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CAPITALISATION OF OCB SUPPLY UNIT “CUSTOMERS” 
PERSPECTIVES ON THE E2E REFORM 
 

Annex 4: Supply Week Workshop Session Report 

 
 
MSF OCB Supply Workshop 2016 

Summary Outcomes of Session: Discussing the role of the Supply 
Co (part of the customer satisfaction evaluation of the E2E Reform 
at capital and field level) 
Based on the flipcharts and notes by Tim McCann, Alejandro Hernandez, Greta Facile, Manuela 
Calligaris and Kaat Boon, 15/06/2016 
 

 
 
This summary captures the main issues brought to the fore during the group work and subsequent 
plenary discussion. Please find the list of participants in annex.  

 

1. Introduction of the session 
 
The session fits in the context of a three-fold evaluation of the End-2-End (E2E) reform that is currently 
being undertaking by the Supply Unit: 

- An internal evaluation of the performance of the Supply Unit (internal reporting, KPI etc.) 
- An external evaluation of the ‘state of affairs’ of all 5 OCs in MSF (benchmarking), 

commissioned by MSF Ex. Com. to the consultancy company Deloitte  
- An evaluation of the internal customer point of view, towards capturing that view systematically 

and consistently inform supply chain improvement needs, in the future. This last evaluation is 
conducted internally with support from the SEU. 

 
By means of the following slides this context was introduced: 
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Subsequently, the three phases envisioned for the last of the three evaluations were introduced: 

- Evaluating the current satisfaction level and expectations of the customers of the Supply Chain 
- Setting up E2E monitoring mechanisms to measure real time satisfaction levels 
- Defining tactics to sustainably improve the Supply Chain 

 
This was done by means of the following slide: 
 

 
 
The objective of the session was introduced as obtaining a more detailed understanding of the 
relationship of the Supply Co with the ‘internal customer’ of the Supply Unit, the internal customer’s 
satisfaction and expecations in regards to the services provided by the Supply Unit, and successes 
and challenges experienced in that in the experience of the Supply Co. In comparison to the session 
held earlier on Tuesday, that also dealt with formulating the role of the Supply Co, this session targeted 
a more detailed technical level, addressing actual components of the suppy chain.  
 
It was furthermore said that the outcomes of the working session would be used to inform the 
development of an internal customer satisfaction and expectations survey.  
 
To have a shared understanding of where this ‘internal customer’ relationship is situated within the 
structure of MSF (as put in place as part of the E2E Reform), the following slides were used: 
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2. Introduction of the group work 
 
After the introduction, the mechanisms for the group work were explained.  
 
5 groups were formed to each address one of 5 major components of the supply chain: ordering, 
transport, warehousing, procurement and MEAL (monitoring, evaluation, accountability and learning). 
The groups were asked to, in relation to different aspects of that component, list what the customer 
expects from the Supply Co, and what the Supply Co needs from the customer in order to smoothly 
deal with that aspect. Furthermore, the participants were asked to identify successes and challenges 
experienced in dealing with that component, and its aspects, of the supply chain.  
 

  
 
Groups were provided with a series of aspects related to the component they would discuss. They 
were asked to select which they found relevant, and add what they considered missing:  
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After completion of the work in group, the results were presented and discussed in plenary, for about 
8 to 10 minutes per group.  
 

3. Main outcomes of the session 
 
What was asked of the participants was quite a lot for the time allowed. The groups were not able to 
address each and every aspect proposed, nor were they able to address successes and challenges 
in relation to each aspect. Still, a lot of aspects did come up and a lot of useful insights were generated.  
 
Outcomes per group: 
 

GROUP 1: 
ORDERING 

What do you 
need from your 
customer to 
improve the 
supply chain? 

What does your 
customer need 
from you to 
improve the 
supply chain? 

What successes and challenges do 
you experience so far in your 
relationship with the customer? 

Order Planning + be involved in 
discussions of 
operations, 
operation 
planning 
+ better 
forecasting 
+ accurate AMC/ 
FMC 

+ training on order 
planning and 
ordering 

CHALLENGES: 
+ lack of information about changes in 
activities in the operations makes it 
difficult to do order planning (med has 
consequences on logs) 
+ log items are not standardized 
+AMC trends are not in place 

Forecasting + better 
consolidation 
+ enable budget 
accuracy 

+ provide cost 
information 
+ provide 
information on BO 
and lead time 
+ AMC trends 
+ consolidation of 
information easy to 
use 

 

Validations  + training  CHALLENGES: 
+ responsibilities in validation are not 
clear 
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GROUP 2: 
TRANSPORT 

What do you 
need from your 
customer to 
improve the 
supply chain? 

