction of the new positions in charge by becoming intermediaries so 

that the information is not distorted or misinterpreted. 

The income through the marketing and distribution channels was outstanding, the 

marketing campaigns increased the income levels, they invested in more media and 

platforms and to achieve this, the commercial partners and master distributors, had to focus 

on the task to increase their respective portfolio of wholesale clients and not only in the 

commercialization of the products. 

Another factor that must be mentioned, and that was very successful, was stopping conflicts 
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with different prices. It was a challenge at first, but we decided to establish a pricing strategy 

first of all according to the channel level it had, by doing a difference of 10% between each 

level  

Distributor1,  

Distributor 2,  

Wholesale 1,  

Wholesale 2,  

Public.  

So, depending on the amount of the purchase that is made, and the distribution agreements, 

it is the price that is previously established. 
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7 Conclusions    

 

Once the product was positioned in the 200 km radius of the factory, and having achieved 

good will from the local community, we saw the need to expand the product lines to increase 

production capacity. In addition, we were committed to continue with the philanthropic and 

altruistic work of the company, which, since its inception, 20% of the production was 

distributed free of charge to different establishments such as hospitals, nursing homes, 

private and public nurseries. Health personnel and the elderly received preferential prices. 

This helped a lot in the positioning of the brand, although it was not the main objective. 

Since the distribution became much more agile and friendly by helping those who cannot 

pay for their personal protection, and also avoided contagion and the spread of the illness. 

The shipping and logistics were also affected since, on many occasions, those who 

received the donations collected the product directly at the factory or paid for the shipment 

themselves. Prioritizing channel management, by appointing a single manager whose sole 

responsibility was to coordinate and manage the negotiations and relationships and build 

the marketing programs to promote targeting through the channels. This position was given 

the name of Distributor Coordinator. 

Development metrics and performance tracking were vital to tracking orders, volume, and 

total revenue at every point. These were identified and improved using the underperforming 

partner method to keep sellers happy. 

It has been proven that production companies that give the necessary importance to their 

marketing, distribution and customer channels are able to adapt to the new industrial 

environment and make the most of it, are the most successful today. 

Intelligent distribution is one of the primary key tools for marketing and strategy   

Channel distribution Is different than channel marketing. 

Marketing. Is how you get potential customers to consider buying what you sell. 

Distribution channels. -Are how you get your products in front of (or into the hands of) 

potential buyers. The target for any business is to bring their product or service to the market 

and make it available for consumers by creating a distribution path or channel. Distribution 

channels affect the prices of goods and their positioning in their respective markets. 

Definition: Marketing channel is a system which ensures the distribution of the merchandise 

from the producer to the consumers by passing it through multiple levels known as 

middlemen. It is also known as channels of distribution.  

Every product is different from one another and so are their channels of distribution.  

4 Ps of Marketing  

The role of the marketing executive is to prepare the right combination to bring out the 

excellent synergy between the product and the targeted buyer. 

so that your offering meets a specific customer need or demand to make the consumer 

purchase its products.   
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The essential base ingredients of the 4 P's are: Product, Price, Place and Promotion. While 

this combination does not appear to be rocket science, a company's ability or lack thereof 

to embrace and implement the 4 P's can make all the difference between thriving and failing 

as a business. 

The marketing mix for any product will be determined by two factors. 

Internal Factors 

It includes the factors which lie within the organization, which are 

a.- Nature of products 

b.- Product stages in its overall life cycle 

c.- Availability of funds 

d.- Company objectives 

 

External Factors 

External Factors are those concerned with the factors outside the organization.  

a.- Degree of competition 

b.- Efficiency of channel 

c.- The buying behaviour of a consumer 

d.- Control from the government side 

 

The four Ps of Marketing: Product, Price, Promotion, Place, when blended properly, creates 

coordination that gives a right pitch to the product. It follows the principle: “the whole is 

greater than the sum of its parts.” 

 

1. Product.  

Without it we have nothing to price, promote, place or sell. Of all the 4 Ps, the Product is 

the most important. 

 

2. Price.  

The monetary value that has to be paid by a customer to acquire or own the product of a 

company. 

Pricing mix decisions should be taken with great care, as it is a double-edged sword. If 

priced too high, it limits the market. If priced too low, it limits the profit. 

pricing needs to consider: 

 Methods of pricing; policies; strategies 

 Allowances 

 Discounts, rebates 

 Payment period 

 Credit policy 
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3. Promotion. 

First, it informs the potential customers about your product  

Secondly, it persuades them to buy your product. 

The main elements of a promotion mix are to communicate with the target audience. 

Examples: 

 Advertising 

 Personal selling 

 Public relations 

 Direct marketing 

 Publicity in social media. 

 Sales promotion 

4.-Place (or Distribution). -  The transfer of ownership of the product from the manufacturer 

to the customer. 

The margin of your profit depends on how quickly you can turn over the goods, ensuring 

your product’s competitiveness in the market.  

Elements of a distribution mix: 

 Channels of distribution 

 Warehousing decision 

 Product handling 

 Transport 

 Inventory control 

 Order processing 

 Coverage 

 

Which of the 4 Ps is most important? it is time to pinpoint the one that could make or break 

success. 

Some marketing managers feel that promotion is the key to increase sales. But advertising 

is about presenting utility. You cannot promote good health through junk food products. The 

pricing is, in reality, a matter of quality and distribution is also dependent on the target 

customers. But target customers decide the quality of the product and its pricing, but what 

ultimately identifies the target customers? It is your product idea, the product you have 

conceived. It is the starting point of all thought processes, hence the most important of all 

Ps. The "4Ps" summarize the influence of companies on sales and, therefore, the 

importance of distribution to make products available. This availability of the product bridges 

the gap of space and time between production and consumption. 

Therefore, marketing managers worldwide appreciate the role that distribution plays in 

providing place, utility, or satisfaction to the available product.  

Thus, distribution can increase the useful life of a product by shortening the distance 

between parties for the exchange of ideas. 
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Finally, the most outstanding idea during the project implementation process in improving 

communication in distribution was the use and support of applied technology in our favour. 

Over the years, we have heard of many strategies that manufacturers have used to solicit 

regular feedback from distributors. We have even noticed and are still experimenting with 

some of the customers who have asked their distributors to fill out surveys and forms, some 

have even hired telemarketing companies to call their distributors to collect information, 

which is also a lack in communication and an unnecessary waste of time. 

-Improved communication has helped us build stronger relationships with channel partners, 

once established it will: 

- Improve productivity and distribution figures. 

- Increase the sales figures and commissions of the distributors. 

- Make advertising and marketing campaigns more successful. 

- Improve customer service throughout the channel. 

Too frequently, communication can get lost in the confusion or leave the dealership feeling 

overburdened or under pressure. If communications are not perceived as helpful and 

supportive, they become useless. Therefore, very frequent communications are not always 

effective. Open dialogue, and strong partnerships foster the collaboration and innovation 

necessary for success. 
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9 Appendix    

 
9.1 Customer survey   
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