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In today's highly competitive marketplace, delivering exceptional customer service is paramount for
business success. One often overlooked factor that significantly impacts customer satisfaction is the
structure of the distribution network. The distribution network encompasses the channels and facilities
through which products move from manufacturers to end consumers. Its design influences various
aspects of customer service, including product availability, delivery times, and overall customer

experience.

Understanding how the structure of the distribution network affects customer service measures allows
businesses to optimize their operations and meet customer expectations more effectively. In this
article, we will explore the key measures of customer service impacted by distribution network
structures, analyze how different network designs influence these measures, and discuss strategies to

enhance service levels through effective distribution planning.

Understanding Distribution Network Structures

Before delving into customer service measures, it’s essential to understand the common types of

distribution network structures:



Direct Distribution

- Manufacturer sells directly to the consumer.
- Example: E-commerce brands with their own online platforms.
- Benefits: Greater control over customer experience, faster response times.

- Limitations: Higher logistical costs, limited reach in geographically dispersed markets.