What does your 
customer need 
from you to 
improve the 
supply chain? 

What successes and challenges do 
you experience so far in your 
relationship with the customer? 

Reception + technical 
support in the 
quality control 
after reception 
 

+ providing 
information about 
possible damages 
occurred during 
transport 

CHALLENGE:  
+ understanding need for technical 
input in estimation of damages 

Transport 
planning 

+ input for 
development of 
outbound 
distribution plan 
+ defining when, 
where, how much 
is to be 
transported 
+ defining 
priorities 

+ consolidation of 
orders, as to reduce 
number of 
transports 
+ regular tracking of 
and informing on 
deliveries and 
distributions 
+ informing when 
issues arise that 
may impact on lead 
time 
+ provide info on 
cost 

CHALLENGE:  
+ better forecasts 
+ regular two-way updates rather than 
ad hoc 
 

Safety and 
security 

+ security 
information that 
may impact on 
transport 
+ support in 
liability / legal 
aspects in regards 
to subcontracted 
and own transport 
– acceptance of 
risks 

+ notification on any 
security issues that 
may have occurred 

 

Customs / 
clearance 

+ political support 
for customs 
clearance 

+ informing about 
impact customs 
clearance may have 
on lead time 

CHALLENGE:  
+ insufficient understanding of the 
importance politics can play in dealing 
with customs 

Communication 
/ information 
sharing 

+ appreciation for 
/ understanding of 
factors that impact 
on lead time 

+ a clear 
understanding of 
what factors can 
have an impact on 
transport and timely 
delivery, such as 
HR, availability, 
stock strategy etc.) 

CHALLENGE:  
+ lack of understanding of what may 
impact on the supply chain and timely 
delivery > leading to a lesser 
acceptance of issues encountered and 
participation in problem solving 
+ quality of information sharing 
+ link between what is expected and 
solution 
+ lack of thrust in the expert opinion 
+ aligning expectations and solutions 
+ improve quality of the information 
shared 
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GROUP 3: 
WAREHOUSING 

What do you 
need from your 
customer to 
improve the 
supply chain? 

What does your 
customer need 
from you to 
improve the 
supply chain? 

What successes and challenges do 
you experience so far in your 
relationship with the customer? 

Stock 
Management & 
Replenishment 

+ Info on the 
consumption 
trends 
+ They need to 
tell us what 
information they 
need – what is 
useful, so that we 
are not over-
informing  
+ consumption 
trends 

+ Reporting: 
Inventory, Ruptures 
and Expiries => “So 
they know what 
they have” 
 

SUCCESSES: 
+ GDP is evolving and improving 
+ Better reporting in the sense that it is 
clearer 
+ More examples of integration of 
pharmacy in supply 
+ Stock management in that there is 
less discrepancies 
+ Equipment and infrastructure is 
better, possibly because the Supply Co 
needs are better understood now than 
before 
CHALLENGES: 
- Replenishment: It is not clear who is 
responsible for replenishment; is it the 
stock owner (log/med) or stock 
manager (supply)? 
- Owner/ Manager Relationship: This 
needs to be improved in terms of 
mutual understanding of roles and 
responsibilities and perception of added 
value of Supply Co (and integrated 
pharmacy) 
- Stock Management:  
+ Expiries and Ruptures still happen. A 
lot of emphasis on Expiry – “They order 
it but they do not use it”. Poor 
anticipation of stock expiry (no time to 
dig into ways to improve it) 
+ Destruction is a big consequent issue 
of expiries and seen as an unnecessary 
burden. 
- Climate & Temp control: 
+ Especially in cold countries where 
heaters are required 
+ Managing humidity is an 
underappreciated challenge 

Forecasting (list 
of items) 

 
+ Catalogue: List of 
items with pricing, 
volume, lead times 
etc. 

Warehouse 
layout, design & 
location 

 
+ What they will 
likely use, as 
specific as possible 
(med co/log co) 
+ Logistics (and 
limitations) around 
construction and 
infrastructure of 
warehouse (log co) 
 

Damages + Technical 
advice on GDP 
and how to 
destroy 

 

   

Recommendations in relation to the Owner / Manager relationship:  
=> Improve understanding, through communication, about the value of the supply expertise in the mission 
=> Supply Co (or other) needs to make the owner aware of the value of having pharmacy integrated into 
Supply 
=> Owners need a very clear understanding of roles and responsibilities (including an understanding of the 
mutual needs) 

 

GROUP 4: 
PROCUREMENT 

What do you 
need from your 
customer to 
improve the 
supply chain? 

