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The Paint Coating Company


Chemical Coatings 

Tier 1- Preferred strategic 
solution seekers 
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The Paint Coating Company 

Customer Segmentation by Tiers


Tier 1 - Preferred strategic solution seekers. 


Tier 2 - Large price seekers. 


Tier 3 - Least attractive price seekers. 


Tier 4 - Local manufacturers. 


Tier 5 - Specific targeted companies.




The Paint Coating Company 

Customer Segmentation by Tiers


Tier 1 - Preferred strategic solution seekers. These are 
strategic solution seekers that will be the recipient of 
total customer solutions provided by a team approach. 
We will target these preferred companies by offering 
solutions intended to increase productivity and 
performance, reduce supply chain costs, provide 
eBusiness solutions and develop jointly unique products 
and a variety of other value added services. It is 
mandatory that the customer value propositions will 
result in quantified and well-documented cost 
reductions, performance and productivity improvements 
for our clients, improving our customers and our 
shareholders profitability. 



The Paint Coating Company 

Customer Segmentation by Tiers


Tier 2 - Large price seekers. Composed of large price 
seeker paint & coatings manufacturers, which may not 
be as responsive to receive the total customers solutions 
approach of Tier 1 customers. Our intent is to make 
every effort to move these accounts towards a closer 
collaboration, seeking a true partnership for value 
added. 



The Paint Coating Company 

Customer Segmentation by Tiers


Tier 3 - Least attractive price seekers. These are the 
least attractive price seekers that have non-existent 
switching barriers to select a supply. These are 
primarily transactional customers who will receive 
minimal services. 



The Paint Coating Company 

Customer Segmentation by Tiers


Tier 4 - Local manufacturers. These are composed of a 
large number of local paint & coatings manufacturers, 
but because of their collective volume, provide attractive 
opportunities to us but cannot be targeted in the manner 
of Tier 1 and 2 customers. We will utilize eBusiness and 
telesales technology to address and satisfy their needs. 



The Paint Coating Company 

Customer Segmentation by Tiers


Tier 5 - Specific targeted companies. Composed of 
targeted companies that although small in size, deserve 
special attention because they are either highly 
innovative or address unique environmental concerns. 
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The Balanced Scorecard Dimensions (Corporate)

Balanced 
Scorecard 
Framework 

Financial Perspective
(Shareholder look) 

Business 
Processes 

(Operational 
Effectiveness) 

Organizational
Learning

(Technology) 

Customer 
Perspective
(Customer 
Targeting) 

Corporate
Level 

• Volume, revenue, 
earnings, gross margin 
by product and/or market 
segment (actual vs. plan) 

• Revenue and earnings
by service and business 
models 
- Eastman ROI 
- Complementor ROI 

• Revenue and earnings 
by specialty vs.
commodity 

• Growth of volume, 
revenue, earnings, gross
margin (relative to 
what?) (Growth 
initiatives) 

• Capacity utilization
by product
categories or 
production site 

• Unit cost by
Eastman ESQ 
product categories 

• % First pass quality 
by product 
categories 

• Budget vs. plan
(Cost centers) 

• Specialty/
Commodity ratio of 
sales 

• Rate of product
introduction by market 
segment 

• Percent of sales from 
new products by 
market segment 

• R&D as % of sales 
- Resins  
- Solvents 
- Additives 
- Formulations 

• Projected revenue vs. 
actual for tactical 
portfolio reaching 
commercialization 

• Projected revenue vs. 
actual for strategic
portfolio reaching 
commercialization 

• Product market 
share 

• Customer  
market share 
by tier 

• Profitability by 
customer by tier 



The Balanced Scorecard Dimensions (Tier 1)
The Balanced Scorecard Dimensions (Tier 1)

Balanced 
Scorecard 
Framework 

Financial 
Perspective
(Shareholder 

look) 

Business 
Processes 

(Operational 
Effectiveness) 

Organizational Learning
(Technology) 

Customer 
Perspective
(Customer 
Targeting) 

Customer Tier 
Level - Tier 1 

• Volume 
• Revenue 
• Gross Profit 
• Earnings from

Operations 
• Return on VDS 

Capital 
• Return on VDS 

Investment 
• Year over year

sales and 
earnings growth 

• Working capital
levels 
- Receivables 

• Profitability of 
“customized” 
manufacturing 
revenue stream 

• Cost to serve the 
customer 

• Breadth of 
customer 
engagement
(use +5 to -5 
scale) 

• % of revenue 
from 
differentiated 
customer 
solutions 
- Revenue from 

differentiated 
products 
- Revenue from 

customer integrated 
solutions and 
services 

• % revenue from 
decommoditized 
products 

• Revenues emerging from R&D 
technology partnerships 
- Customers  
- Complementors 

• Revenue emerging from
customized technology solutions 
by customer 

• Return on invested hours of 
technical support being provided 
to customer for product 
development and for process
improvement 

• Rate of product introduction by
market segment 

• Percent of sales from new 
products by market segment for
each customer 

• Total R&D as a % of Total Tier 1 
Sales 

• Projected revenue vs. actual for 
tactical portfolio reaching
commercialization by customer 

• Product market 
share by 
customer 

• Solution 
revenue/earnin 
gs by customer 

• Cost to serve 
the tier 

• Value added 
VDS integration 
level 
- Customer ROI  
- Eastman ROI 

• Joint revenue/ 
earnings from 
complementor 
relationship 
- Customer ROI  
- Eastman ROI 
- Complementor 

