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[bookmark: _Toc392668229]Global Commercial Policy: Customers’ Account Management



1. [bookmark: _Toc392668230]Purpose

The purpose of this document is to define the policy how to manage Customers Accounts in M3 and to establish Roles and Responsibilities regarding:
· Customers’ Account Creation and Maintenance
· Customers’ Credit Control
· Customers’ Payment reminders


2. [bookmark: _Toc392668231]Definitions

2.1 [bookmark: _Toc392668232]Customers

· External Direct Customers:
· are local customers served by the ColArt Distribution Centers or by the ColArt subsidiaries with local warehouse
· are under the commercial responsibility of the local ColArt Business Unit (CBU) or of the Regional Export team in some specific cases

· External Export Customers:
· are 3rd party importers served by the ColArt Distribution Centers
· have a warehouse stocking ColArt products and are distributing them to their local market
· are under the commercial responsibility of the Regional Export team

· External e-commerce BTC Customers
· are end-users who buy direct on ColArt e-commerce brands’ web sites
· are not registered as single accounts in M3 and are therefore out of scope of this policy

2.2 [bookmark: _Toc392668233]Customer Services

· The role of the Customer Service is to ensure the good flow of the order-to-cash process: to create and maintain customer accounts, to manage prices and discounts in M3, to set-up promotions in the system, to enter customer orders , to release specific orders to logistics (when applicable, ex: new placement to be delivered complete), to organize shipments and paperwork (ex: custom), to deal with customers’ claims, to relay the AR policies and to support cash collection


· The Customer Service can be based centrally (Global Customer Service based in Le Mans) or locally (Local Customer Service based at the location of the ColArt Business Unit (CBU)) where applicable
· The Global Customer Service is setting the rules and processes which will apply to all Customer Services, central or local.

2.3 [bookmark: _Toc392668234]AR Services

· From a commercial perspective, the role of the AR Services is to check customers’ legal entity, to liaise with Credit Insurance (when applicable), to define financial risk linked to customers, to propose credit limits, to follow-up receivables and payments, to send invoice statements and payment reminders to customers, to collect cash, to manage agents’ commissions, to do accounting letterings.

· For smaller ColArt Business Units, AR can be managed centrally (ex: European AR shared Services based in Le Mans for Spain).  Legal compliance will then be ensured by the Group Finance functions (HQ) with potentially the support of the AR Shared Services (ex: reporting to tax authorities)

· AR Shared Services are setting the rules and processes for Credit Limit and Cash Collection for the CBUs to which they provide a service


3. [bookmark: _Toc392668235]Principles

· clear guidelines to define where roles and responsibilities start and end between global/local, between Commercial/CS/AR-Services and escalation rules

· standard processes valid for all ColArt entities




4. [bookmark: _Toc392668236]Customer Account Creation and Maintenance

4.1 [bookmark: _Toc392668237]Account Creation

· The Customer Account Creation is initiated by the Sales Rep (or the Sales Agent) or the Key Account Manager or the Export Area Manager
· A standard “Account Creation Form” - as defined by the Global Customer Service- will be used to collect information :
· customer’s details, contact, tel,…
· customer’s discount(s), contract prices
· conditions of sales, terms of payment
· estimated sales year /1 year
· data tags (business model, channel,…)
· customer’s classification (ABC)
· customer’s status (gold/silver/bronze)
· membership to Loyalty Programs
· registration number (KBIS,...)
· details of bank account
· The proposal of Account Creation is validated by the Sales Manager/Director who is accountable for respecting the Global Commercial Policy.
· For the Top 100 customers of each Business Unit, conditions outside the Global Commercial Policy must be validated by the Chief Commercial Officer (CCO)

· The duly documented form is sent to the relevant Customer Service and  AR-Service
· The AR-Service will validate the opening of the account after checking the legal entity and the Customer’s Sales Conditions vs the acceptable financial risk (ex: terms of payment, credit limit, see point 5.).
· After validation of the AR-Service, the Customer Service will turn on the Account to “live” and can then process orders

4.2 [bookmark: _Toc392668238]Account Modification

· The Account Modification is run in a similar way as the Account Creation with the same escalation process
· Records of modifications are kept archived by the Customer Service to ensure the possibility to check historical data (all modifications)
· Likewise, a new discount for year (Y) will not overwrite the previous discount of year (Y-1) in M3. 

