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Specifics of Interview

Interviewer Initials
Gorbunov Andrey V.

Date of Interview
19.10.2003

Respondent Information

Firm
OJC "Magnitogorsk Iron and Steel Works"

Contact Initials
Gorbunov Andrey V.

Title
Chief of Laboratory of Cold Sheet and Belt

Location (City, State)
st. Magnitogorsk, Russia

Phone Number (#57)
+007-3519-24-46-87

Business Unit
Central Control Laboratory

Client or Prospect?
Client

Target Respondent:


Introduction:


Hello, my name is _____, and I am calling from TMA_ The Leadership Factor, a market research firm.  We are currently conducting a series of studies looking at how suppliers of Process Fluids such as lubricants, coolants, cleaners, corrosion preventives, etc. can improve their products and services to customers.  We hope this study will allow leaders in your industry, such as yourself, an opportunity to learn and share information about trends in your industry.  For your participation, we will send you a summary report of our findings that should provide you with industry benchmarks.


I am not interested in anything proprietary or confidential, but more in information that is generally known in your industry.  If you cannot answer a question for any reason, we can just skip over it.  I would also like to get your name and correct address since a summary of results will be forwarded to all participants.  


Questions:

1. First, very generally, could you tell me a little bit about your facility – what operations are performed at your location?

Working out, control and improvement of production technology of cold-rolled sheet and belt. 



2. Let’s look at what TYPES of suppliers of Process Fluids or supplier arrangements you prefer to deal with?  On a scale of 1 – 10, with 10 being “Very Interested” and 1 being “Not Interested at all,” how interested are you in working with the following TYPES of Process Fluid suppliers or supplier arrangements?

Type of Process Fluid Supplier/Arrangement
Rating (1 – 10)

Big (a global company with lots of experience)
8

Small (a local company that knows you well)
2

Single-source (buy all lubricants from one company)
3

Multi-source (buy from different companies who have different things to offer)
7

Contract-arrangement (buy on a multi-year basis)
8

P.O.-arrangement (buy on an as-needed basis)
2

OTHER: 


3a. Recognizing that there are several IMPORTANT FACTORS that go into SELECTING a Process Fluid supplier, please rate the following 9 factors on a scale of 1 – 10 with 10 being “very important to you” and 1 being “not important to you.”

Rating (1 to 10)
Attribute

5
A. Price of product (price per gallon/kilo/drum, etc.)

4
B. Bottom-line cost to you (has the ability to save you money in the end by lowering your tooling costs, downtime, maintenance costs, etc.)

5
C. Delivery (is the product delivered on time and in the correct manner?)

8
D. Product performance (provides high quality products that consistently perform well)

10
E. Technical expertise/problem solving (possesses strong process and application knowledge, able to provide good technical support and assistance)

8
F. Customer complaint handling (ability to resolve your complaints with corrective action and follow-through)

7
G. Understands your company, culture and priorities (is a reliable partner, trust-worthy, easy to deal with, etc.)

6
H. Global capability (is able to provide products on a global basis with a high level of consistency, or “has experience in all parts of the world”)

5
I. Level of innovation/creativity (is constantly striving to find new and better ways to serve the customer)

7
J. Environmental concerns (no prompting here)

3b. When thinking of environmental concerns, what are the attributes that come to mind?  (Note to interviewer: look for answers such as recycling, waste treatability, worker safety – if the respondent is not answering, try to suggest ideas.)

recycling and worker safety



3c. Now, looking at the same list of 9 factors just mentioned that go into selecting a Process Fluid supplier, which is the most important factor, and which is the least important factor?

Most Important Factor
E
Least Important Factor
B

4a. Which Process Fluid suppliers come to mind?  (Place X in box)  DO NOT READ LIST!!!


Castrol
X
Henkel

Petrofer

Other:  Delta Chem


D.A. Stuart

Houghton
X
Quaker

Other:  Interstate


Exxon-Mobil/Esso

Master Chem

Shell
X
Other: MiniMax


Fuchs

Milacron

Texaco

Other:

4b. Which Process Fluid suppliers do you currently use?  (Place X in box)  DO NOT READ LIST!!!


Castrol
X
Henkel

Petrofer

Other:  Delta Chem

X
D.A. Stuart

Houghton
X
Quaker

Other:  Interstate


Exxon-Mobil/Esso

Master Chem

Shell
X
Other: MiniMax

X
Fuchs

Milacron

Texaco

Other:

4c. Which Process Fluid supplier do you see as the leader in process chemicals and applications experience in your segment?  (Place X in box)  DO NOT READ LIST!!!


Castrol

Henkel

Petrofer

Other:


D.A. Stuart

Houghton
X
Quaker

Other:


Exxon-Mobil/Esso

Master Chem

Shell

Other:


Fuchs

Milacron

Texaco

Other:

4d. THEN ASK: How would you rate YOUR SATISFACTION with supplier A and Quaker on the same list of 9 selection factors?  Please rate these 2 suppliers on each factor using a scale of 1 – 10, with 10 being “Most Satisfied” and 1 being “Least Satisfied.”  (INTERVIEWER: If rating is 1 – 4, OR 9 – 10, ASK -- WHY do you rate them this way?)

Selection Factor
MiniMax
Quaker
Why Do You Rate Them This Way?