ROI 

• Projected revenue vs. actual for 
strategic portfolio reaching
commercialization by customer 



The Balanced Scorecard Dimensions (Tier 3)
The Balanced Scorecard Dimensions (Tier 3)

Balanced 
Scorecard 
Framework 

Financial 
Perspective
(Shareholder 

look) 

Business 
Processes 

(Operational 
Effectiveness) 

Organizational
Learning

(Technology) 

Customer 
Perspective
(Customer 
Targeting) 

Customer Tier 
Level - Tier 3 

• Volume 
• Revenue 
• Gross Project 
• Earnings from

Operations 
• Return on “low cost” 

VDS Capital 
• Return on “low cost” 

VDS Investment 
• Year over year sales 

and earnings growth 
• Working capital

levels 
- Receivables 

• Cash flow 
contribution by 
customer 

• Time to complete the 
transaction from start 
to finish 

• Measure customer 
satisfaction with the 
transaction 

• % revenue, volume 
and earnings by 
channel 
- Inside sales  
- Distributor 
- Self serve  
- Direct  
- Digital  

• % revenue from 
decommoditized 
products (CAB,
MAK, CPO, new 
products) 

• Fees emerging from
R&D technology
wizards 
- Customers  

• Cost of developing
standardized low 
cost product 
solutions by product 

• R&D cost associated 
with providing non-
customized 
differentiated 
products 

• Rate of product 
introduction by
market segment 

• Total R&D as a % of 
total Tier 3 sales 

• Product market 
share by customer 

• Service fees 
generated 

• Cost to serve the 
customer by 
channel 
- Inside sales  
- Distributor 
- Self serve  
- Direct  
- Digital  

• Unit delivered cost 
to customer 



The Balanced Scorecard Dimensions (Tier 4)
The Balanced Scorecard Dimensions (Tier 4)

Balanced 
Scorecard 
Framework 

Financial 
Perspective
(Shareholder 

look) 

Business 
Processes 

(Operational 
Effectiveness) 

Organizational Learning
(Technology) 

Customer 
Perspective
(Customer 
Targeting) 

Customer Tier 
Level - Tier 4 

(Data by Customer 
Group) 

• Volume 
• Revenue 
• Gross Profit 
• Earnings from 

Operations 
• Return on VDS 

Capital 
• Return on VDS 

Investment 
• Previous year’s

month sales and 
earnings growth 
- Quarterly  
- Annually 

• Working capital
levels 

- Receivables 

(Tier 1 metrics 
may apply to 
some subgroups
and tier 3 
metrics may
apply to other 
subgroups) 

(Metrics will be 
developed by
customer group) 

(Data by Customer Group) 

• Feeds emerging from R&D
technology wizards 

- Customers  

• Cost of developing 
standardized low cost product
solutions by product 

• R&D cost associated with 
providing non-customized 
differentiated products 

• Rate of product introduction 
by market segment 

• Total R&D as a % of total Tier 
4 sales 

• Projected revenue vs. actual
for tactical portfolio reaching 
commercialization by 
customer 

• Projected revenue vs. actual
for strategic portfolio reaching 
commercialization by 
customer 

• Market share by 
customer group by 
product 

• Service fees 
generated by 
customer group
(ROI justified) 

• Cost to serve by 
customer group 

• Value added VDS 
integration level by 
customer group 
- Customer ROI  
- Eastman ROI 

• Joint revenue/ 
earnings from 
complementor 
relationship by 
customer group 
- Customer ROI  
- Eastman ROI 
- Complementor ROI 
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Balanced Scorecard Dimensions (Tier 5)

Balanced 
Scorecard 
Framework 

Financial 
Perspective
(Shareholder 

look) 

Business 
Processes 

(Operational 
Effectiveness) 

Organizational
Learning (Technology) 

Customer 
Perspective
(Customer 
Targeting) 

Customer Tier 
Level - Tier 5 

• Total leveraged 
value across all 
customer tiers from 

• Breadth of 
technology and
business 

• % of revenue from 
differentiated technology
or business model 

• Customer’s relative 
market share in the 
niche 

tier 5 
- Volume 
- Revenue 
- Gross  Profit  
- Earnings from 

Operations 

• Cost to manage the 
relationship 

innovation 
engagement
(use +5 to - 5 
scale) 

solutions 
- Revenue from differentiated 

technologies 
- Revenue from customer 

integrated solutions and 
services 

• % revenues from 
decommoditized products 

• Revenues emerging from
R&D technology
partnerships 

• Size of EMN market 
potentially impacted
by tier customer 

• Size of additional 
revenue for the tier 
customer innovated 
by EMN (prepare
these companies for 
acquisition by tier 1) 

- Customers  
- Complementors 



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (None)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.5
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /sRGB
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo false
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Remove
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 150
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /ColorImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 150
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /GrayImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 300
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects true
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /False

  /Description <<
    /JPN <FEFF3053306e8a2d5b9a306f300130d330b830cd30b9658766f8306e8868793a304a3088307353705237306b90693057305f00200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e30593002>
    /DEU <>
    /FRA <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
    /ENU <>
  >>
>> setdistillerparams
<<
  /HWResolution [300 300]
  /PageSize [612.000 792.000]
>> setpagedevice


