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	Overview

Country or Region: Kenya
Industry: Automotive
Customer Profile

Incorporated in 1947, Marshalls (East Africa) Limited is a distributor for international motor vehicle brands and related products. Marshalls boasts 11 branches and 4 dealerships throughout Kenya.
Business Situation

Realizing that its technology systems were ageing, Marshalls took a strategic decision to modernize its software as well as upgrade its approach to business.
Solution

The company implemented Microsoft® Business Solutions–Navision® and Incadea DMS to cover all requirements of the car dealership industry. This led to better business processes, improved credit control, and advanced inventory management.
Benefits

· Improved employee efficiency and productivity
· Greater business flexibility

· Accurate inventory management

· Significant cost savings

	
	
	“In order to survive in business, you need to have a sound business plan and industry insight; both of which require easy access to reliable information.”
Nisheel Shah, Group Financial Controller, Marshalls (East Africa) Limited


	
	
	
	With almost 60 years of experience in Kenya’s highly competitive automotive dealership industry, Marshalls (East Africa) has grown its presence to encompass 11 branches and 4 dealerships throughout the East African country. However, while the company had been growing, its technology had become stagnant, unable to support emerging business requirements and processes. Recognizing the need for a technological upgrade, the company sought a solution that would enable it to increase business flexibility and responsiveness, while generating opportunities for improved cost control and savings throughout the organization. Employing the expertise of technology partners AkiliAfrica and Microsoft, Marshalls selected the Incadea DMS system to be implemented together with Microsoft® Business Solutions–Navision® for increased functionality and longevity.
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Situation

Marshalls (East Africa) Limited, headquartered in the Kenyan capital city of Nairobi, has successfully chartered the region’s fluctuating automotive industry for over 58 years. From humble beginnings the company has built its business to a point where today the company boasts 11 branches and 4 dealers throughout the country.

Today, the company is the local representative for well-known international brands including Peugeot; Honda cars, bikes, and power products; and TATA trucks, buses, and related products and is a regular supplier to government, corporations, and individuals. 

To reach this standing, the company has weathered many dips in the local automotive industry; as economies falter so too will the sales of new vehicles. However, this has taught the company and its management team valuable lessons in efficient business processes and the importance of flexibility. 

It was these lessons that led Marshalls to examine its technology infrastructure and support structures. Nisheel Shah, Group Financial Controller for the company, explains.

“Some time back we had invested in a software solution specialized for the automotive dealership industry. At the time it was a respectable solution; however, as there was no support available locally, it soon became outdated. As a result, we were unable to capitalize on advances in end-user ease of use so we had little choice but to depend on our IT department to supply us with the information required for the business,” he says.

In turn, the company’s IT department found that the system’s complexity and sluggishness made efficient processing and reporting impossible. Of particular concern was the company’s inability to produce its month-end reports before the twentieth of the following month, a delay that could potentially cost the company money.

Furthermore, Marshalls’s management was concerned at its inability to effectively manage inventory within its dealerships. Without systems that could effectively map the movement of goods through its stores, the company was unable to establish if procuring was in line with business requirements. 

“Inventory control is very important in a business such as ours. If we buy too much of a particular product, which does not sell quickly enough, this significantly impacts cash flow. On the other hand, if we do not have parts available to meet customer demand, we could gain a reputation for bad customer service and lose future sales,” explains Shah.

In effect, while the company had a system designed to support its particular industry, its lack of functionality and usability had prevented the business from achieving optimal value and performance.
Solution

Having made the decision to upgrade its systems, Marshalls began searching for a partner that would be able to meet its immediate and long-term requirements.

“The decision to upgrade was not a difficult one, but the choice of partner and solution was. We recognized the need for a system that was tailored to meet the requirements of the automotive dealerships; however, it also had to be flexible, easy to integrate, and most importantly, supported by a stable company within our physical region,” Shah says.
In the end it was a neighboring specialist technology provider, AkiliAfrica that came to the company’s rescue. 

