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Preparing for a Customer Meeting
Workshop Objectives 

 Determine the type of meeting you want to have with your custome r

 Evaluate the best structure for the meeting and determine who sh ould attend

 Identify what information and analysis you will need to prepare for the meeting

 Schedule the meeting and prepare a meeting agenda

 Learn basic meeting tips

 Understand how to follow up after the meeting to encourage succe ss

This workshop is designed to help you …
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1. Introduction

2. Types of customer meetings

3. Meeting structure 

4. Preparing information and analysis

5. Scheduling the meeting

6. Preparing the meeting agenda

7. Meeting etiquette

8. Meeting follow up

9. Conclusion

a) Workshop review

b) Workshop self-assessment

Preparing for a Customer Meeting
Workshop Outline 
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1.  Introduction 
Taking control of deductions

Common Structure Desired Structure

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________
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1. Introduction
Types of deductions

• Wrong / No UPC

• EDI / ASN

• Wrong SKU

• Carton Markings

• Late Delivery

• Freight / Handling

• Pricing

• Returns

• Full Carton Shortages

• Concealed Shortages

• Unclassified/ 
Miscellaneous

Intentional
Typically budgeted, pre -authorized 
and not recoverable.  Considered 

“cost of doing business ”.

Preventable
Generally result from compliance 

violations. Prevented through 
negotiated exemptions & sound 

business practices.

Unauthorized
Mix of compliance violations and 
retailer “games. ” Need sound 

business practices & aggressive 
collection to recover.

• Agreed Upon 
Discounts

• Co-op Advertising

• Mark-down 
Allowances

• Rebates

• Margin Guarantees

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

Types of customer meetings …

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________
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Meeting structure …
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3.  Meeting Structure
Determining your meeting structure

Enter responses.  Review against “Factors to Consider ”:

• Where is the customer 
located?

• Is this customer a Key Trading 
Partner?

Question
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3.  Meeting Structure
Determining your meeting structure (cont’d.)

• What is the goal of the 
meeting?

Enter responses.  Review against “Factors to Consider ”:

• Who asked for the meeting?

• How is your current relationship 
with this customer?

Question
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3.  Meeting Structure
Determining your meeting structure (cont’d.)

• Would it be helpful to visit a 
customer DC or store?

Enter responses.  Review against “Factors to Consider ”:

• What is the nature of the 
requirements / issues you are 
going to discuss?

• Does the customer have a 
stated meeting policy?

Question

________________________________________________________________________

________________________________________________________________________
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• Do you want a decision from 
this meeting?

Enter responses.  Review against “Factors to Consider ”

• How big is the problem / 
opportunity?

• Who is participating in the 
meeting?

Question

3.  Meeting Structure
Determining your meeting structure (cont’d.)

________________________________________________________________________

________________________________________________________________________
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• Regardless of the type of meeting, all information / analysis mu st:

– Tell a Story – It should be easy for the reader to understand what it is you a re trying to show.  
There should be a beginning, middle and end.  This is often acco mplished by having summary 
schedules to support any detailed analysis.

– Add Up – There is little worse than looking at data that doesn ’t sum up properly, or details that 
don’t match a summary.  This is one of the fastest ways to lose cred ibility with your customers.  It 
is critical to check and recheck data.  

– Look Good – As silly as it may sound, the way something looks often determi nes how it will 
be received.  Think about this before sending information to you r customers.  When you open 
the document, does it open at the beginning?  When you go to pri nt, has it already been set up 
to print properly?  

– Be Supported – If you are trying to show that deductions are invalid or your p erformance 
has improved, you should have supporting documentation which bac ks up this claim.  Put 
yourself in the customer ’s shoes and make sure that you are providing enough information to 
support your position. 

4.  Information / analysis to prepare
Key factors

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________
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• Prior to meeting with the customer, you should complete the 
following:

– Review the customer ’s Compliance Manual & Routing Guide*
• Determine what you are able / unable to comply with

• You may need to ask other departments in your company to review and provide feedback

– Document your findings*

• Review with other department and possibly management

– For those requirements where you are unable to comply

• Understand why you are unable to comply – compile supporting documentation if necessary

• Determine whether you will be able to comply at a future time or whether you will never be able to 
comply

• Know what your company position is regarding these requirements:

– Are you going to attempt to get exemptions / waivers for some or all of these requirements?
– If you are not successful, will you accept the deductions or decline the business relationship? 