4.3 [bookmark: _Toc392668239]Account Inactivation

· The inactivation of a Customer Account can be initiated by different sources:
· the Sales Rep (or the Sales Agent) or the Key Account Manager or the Export Area Manager after an annual review of the accounts (for ex if no activity)
· the Finance / AR-Services (change of legal name, financial issues, no activity)
· the Customer Service after validation of the Commercial except if no sales since 3 year (data cleansing)

· A customer account cannot be inactivated if there are some remaining open AR / AP
· When confirmed, the Customer Service will put the Account in Status 90

4.4 [bookmark: _Toc392668240]Business Chains

· A Business Chain is a group of minimum 5 stores which have a common purchasing organization (potentially the same owner and the same trade name) and/or consistent conditions of purchase
· It is created in M3 to link the different members of the same group and to enable:
· Potential global settings of the sales conditions, prices, discounts,…  across all shops of the chain
· A follow-up of the activity (sales, margin,…) at the different levels of the chain (ex. at the local, at the national or at the regional level)

· To avoid duplications and to ensure data integrity, all international Business Chains worldwide are created in M3 by the Global Customer Service (Le Mans)
· For mainland Europe and for Export, all local Business Chains are created in M3 by the Global Customer Service (Le Mans)
· For other regional entities, local chains will be created locally but international chains will still be handled by the Global Customer Service (Le Mans)
· The link of single customers to local or international chains is made by the Customer Service who is following the account (local or global)


· There are 4 possible levels of chains above the single shop
Example: Carrefour





4.5 [bookmark: _Toc392668241]Customers Account Codification



Single Account Codification:


· The customers’ accounts will be coded with a 2 letter prefix + min. 5 digits (M3 standard = 10 digits)
· The prefix is the ISO-code of the customers’ country
· Country ISO-codes are available here.

· Exceptions: French/Swiss and Export customers
· French customers and Export customers are already in M3. The risk to convert old accounts to the new codification is high for historical data and will not be done as part of Project One. However the migration might be done at a later stage in a specific project.

· Implications:
· French accounts will remain with the existing codification without prefix. New accounts will be created without prefix as long as the decision is not taken to convert them all with the FR prefix. If codes are converted later, they will all be simultaneously (idem for Swiss customers /CH and Belgium customers followed-up from France / BE)
· Export customers will remain with the existing codification without prefix until the decision to re-code them is taken (same as France)
· However, when the follow-up of a customer is switched from export to a local CBU it is closed and re-opened with the new codification.

· All direct customers (except French, Swiss and Belgian customers managed from France) will have a code with the prefix of their country
· If the responsibility of the commercial follow-up changes from one CBU to another CBU, the customer code does not change (except for Export as explained above)

· Data migration from old systems:
· When going on M3, customer codes will have to be recoded
· The country’s ISO-code prefix enable the migration of old codes into M3 by simply adding the prefix to the old code
· This will avoid the risk of duplication (same code for different countries)
· This will enable an easier mapping of historical data


· Table: single customer account


	Territory
	Existing Format
	Existing Customers
	New Format
	Examples
	Comment

	France
	5 digits
10.000 to 99.999
	no change (*)
	no change
	12345
	Future FRxxxxx

	Switzerland
	5 digits
10.000 to 99.999
	no change (*)
	no change
	23456
	Future CHxxxxx

	Belgium
(from France)
	5 digits
10.000 to 99.999
	no change (*)
	no change
	34567
	Future BExxxxx

	Export
(from LM)
	5 digits
10.000 to 99.999
	no change (*)
	no change
	45678
	

	Export switched to local CBU
	5 digits
10.000 to 99.999
	Re-code in new
	ISO country code + 5 digits (**)
	PL12345
	

	Countries going on M3
	different by country
	Re-code in new format
	ISO country code + 5 digits (**)
	CN12345
	

	(*) until a specific project manage the data migration properly
(**) or ISO country code + old code for existing customers




Business Chains’ Codification:

· There are 4 possible levels of chains above the single shop : see point 4.4
· Level 1 is local (ex: France North / France South)
· Level 2 is national (at country’s level)
· Level 3 is regional (at continent level)
· Level 4 is worldwide

· Codifications of business chains must be handled carefully as they might impact different countries:
· A chain account code is made of 2-4 digits + a suffix
· The 2-4 digits is the common denominator of the chain for all countries all levels

· the 2-4 digits can only belong to one single chain, independently from the country (the same 2-4 digits cannot be used for 2 different chains in 2 different countries even with different suffix)

· For level 1 the suffix is 01/02/03/04/…
· For level 2 the suffix is the 2 digit ISO country code (available here)
· For level 3 the suffix is:
· Europe:			EUR
· North America		NAM
· South/Central America	SAM
· Middle-East		MEA
· Africa			AFR
· Asia-Pacific		APA
· For level 4 the suffix is:		WW




· If a chain is existing at any level, new accounts of the same chain must be linked to the chain
· If a level is not existing and is not needed, it is not necessary to create it

· Existing French chains will not be recoded (same as single customer codes)


