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Introduction Do’s and don’ts

Benefits of a frictionless culture and the role of the CSCO 

Breaking down functional silos in the supply chain organization  
is more urgent than ever given increased complexity, the need  
for agility and reliance on data and technology. The vast majority 
of CSCOs (91%) say that complexity poses a significant barrier  
to supply chain performance.

Not only does a frictionless supply chain prevent significant drags 
on performance, but it also strengthens supply chain resilience 
and competitiveness. Seventy-eight percent of high-performing 
organizations drive planning and decision making in a collaborative 
way across the cross-functional team. 

CSCOs act as the bridge between enterprise strategy and 
operational execution. When they fail to manage conflict 
effectively, teams operate with narrow perspectives, leading  
to misaligned decisions and siloed data views. CSCOs are critical  
in delivering a frictionless culture and ensuring that the supply 
chain operates as a strategic enabler.

•	 Establish collective accountability for shared goals.

•	 Align on joint actions.

•	 Foster a culture of transparency and continuous improvement.

•	 Promote healthy debate and problem solving among team members.

•	 Don’t ignore emotions. Failing to acknowledge frustration or anger 
can escalate conflict.

•	 Don’t have in-the-moment impulsive confrontations. Encourage team 
members to schedule a dedicated time for a productive discussion.

•	 Don’t confuse symptoms with problems. Addressing surface-level 
friction (like meeting etiquette) without resolving the underlying 
governance or resource conflict will result in recurring issues.

Actions and cautions to deliver a frictionless supply chain culture  

https://www.gartner.com/en/supply-chain?utm_source=int-mktg&utm_medium=asset&utm_campaign=RM_GB_2026_ESCL_WT_LP1_FRICLESSCULT
https://www.linkedin.com/showcase/gartner-for-supply-chain
https://www.gartner.com/en/supply-chain/lets-connect?utm_source=int-mktg&utm_medium=asset&utm_campaign=RM_GB_2026_ESCL_WT_LP1_FRICLESSCULT
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How to execute

Strategies focused on accountability, alignment, transparency and 
conflict resolution

Strategy 1 

Enabling a frictionless culture starts with articulating a clear and compelling 
supply chain vision, then systematically cascading it to all functional teams — 
planning, procurement, logistics and manufacturing. Clearly communicate how 
the supply chain vision connects to overall business objectives and translate it 
into shared priorities and measurable commitments for each team. Reinforce 
this vision by replacing individual functional scorecards with joint incentives 
and organizing routine leadership communications and team meetings.

https://www.gartner.com/en/supply-chain?utm_source=int-mktg&utm_medium=asset&utm_campaign=RM_GB_2026_ESCL_WT_LP1_FRICLESSCULT
https://www.linkedin.com/showcase/gartner-for-supply-chain
https://www.gartner.com/en/supply-chain/lets-connect?utm_source=int-mktg&utm_medium=asset&utm_campaign=RM_GB_2026_ESCL_WT_LP1_FRICLESSCULT
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How to execute (continued)

Strategy 2

“Give and get” sessions help clarify what each function needs from others and what it can commit to 
deliver in support of shared business goals. As CSCO, facilitate these sessions annually among the 
supply chain functional teams to explicitly map interdependencies and ensure alignment on priorities.

Figure 1: Gives and gets — planning and logistics

Supply chain planning requirements from logistics Logistics requirements from supply chain planning

Access to integrated digital platforms, digital twins and real-time logistics 
dashboards (visibility into OTIF, estimated delivery dates, logistics cost, 
transportation cost, etc.)

•	 Share W/H and transportation capacity data on a monthly basis

•	 Highlight any W/H and/or transportation constraints as part of S&OE and S&OP

•	 Participate in monthly scenario planning working sessions prior supply reviews

•	 Participate when needed in root-cause analysis for forecast accuracy

Share updated lead times on a quarterly basis

•	 �Work on a unified data platform and advanced digital tools for visibility on the 
timeline for top issue items to get back to safety stock levels

•	 Provide visibility on demand volumes per lane for the next 24-month rolling period

Share insights on production schedules, inventory policies and S&OP outcomes

•	 Collaborate on the W/H workflow improvement project

•	 Provide input on the demand/lane adherence data on a monthly basis

•	 �Share during S&OE meetings any implications on transportation requirements 
due to promotions and NPIs