What does your 
customer need 
from you to 
improve the 
supply chain? 

What successes and challenges 
do you experience so far in your 
relationship with the customer? 



7 
MSF OCB Capitalisation of OCB Supply Unit “Customers” – Perspectives on the E2E Reform, by Stockholm Evaluation Unit 
 

Standard list + more clarity on 
required items 
during the request 

+ review the timing 
and submission and 
methodology (pre-
filled list) 
+ development of a 
local items list 
+ more clear 
description of items 
/ include pictures 

CHALLENGES: 
+ timing of standard list development 
to be reviewed, as it coincides with 
other annual deadline 
+ the methodology used to develop 
the standard list can be improved 

Information 
sharing 

 + on service 
contract and history 
+ clarity on 
ownership of 
contract 

 

After sales 
management 

 + who has the 
ownership? 

 

Sourcing  + faster ways to 
validate sources at 
local level 

CHALLENGES: 
+ more clarity on what can be bought 
locally 

Planning + more training for 
Log Co, better 
understanding of 
procurement at 
log field level 
+ earlier 
engagement and 
participation 

  

Capacity building  + training of Log Co 
+ procedure 
development 

CHALLENGES: 
+ keep everything as simple as 
possible 

 

GROUP 5: MONITORING, 
EVALUATION, 
ACCOUNTABILITY, 
LEARNING 

What do you need from your 
customer to improve the supply 
chain? 

What does your customer need 
from you to improve the supply 
chain? 

Real time monitoring + a reasonable RDD to be defined 
+ crucial items to be defined 
+ identification of constraints 

+ BO follow-up  
+ feedback and analysis explaining 
constraints 
+ respect of the delivery time 
+ share the real information 
+ see how to improve 

Customer satisfaction + realistic RDDs 
+ constructive feedback to correct 
mistakes 
+ to be integrated better in 
operational discussions 
+ close relationship with colleagues 
+ a better understanding of the 
constraints faced in supply 
+ take part in design and 
implementation of CAPA 

+ a proactive attitude 
+ an understanding of the 
customer’s expectations 
+ closer relationship with 
colleagues 
+ to participate more in meetings 
+ better understanding of the 
customer’s needs 
+ underline important information 
+ design CAPA 
CHALLENGE: 
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Identify what needs to be 
monitored 

Complaints/ corrective 
measures 

+ claims to be submitted 
+ constructive attitude when 
reporting 
+ participation in corrective actions 
 

+ take a step back and understand 
customer’s point of view 
+ find root causes, not just problem 
solving 
+ design preventive/ corrective 
actions 
+ claim tracking 

Briefing + share critical information that 
affects various departments’ needs 
(for example, critical changes in 
med department that affect supply) 
+ claims 

+ inform the customer on the 
existence of claims 
+ better hand-overs 

Communication + communication lines to be 
respected 

+ explain the communication lines 
to the customers 
+ inform on the reports we need to 
receive 

 
 
Overall: 
 
Per component of the supply chain, expectations about the relationship of the Supply Co with his/her 
colleagues at the capital coordination level were detailed.  
 
Across the different groups, the importance of two-way information sharing was stressed. It was 
mentioned that information sharing needs to happen on a structured and regular basis, and not ad-
hoc. It was also recognized that information sharing should be to the point, reflecting exactly what the 
customer needs, when he/she needs it, and in which format she/he can most easily use the 
information. 
 
The importance of being involved on the strategic and planning levels of operations was mentioned 
across groups, as that allows to plan supply better, in coherence with operational objectives and 
eventual changes to that.  
 
Also a better two-way understanding of expectations and constraints was mentioned as essential 
across groups. Mission/ Med and Log Cos should be better informed about what are the constraints 
Supply Cos face in the different components of supply, and the Supply Cos should thus be more vocal 
about this. It is believed that a better mutual understanding of expectations in regards to supply could 
foster better working relationships.  
 
Linked to this, in several groups the need for a better definition and understanding of roles and 
responsibilities in relation to supply was mentioned.  
 

 
Annex 

- List of participants 
 
 


