
Delivering the Right Products to the 
Right Place at the Right Time 

Jeremy Smith  

ASEAN CLS Director 

 

Sook Peng Chua 

ASEAN QA Director 



What we’d like to share with you today 

• J&J Credo – The basis for who we are… 
• Supply Chain 

– Singapore Profile 
– Product Sourcing 
– Order Management 
– Ortho Kit Management 
– Measuring Effectiveness 

• Quality 
– Governance 
– Programs 
– Technology 
– Customers 

 
 

 



We believe our first responsibility is to the doctors, 
nurses and patients, to mothers and fathers and all 
others who use our products and services. In meeting 
their needs, everything we do must be of high quality.  
We must constantly strive to reduce our costs in order 
to maintain reasonable prices. Customers’ orders must 
be serviced promptly and accurately. Our suppliers and 
distributors must have an opportunity  to make a fair 
profit. 
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CUSTOMERS 

COMMUNITY 

EMPLOYEES 

STOCKHOLDERS 

Our Credo 



Country Profile:  Singapore Supply Chain 

• Singapore sits within the ASEAN Geographic Cluster.  J&J 
divides the Asia Pacific Supply Chain organization into Six 
Clusters. 

• We support over 1400 deliveries per month with over 5000 
trays. 

• Depuy Synthes averages over 850 cases per month. 

• SKU Complexity is high with over 21,000 SKUs in our 
orthopaedics business. 

• We serve over 100 hospitals and clinics for our orthopaedics 
business in Singapore. 

 



Product Sourcing: Orthopaedics  

Over 30 manufacturing locations across North America, Europe and Asia 



Order Management: Case Booking System 

Case booking via Web 
application  

Print case listing daily and 
plan for sets deployment  

to  hospitals 

Enter   required  data & 
Submit   

Capture 
surgeon ‘s 
preference   

Future 
Enhancement   EPOD 

Order Management System 



Kit Management: Orthopaedics 

Order 
Received & 
Processed 

Kit allocated 
& Inspected 

Kit Delivered, 
Used, & 

Returned 

Kit 
Inspection, 

Reconciled, & 
billed 

Kit 
replenished 

and returned 
to available 

status 



• Definition 
– Perfect Order is a measure of the effectiveness of the 

entire Order to Payment  process. 

• What the Customer wants: 
– Products received  at 

 Right Time 

 Right Quality 

 Right Quantity 

 Right Price 

• Benefits 
– Key to measuring and managing customer experience 

– Competitive advantage 

– Lower cost throughout supply chain 

Measuring Effectiveness:  
The “Perfect Order” 
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Perfect Order: What it measures 

When an order is placed… 
 

is the product received : 
Right on quantity? 
Right on Quality? 
Billed at Right Price( as agreed)? 

Is the product available …? 
 Is order processing( entry & Pick Pack) 
happening on time? 
 Does customer gets the product when 
he/she wanted? 

When the customer receives the 
product… 

On time Metrics 

Accuracy Metrics 

 Perfect Order(On time X Accuracy): Measures efficacy of end to end Supply Chain processes 



A Sneak Peak at a Future Enhancement 

This signature 
triggers an SMS 
notification of 
delivery to the rep. 



TRUE VALUE 
 The way the customer experiences 

the entire company’s offerings 
including products, services and 

intangibles 
 
 

DIMENSIONS OF VALUE 
•Conformance to requirements 
•Product selection 
•Price and brand 
•Value added services 
•Relationship and experiences 
 

Quality is a Value Creation Driver for 
Supply Chain 



……….QUALITY LANDSCAPE AT J&J 
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We Strive to Uphold Our Responsibility to Those Who Use Our 
Products “…everything we do must be of high quality.”  

……….Our reach extends end-to-end  to 
ensure that we design, make, and deliver 
the right product with the right 
performance, every time! 
 

Our Governance 
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Patient 

At what points in the 
process 
are patients and 
customers 
involved? 

How is the “final 
outcome affected by 
the patient? 

Quality Programs 



What is Quality? 

SAFE 

• Avoiding harm to 
patients from care that 
is intended to help 
them. 

EFFECTIVE 

• Providing services 
based on scientific 
knowledge and which 
produce a clear 
benefit. 

PATIENT 
CENTREDNESS 

• Providing care that is 
responsive to 
individuals’ needs and 
values. 

TIMELY 

• Reducing waits and 
sometimes harmful 
delays. 

EFFICIENT 

• Avoiding waste 

RELIABILE 

• Providing solutions 
that does not vary in 
quality because  
characteristics 



Meet the Quality Standards 

Opportunity & 
Needs 

Product 
Development 

Design Transfer & 
Mfg 

Sales & 
Distribution 

R&D Marketing Manufacturing 

ISO 13485/FDA 21 CFR820 
Health Products Act (Chpt 

122D) 



1 

3 

4 



Unmet 
Needs 

Front End 
•Identify customer 
unmet needs 
•Assess business 
opportunities 

Development & Launch  
•Complete product design, verification 
and validation 
•Transfer product into manufacture 
•Launch Product at intended market 

Lifecycle 
•Maintain the product 
during its life cycle 

Innovating for Patients 

Customer 
Focus 

Investment Mgmt 
Regulatory Requirement 

Risk Mgmt 

UNMET NEEDS 



WHAT ARE THE CHALLENGES TO THE 
MISSION TO RESTORE MOVEMENT 

Tested by Us, Real Life Tested by Patients 



Opportunities 

 Changing 

Requirements 

 Less steps with 

better patient 

outcome 

  

 Sustaining 

compliance and 

focusing on wellness 

and prevention 
 

 

 



– Protect our Trustmark 

– Deliver Prevention Focus 

– Become a Stronger Enterprise Thinker 

Over 115 Years of Innovating for Patients 
Value Proposition 
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A Complaint is a Gift 

Complaint and Service 

Management solution  
 

- Identify safety signals and take 

swifter action;  

- Enhances our customer’s experience;  

- Meets our global regulatory 

commitments” 

 

PATIENTFIRST PROGRAM 
Common process and technological solution 
to increase patient safety 

 

 



The People of Johnson & Johnson. . . 

Caring for the world, one person at 
a time inspires and unites the 
people of Johnson & Johnson. 

We embrace research and science – bringing 

innovative ideas, products and services to 

advance the health and well-being of 

people. 

Employees of the Johnson & Johnson Family 

of Companies work with partners in health 

care to touch the lives of over a billion 

people every day, throughout the world. 

Privileged and Confidential 
26 
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Thank You 