	Examples
	Store
	Level 1
	Level 2
	Level 3
	Level 4

	France
	Carrefour
Le Mans 12345
	Carrefour France West
25FR01
	25
	25EUR
	25WW

	Belgium
	Carrefour
Brussels 45678
	Carrefour Wallonie
25BE01
	25BE
	25EUR
	25WW

	Italy
	Carrefour
Milan IT78901
	Carrefour Lombardia
25IT01
	25IT
	25EUR
	25WW

	Saoudi Arabia

	Carrefour
Riyad 90123
	-
	25SA
	25MEA
	25WW

	NB:  it is unlikely that level 1 is used in many territories (might however be used for regional purchasing groups with different conditions in the same country for ex.)
In this case the single shops are directly linked to the Level 2







5. [bookmark: _Toc392668242]Payment reminders

5.1 [bookmark: _Toc392668243]General rules

· Payment reminders are sent by the Credit Controller (AR Service) to the Customer
· The CS Assistant and the Commercial Manager are copied of the payment reminders so that they can relay the message and inform the customers

·  There are 3 levels of payment reminders:
· Reminder #1:
· Date:	Within max. 8 days after due date
· Mean:	Phone, e-mail / fax, automated (M3 document)
· Impact:	Any new order is blocked (= limit 1 (overdue) is hit)
· Reminder #2:
· Date:	Within max. 10 days after Reminder #1
· Mean:	E-mail / fax + phone call + letter
· Impact:	Indication of penalties (interest and charges)
	+ next step = enforcement procedure
· Reminder #3:
· Date:	Within max. 10 days after Reminder #2
· Mean:	Letter with acknowledgement of receipt + phone call
· Impact:	Invoice with penalties & interests calculation
	Ask to pay immediately or legal recovering process starts.

· Legal recovering process (enforcement procedure):
· Date:	Within max. 10 days after Reminder #3
· Mean:	Customer file transferred to Third Party
· Impact:	Recovering process in action

· If Credit Insurance and if the due amount > 800€
· Activation of the Credit Insurance (ex: Coface)
· Declaration of unpaid invoices : direct consequence = the insurance cover is stopped for this customer (for all his suppliers)
· Request of COFACE direct intervention (if no cover)
· Request of indemnity  (if insurance cover)
· Deadlines to respect :
· 150 days after 1st invoice date for France
· 210 days after 1st invoice date for Export

· If no Credit Insurance or CI but due amount < 800€
· Request of recovery by 3rd party (bailiff)
· Legal action with local authorities / local lawyers:
· Ex: France : Tribunal de Commerce (« injonction de payer »)



· In addition to the payment reminders for overdue, the AR-Services edits:
· Twice a month the AR aged ledger:
· Total balance / not due / aged overdue
· Customer by customer
· Main comments and action plan
· communicated to the CS Assistants for information, to the Countries GMs and to the Commercials for support action

· A monthly statement  to export customers showing the balance and indication of the due amount to be paid
· A statement before the due date for identified risked customers (min. monthly) 


5.2 [bookmark: _Toc392668244]Roles & Responsibilities - Escalation

· The control process is under the responsibility of the AR Manager
· The AR Manager has the control to hold / approve an order which is blocked for overdue
· An order hold by the AR-Services can be released after judgment call of a GMT member

· Escalation:
· Proposals of Payment re-schedule lower than 10K€ can be approved by the AR Manager
· Amounts greater than 10K€ must be escalated to the CFO / CCO


6. [bookmark: _Toc392668245]Controlling processes

6.1 [bookmark: _Toc392668246]Review 

· Customer Account Modification / Deletion:
· see 4.2 and 4.3
· records of Accounts modification will be kept

· The Credit Limit might be reviewed by AR-Services and Commercial regularly depending on the evolution of the situation of the customer

· Any event impacting the risk supported by ColArt may cause a revision of the Credit Limit:
· Change of legal name
· Increase/decrease of sales amount
· Seasonal peaks
· Financial information
· Modification of the amount covered by the Credit Insurance
· …



6.2 [bookmark: _Toc392668247]KPIs

· Sales and contribution: see policy “Prices and discounts”

· BI reports will be set up to follow-up receivables:
· Value of accounts receivables
· AR not due
· AR due 1-30
· AR due 31-60
· AR due 61-90
· AR due > 90

· These reports are made on similar basis for all ColArt Business Units (CBU)


7. [bookmark: _Toc345409250][bookmark: _Toc392668248]Related Areas and Processes

· Finance / AR processes



8. [bookmark: _Toc392668249]Issue management process

If application of this policy leads to an issue within the business it should first be raised to the respective Business Unit Manager.
If an issue still exists then it should be raised to the global function for final resolution.


9. [bookmark: _Toc392668250]Appendix

· Customer Account Creation Form

WIP

· Customer Account Modification Form

WIP

Carrefour
Wordwide


Carrefour
Middle East


Carrefour Americas


Carrefour
Europe


Carrefour Asia


Carrefour France


Carrefour Spain


Carrefour Italy


Carrefour FR West


Carrefour FR East


Carrefour Le Mans


...


Carrefour Paris
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