Price
8
5


Bottom-line costs
7
7


Delivery
10
7


Product performance
6
8


Technical expertise/problem solving 
10
3


Customer complaint handling
10
7


Understands your company, culture and priorities
10
8


Global capability
8
7


Level of innovation/creativity
5
5


Environmental concerns
7
2


OVERALL level of satisfaction
8
6


5a. What are the Strengths and Weaknesses of SUPPLIER A?
MiniMax

Strengths/WHY
Technical expertise/problem solving

Weaknesses/WHY
Product performance (expenditure per unit)

5b. Thinking back to 12 months ago, would you say SUPPLIER A has: (Place an X)


Improved
X
Stayed the Same

Deteriorated

6a. What are the Strengths and Weaknesses of SUPPLIER B Quaker?
Quaker

Strengths/WHY
Product performance (expenditure per unit)

Weaknesses/WHY
Technical expertise/problem solving, Environmental concerns, Customer complaint handling

6b. Thinking back to 12 months ago, would you say Quaker has: (Place an X)


Improved
X
Stayed the Same

Deteriorated

7a. Have you changed Process Fluid suppliers in the past 3 years – even recently?  IF YES, WHY – did the change involve dissatisfaction with any of the supplier selection factors mentioned in question 3?  (INTERVIEWER: GET THEM TO ELABORATE!!!).

Yes or No
No

Why?
.

7b.  Who was your original Process Fluid supplier?
Quaker, MiniMax

7c.  Which supplier did you change to?  
"Ufol" (st. Ufa, Russia) 5 years ago

8. HOW LIKELY would you be to pay a supplier MORE for their products if they increased your productivity or improved your bottom-line, even if the supplier’s raw material or operations costs did not increase?


Very Likely
X
Somewhat Likely

Neutral


Somewhat Unlikely

Very Unlikely


Why?
About Quaker

9. On a scale of 1 – 10, with 10 being “Extremely Interested” and 1 being “Not Interested at all,” what is your level of interest in working MORE CLOSELY with a Process Fluid supplier where you would share knowledge and pool resources in various areas – in return for a co-engineered, better overall product in the long run?  

Level of Interest (1 to 10)
10 (About Quaker)

Why?
It is necessary for optimization of Quaker Product and improvement of our technological process.

10a. Have you ALREADY integrated your Supply Chain with your Process Fluid suppliers in terms of the following areas:  (Place an X) (About Quaker)

X
R&D
X
Transportation

Inventory

X
Direct Order Entry

Paperless Ordering and Billing

Other:

10b. Do you envision the activity of integrating your Supply Chain with your Process Fluid supplier:  (Place an X)


Increasing

Decreasing
X
Staying the Same

11a. Do you currently receive Total Fluid Management or Chemical Management from a Process Fluid supplier?

Yes or No
Yes (MiniMax) and No (Quaker)

From which suppliers?


11b. Which of the following (if any) services do you currently receive from a supplier? (Place an X) (About Quaker)


Full time/on-site personnel – If answer to this is yes, ask how many:



Purchasing/Inventory Control
X
MSDS Management (MSDS stands for Material Safety Data Sheet)

X
Usage Tracking



Assistance in Environmental Reporting


Analytical Testing Services

Engineering and Process Improvement Projects

11c. On a scale of 1 – 10, with 10 being “Extremely Satisfied” and 1 being “Not Satisfied at all,” how SATISFIED are you with the above services that you receive from each supplier?  

Supplier A
8
Satisfaction Level (1 to 10)
8

QUAKER
4
Satisfaction Level (1 to 10)
4

12a. What are your UNMET NEEDS regarding Process Fluids – the kinds of things that suppliers are not providing you now that you NEED?  (PROBE ONLY IF NECESSARY: this could be even beyond just technical areas -- e.g., special billing arrangements, waste management, performance, health and safety, tooling management etc., or this could be most common or regularly occurring supplier problems) (About Quaker)

Engineering and Process Improvement Projects, Analytical Testing Services, Assistance in Environmental Reporting

12b. If you look at your requirements from a technical point of view, what do you want your Process Fluid suppliers to be working on – in terms of R&D or confronting any new regulations?  (PROBE ONLY IF NECESSARY: e.g., running the mills faster, reducing the gauge of the product, extending tool life, etc.) (About Quaker)

The product "Quaker 680DPD" suits to the working conditions of Reverse Mill only in some degree. It ought to be worked on at it's cooling capability.



13a. In terms of customer complaint handling, assuming that both of these are important to you, which is the most important to you?


Initial responsiveness of the supplier in solving the immediate problem

X
Follow up, root cause analysis, and plan for corrective and preventive action

13b. What methods of communication do you prefer for the follow up of a complaint? (About Quaker)


Letter

Email

X
Fax
X
Meeting


Phone call

Other:

I
Do you prefer formal or informal communication? (Use F or I in box to the left)

13c. How do you prefer to submit a complaint to a supplier? (Examples: internet, salesman, telephone, etc.)

Email, ICQ, Phone call, Meeting.

14. Do you currently use e-commerce to purchase Process Fluids on the Internet?

Yes
X
No

IF NO, would you be open to the idea in the future?

Yes
X
No

If YES, what types of fluids are purchased?


If YES, what portals or sites are used to purchase products? (Example: company site, E-Bay, other auction sites, etc.)


15. Just for statistical information, which of the following ranges most closely approximates your annual Process Fluid purchases?  (Place an X)

METALWORKING ONLY

< $100,000

$500 - $1 million


$100 - $500,000

> $1 million
X

STEEL ONLY

< $250,000

$1 – $2 million


$250 - $1 million

> $2 million
X

Thank you for your opinions and patience.  Have a good day!

Incentive Report Information

Your Name
Gorbunov Andrey V.

Firm
OJC "Magnitogorsk Iron and Steel Works"

Title
Chief of Laboratory of Cold Sheet and Belt
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Kirov Street, 93

City, State, Zip
Magnitogorsk, Russia, 45500
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