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Introduction

The CERT Group provides a range of

products and services designed to maximise

efficiency and value throughout the supply

chain. Since its foundation, it has advanced

rapidly, distancing itself from conventional

offerings in the supply chain and CERT now

brings together a portfolio of products and

services that have traditionally only been

delivered via `̀ specialist'' providers. It offers

integrated business solutions via its six oper-

ating divisions:

(1) Supply Chain Solutions ± an independent

consultancy service providing integrated

supply chain consultancy.

(2) CERT Logistics ± provides a complete

supply chain management service, in-

cluding dedicated and multi-user

warehousing and a nationwide transport

and delivery service.

(3) Octavian ± the UK's leading fine wine

and champagne distribution service.

(4) CERT Promotions ± delivers comprehen-

sive promotional services from creative

concept and design, sales promotion and

product repackaging.

(5) CERT Distributors ± specialist field sales

and merchandising operation to the in-

dependent retail sector.

(6) CERT E-Commerce ± develops e-com-

merce solutions for managing supplier/

customer relationships from order to

delivery.

In 1994 the company was in bad shape.

Experiencing huge losses, with the bank about

to withdraw support, the company lacked

strategic direction and desperately needed re-

engineering. The future looked bleak. The

appointment of a new chief executive at the

helm later that year set about a series of

changes that put CERT on the road to

recovery. A new strategy, which recognised

first-class customer service as the key com-

ponent of CERT's future success, was put in

place, and its people identified as the prime

channel for delivering this new approach.

However, in order to make the new strategy a

reality, a dramatic culture change was re-

quired.

Changing a company's culture to one that

gives a priority to training, development and

other personnel practices requires much more

than the fine words of an upbeat mission

statement. There has to be a consensus of
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turnaround of fortunes at The CERT Group, describes the

key role of customer service and the challenges
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