– Try to come up with several compromise solutions. 
– Be prepared to concede on some and hold firm on others

4.  Information / analysis to prepare
“Meet & Greet” meetings

* To learn more about this, consider the following Attain Academ y sessions:  Seminar – Deduction Basics; Workshop – Managing Retail Compliance Information

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________
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• Before scheduling a meeting, review performance over past year:

– Compile deductions received over the past 12 months
• Include all deductions, including those valid, invalid, credited, written o ff, open

• Consider writing off deductions older than 12 months, many retai lers won ’t look at these

• If you feel you need to show deductions older than 1 year, inclu de time period “>1 year ”

– Where possible, analyze deductions by:

• Dollars

• Transaction count

• Reason code (summarize into deduction categories and/or types)

• Valid / invalid

• Recovered / written off / credited / open

– Identify key reason codes or deduction types
• Determine where performance in these areas has improved during t he past year

• Identify those reason codes / deduction types which continue to be problems

4.  Information / analysis to prepare
“Show & Tell” meetings

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________
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• If you are meeting with your customer to discuss improved 
performance in preparation for possible settlement discussions:

– Prepare a summary by reason code over time

• Where possible, use customer ’s reason codes

• Try to present data based on customer ’s fiscal year 

– Consider creating a narrative explanation of corrective actions taken:

• Various departments will need to provide this information

• Organize this information so that it is in the same reason code order as your numerical summary 
schedule

• Be prepared to discuss on -going as well a future corrective actions

– Be prepared to discuss continuing areas needing improvement 

• Review those reason codes / deduction types which continue to be problems

• Prior to the meeting, discuss issues with responsible department s to understand underlying factors

• If these areas are still significant, consider having representa tives from responsible departments 
attend meeting

4.  Information / analysis to prepare
“Show & Tell” meetings – Performance has improved

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________
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• If you are meeting with your customer to discuss a specific issu e 
or reason code that is a continuing problem:

– Research several sample deductions to identify cause of problem
• Print out documentation related to each deduction, including:

– Customer ’s claim copy / admittance advice

– Relevant PO / EDI / shipment information

– Any other backup or supporting documentation 

• Work with responsible departments within your company to underst and the root cause of the 
problem* 

– Internally develop an approach for corrective action:

• Work with responsible department to outline the steps needed to be taken to correct the root cause 
of the problem*

– Outline steps as well as responsible party and timetable

• If the customer needs to take action as well, prepare several po ssible alternative scenarios

• If you are unable to come up with a reasonable approach to corre ct the problem, if may be better 
not to meet on this issue yet

4.  Information / analysis to prepare
“Show & Tell” meetings – Discussing specific valid issue

* To learn more about this, consider Attain Academy Workshops:  Understanding Deduction Root Causes; Facilitating Cross Function al Teams

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________
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• If you are meeting with your customer to discuss and dispute 
deductions which you believe to be invalid:

– Prepare a listing of invalid deductions by reason code

• Where possible, use customer ’s reason codes

• Consider having a summary by reason code, summary by reason code by time frame and also a 
detailed listing by deduction

– Prior to a meeting to discuss any reversals or settlements:

• Select sample deductions from each reason code which you believe to be invalid

• Gather supporting documentation which supports your position and send to your customer (make 
sure this information makes sense, tells a story, and is organized in a reasonable manner)

• Review information with customer and validate that they are in a greement with your analysis; 
modify / revise required documentation as necessary 

– Use results to prepare for subsequent meeting(s ) 

• Compile documentation to support position on invalid deductions

• If a lot of individual deductions are involved, consider asking customer whether they will accept 
sampling

4.  Information / analysis to prepare
“Show & Tell” meetings – Disputing deductions

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________
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• If you are meeting with your customer to “clean up” the account so 
have a mixture of deduction types (e.g., valid, invalid):

