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                                                   Running into Trouble – Part 3
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It's clear that there's more to this issue than meets the
eye. And both Ben and Tommy have their own view of this
problem. They've set up a video-conference call. Let's see
how it goes.

Hi, Tommy. How are you?

I'm fine, thanks.

Well, I thought we should talk because I'm not satisfied
with the product you've been sending recently.

When you say you're not satisfied, what do you mean?
There seems to be a real problem with the buckles on these
last consignments.

Have T got this right? It's just the buckles we're talking
about?

There are other quality issues. But, yeah, the buckles are
our main concern. They keep snapping open. And then
they break. Look. This really isn't good enough. I've got a
whole stack of these downstairs from the most recent
consignment.

Ben and Tommy have been talking for some time now. Ben
has always sourced his skates from Tommy. But there are
other possibilities.

If you don't resolve this problem soon, T'll be forced to try
another supplier. I've already been talking to several
companies.

T've heard that on the grapevine.

Look. Are you going to do something about this or not?
You know that we work for many of your competitors. They
have no complaints about quality. Just ask any of them.

Eventually, Ben and Tommy get to the heart of the
problem. At their last meeting in Taiwan, Ben forced
Tommy to accept a lower unit price. Tommy wasn't happy
about this but he had no choice but to accept it or lose the
business.

I told you at the time that this would have implications
Not for quality.

T hoped not. But T couldn't be sure. And T told you that.
OK. So, if we agreed to an increase in the unit price of, say,
three percent, would that make a difference?

Yes, I think that could.

So, what effect did that conversation have on the problems
at Blade Runners? The answer is a very positive and
beneficial one. Ben raised the unit price by three percent.
But he feels the extra cost is well worth paying. For a
relatively small additional outlay, he has guaranteed a
much better quality of product. Blade Runners has now
begun to win back its market share. Its products are in the
shops and they're selling fast. In other words, Blade
Runners is now firmly back on track.
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