Work with customers on optimizing replenishment frequencies to reduce cost

Data visibility and 
technology integration

Plan optimization and  
cost reduction

Capacity and resource information

Collaboration

Source: Gartner

https://www.gartner.com/en/supply-chain?utm_source=int-mktg&utm_medium=asset&utm_campaign=RM_GB_2026_ESCL_WT_LP1_FRICLESSCULT
https://www.linkedin.com/showcase/gartner-for-supply-chain
https://www.gartner.com/en/supply-chain/lets-connect?utm_source=int-mktg&utm_medium=asset&utm_campaign=RM_GB_2026_ESCL_WT_LP1_FRICLESSCULT
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How to execute (continued)

Strategy 3

Create a team environment where challenges are surfaced transparently and addressed collectively. 
Continuous improvement thrives in this environment, as teams feel empowered to regularly evaluate 
and enhance processes, driving both efficiency and innovation.

Figure 2: Ways for CSCOs to promote a culture of transparency and continuous improvement

Create and review a  
one-source-of-truth  
supply chain scorecard

Run a blitz week on a quarterly basis 
to drive continuous improvement 

Eliminate the fear from discussing  
off-limits KPIs and drive a discussion  
to fix them 

Make feedback a habit through 
creating a variety of channels

Source: Gartner

https://www.gartner.com/en/supply-chain?utm_source=int-mktg&utm_medium=asset&utm_campaign=RM_GB_2026_ESCL_WT_LP1_FRICLESSCULT
https://www.linkedin.com/showcase/gartner-for-supply-chain
https://www.gartner.com/en/supply-chain/lets-connect?utm_source=int-mktg&utm_medium=asset&utm_campaign=RM_GB_2026_ESCL_WT_LP1_FRICLESSCULT
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How to execute (continued)

Strategy 4

Adopt this three-step approach to constructive confrontation: Prepare for a conflict-resolution 
discussion instead of reacting impulsively in the moment, co-create solutions that align with shared 
goals, and follow up to ensure lasting process improvement.

Figure 3: Constructive confrontation approach

Source: Gartner

Active listening

Start

End

Reevaluate

Stage 1: Prepare

Clarify the issue Acknowledge emotions Demonstrate appreciation

Define desired outcome State desired outcome Restate current status

Identify emotions Listen and discuss Complete next steps

Set up discussion Close

Stage 2: Conduct Stage 3: Follow up

Take the win

Conflict 
resolved

Yes  
(with follow-up)

Yes  
(with no follow-up)

No

https://www.gartner.com/en/supply-chain?utm_source=int-mktg&utm_medium=asset&utm_campaign=RM_GB_2026_ESCL_WT_LP1_FRICLESSCULT
https://www.linkedin.com/showcase/gartner-for-supply-chain
https://www.gartner.com/en/supply-chain/lets-connect?utm_source=int-mktg&utm_medium=asset&utm_campaign=RM_GB_2026_ESCL_WT_LP1_FRICLESSCULT
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Success 
measures 

KPIs to monitor 
and track progress 

Reduction in 
governance 
complexity

Completion of 
action items

Metric 
alignment

Significant 
improvements 
in E2E business 
outcomes

Speed of 
decision 
making

Number of 
unjustifiably 
escalated 
decisions

Cost-to-serve 
improvement

Service-level 
improvements
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Explore these additional complimentary resources and tools for 
supply chain leaders:

Actionable, objective insights

Insights

Top 3 Strategic Priorities for CSCOs

Explore the top CSCO priorities, including reducing friction.

Learn More

Already a client? Get access to even more resources in your client portal. Log In ↗

Webinar

Rethinking Supply Chain Design for Growth 

Align supply chains to value (not process) to reduce friction.

Register Now

https://www.gartner.com/en/supply-chain/insights/strategic-priorities-for-cscos?utm_source=int-mktg&utm_medium=asset&utm_campaign=RM_GB_2026_ESCL_WT_LP1_FRICLESSCULT
http://gartner.com/account/signin
https://www.gartner.com/en/webinar/920768/1920141-why-process-excellence-isnt-enough-rethinking-supply-chain-design-for-growth?utm_source=int-mktg&utm_medium=asset&utm_campaign=RM_GB_2026_ESCL_WT_LP1_FRICLESSCULT
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