– Separate the deductions by type or status as well as reason code

• Consider having a separate summary line for deductions which are “valid ”, “invalid ” and “to be 
discussed ”

• Include all deductions received during time period to be reviewed other tha n those already 
reversed / repaid 

– Use the key elements from other “Show & Tell ” meetings outlined on the prior slides 
to prepare information:

• Include narrative for corrective actions taken to discuss valid deductions

• Include sample supporting documentation for deductions which you believe to be invalid

• Internally discuss any other issues that need to be reviewed wit h the customer

4.  Information / analysis to prepare
“Show & Tell” meetings – Account clean up 

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

 

Attain Academy Workshop 2009 – Preparing for a Customer Meeting - 38 -

• If you are meeting with your customer to work on a settlement or
resolution:

– Make sure you have worked through the overall settlement process so that you are 
properly positioned for a successful settlement*

• You should already have had one or more “Show & Tell ” meetings to prepare for this stage

– If you are settling on issues where you were at fault (the deduc tions were valid):

• Corrective actions should already have been agreed to and acted upon

• Validate with the customer that the “fixes ” worked

– If you are settling on issues where the customer was at fault (t he deductions were 
invalid):

• You should already have sent / review supporting documentation w hich the customer agrees 
supports your position

4.  Information / analysis to prepare
“Settlement & Resolution” meeting 

* To learn more about this, consider Attain Academy Workshop:  W orking through the Settlement Process

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________



Preparing for a Customer Meeting - 9 - Workshop Worksheets

2009

 

Scheduling the meeting …

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

Preparing the agenda …

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

Meeting etiquette …

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________
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Meeting follow up …

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

Workshop review …

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________
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Answer the following questions.  If you are not sure about the answer, you 
may want to go back to that section of the workshop

1. Describe 2 different types of meetings you might have with your customer (section 2)

2. Assume you have a recurring compliance issue with one of your ke y customers.  The 
issue has to do with EDI/ASN transaction data.  To date, you hav e received almost 
$250K in deductions.

a. What type of meeting would you try to set up? (section 2)

b. What factors would you consider when trying to decide whether ha ve the meeting in person or 
over the phone? (section 3)

c. Who from your company would you include in the meeting?  Who fro m the customer? (section 3)

d. What type of information would you prepare prior to the meeting? (section 4)

3. What are 3 factors you should consider when scheduling a custome r meeting? (section 5)

9.  Conclusion
Workshop self assessment

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________
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Answer the following questions.  If you are not sure about the answer, you 
may want to go back to that section of the workshop

4. Who should you send a draft agenda to prior to your meeting? (section 6)

5. Following your meeting, if you send an email to your customer su mmarizing your 
understanding of what you both agreed to, how might you word it to protect yourself 
against future misunderstandings? (section 8)

9.  Conclusion
Workshop self assessment

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________
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• We hope you enjoyed this Workshop and use the information to help your company 
Improve Cash Flow and Take Control of Deductions

• Attain Academy offers a wide variety of on-line deduction training formats, including 
seminars, workshops and on-line discuss groups.  Sample training topics include:

• Developing a Deduction Improvement Roadmap
• Negotiating Deductions – Practice
• Research Strategies by Reason Code

• Facilitating Cross Functional Teams
• Working through the Settlement Process
• Creating a Senior Management “Flash” Report

• … and more – check website for full listing

• Deduction Basics
• Negotiation Tips & Strategies
• Successful Customer Settlement Strategies

• Effective Cross Functional Teams
• Measuring Performance & Managing Scorecards
• Managing Pre-Deduction Notification Information

• … and more – check website for full listing

Workshop TopicsSeminar Topics

Thank you for Attending

Preparing for a Customer Meeting

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________
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For questions, please contact info@attainacademy.com

For more information on additional Workshops, Seminars, On -line Discussion 
Groups and membership in Attain Academy, please visit 

www.attainacademy.com .

Thank you for Attending

Preparing for a Customer Meeting
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Take Control of Deductions


