Dedicated to providing health through premium nutrition for pets, Royal
Canin North America wanted to build a more effective relationship with
its customers and consumers. Stocking and product shortages during the
pandemic caused the company to rethink its production and distribution
management processes.
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Rick Hall, Chief Information Officer, Royal Canin North America



Rethinking order management post-pandemic

Today'’s pet owners want to know that they're providing their animals with the right
nutrition. It needs to be tailored not only to the pet's age and size but also to their
health needs. For example, some pets are allergic to proteins or grains. Royal Canin
North America is a subsidiary of Mars Incorporated, of fering reliable and health-centric
foods while depending on pet specialty stores and vet clinics to sell and recommend
its products.

“We don't have holiday seasons in pet food manufacturing, because pets don't care,’
says Rick Hall, Chief Information Officer at Royal Canin North America. "Our demand
is based on organic and future growth. When the pandemic hit, the intensity of the
pantry loading of our product created a giant demand because people weren't able
to go shopping or to go to their clinics to get the food their vets.

With this experience Royal Canin North America started rethinking the way it
processes orders. Although before the pandemic, the company was already focusing
on streamlining its warehousing and data processing with Fujitsu's GLOVIA OM, it was
now also under pressure to provide a more modern and flexible experience to the
customer. Seeing the whole distribution and production processes on one platform and
leveraging that toward customers could help the company reach its goal.

“We need to make sure that we have the ability to service our customers at the
premium level that matches our product,” says Hall. "And now that we're venturing
into direct to-customer (D2C), we also need to meet the consumers’ needs.”

New solutions with existing tools

Using the Fujitsu tool, Royal Canin North America is developing and finalizing a new,
multi-faceted approach to building trust and reliability. “For the pet owner, it's a
conscious journey to find our product,’ says Hall. “They can't just go to the grocery
store for it, and if we don't make it easy, they're going to find something else. So, we
need to deliver on the level of service experience that our customers are expecting.
At vet clinics, people are placing orders with us digitally and their expectation of a
smooth shopping experience grew tenfold through the pandemic”

This is why one of the significant improvements through leveraging GLOVIA OM was
the creation of back ordering.

What's more, customer care at Royal Canin North America used to require employees
to work from five screens to find the correct information related to invoicing, order
status, shipping, back orders, and availability of inventory among others. “Fujitsu’s
solution has put it all on one screen,” comments Hall. “This is one of the reasons why
we did this transformation. It was for our customer care to service our business
customers better”

Royal Canin North America believes that no one solution or system is going to be

the only answer to company challenges. Its people, processes, and how things are
managed all contribute to the organization’s performance. It treats order management
solutions as a product that needs to constantly evolve to meet the needs of internal
customers such as the supply chain or the demand planning. Hall says: “We must know
what we need to change to help them do their job better. So, we look at OMS as a
product and the GLOVIA solution is an integral foundation of that.”



Building on this idea of constant improvement, an important part of the modernization
effort will rely on data and the organization recently started to develop a focus on data
and analytics. “Data is everywhere,” says Hall. “And it's not just about

a technical solution; it's the data you create, consume, and manage. Fujitsu's support

is going to be instrumental in helping us make more data-based decisions.”

Creating more meaningful relationships

The company is focusing on allocation and segmentation of inventory, putting
a conscious thought into what using the Fujitsu platform will mean in the future for
customer care and not only for business processes.

Leveraging existing systems in more flexible and inventive ways will help Royal Canin
North America future proof its business while avoiding unnecessary investments. But
the company's journey is not simply about finding the right product. “It's not just the
solution,” says Hall. "It's how you implement it. It's the partner, the deployment, the plan,
the change management. And from day one, I've seen a receptiveness from Fujitsu and
was conscious of them wanting to have trust between us.” Fujitsu’s support has always
been one based on partnership and trust and both companies are looking forward

to helping Royal Canin North America achieve its goals.
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