Shah laughs as he remembers the months spent interviewing potential partners only to find the required expertise under his nose. 

“We had spoken to several technology providers with little success; no one seemed to understand our requirements or be able to provide us with a proposal which was financially viable. Then one morning I bumped into one of our neighbors in the parking lot and it turned out that they were specialists in ERP [enterprise resource planning] systems for businesses such as ours. We quickly organized a meeting and were pleasantly surprised when they came back to us with a solution which made business and financial sense,” he says.

AkiliAfrica, boasting more successfully implemented Microsoft® Business Solutions–Navision® systems than any other Microsoft Business Solutions Partner in the region, presented Marshalls with a solution comprised of specialist automotive software Incadea Dealer Management System (DMS) that is designed to operate on Microsoft Business Solutions–Navision. 

Elizabeth Munyi, Legal and Administration Manager at AkiliAfrica, describes the company’s relationship with Microsoft.

“Our long association with Microsoft has resulted in AkiliAfrica becoming the leading provider of business solutions for medium sized companies in East Africa. Our commitment to Microsoft Business Solutions has enabled us to pass on true benefits to our clients through our own, and Microsoft’s, extensive experience. 

“Our meeting with Marshalls identified key areas which would require a specialist solution molded to its industry. We consulted with our partners at Microsoft who in turn recommended Incadea as a possible solution.”

The Microsoft Navision and Incadea DMS software is a specialist solution for the automotive industry—specifically vehicle dealers—managing all aspects of the automotive industry as well as managing the ERP requirements of the company. 

Features of the vehicle sales system include:

•
Contacts 

•
Sales opportunities and campaigns

•
Inquiries

•
Ordering

•
Transport

•
Importation

•
Warehousing

•
Transfers

•
Presales inspections

•
Taxation

•
Registration

•
Sales and financing of vehicles

Whereas features of the service sales system include:

•
Inventory handling

•
Requisitioning

•
Ordering

•
Transport

•
Importation

•
Warehousing

•
Transfers

•
Counter sales

•
Issues to workshops

•
Workshop utilization

•
Service billing

•
Warranty

•
Resources

“When we investigated the solution offered by AkiliAfrica, we were amazed by its breadth of functionality. Most impressive was its built-in integration which enabled the business aspects of the system—such as the general ledger—to perform in real time with information from the rest of the modules,” says Shah.

Microsoft Business Solutions–Navision has been designed with the express intention of enabling management to gain a stronger focus on their organization by providing an efficient way to streamline business processes and increase productivity.

Andreas Pedersen, Microsoft Business Solutions Channel Manager for West, East, and Central Africa, explains that it is the perfect solution for medium-sized companies looking for an efficient solution to business management in line with the organization's financial resources.

“The beauty of Navision lies in its ease of use and flexibility. Through Navision, Microsoft has removed the complexity of ERP systems and boosted the benefits for management. With its wide range of functionality—such as financial management, supply chain management, customer relationship management [CRM], and e-business—Navision can supply medium-sized businesses with the same advantages enjoyed by their larger counterparts,” he says.

Although the implementation required a major upgrade of Marshalls’s IT infrastructure—changing from its outdated UNIX server and old-fashioned terminal structures to the modern and flexible Microsoft Windows® 2000 Server operating system—AkiliAfrica was able to complete the upgrade and integration of all branches in two months short of its five-month planned deployment. 

Munyi points to particular efforts that were taken to ensure end-user acceptance of the new solution.

“Without doubt, one of the biggest hurdles to overcome in this project was that of end-user buy-in. Our previous environment had required very little technology adoption amongst our employees. Most employees had never worked on a computer before and those that had were only familiar with outdated operating systems. Therefore, one of our biggest focuses was on end-user training and change management,” she says.

By implementing a “train the trainer” program, AkiliAfrica was able to ensure that power users received the thorough training required for their job requirements while simultaneously setting up a peer training and support program for introductory users. 

“In changing our technology systems, we changed our business processes for the better. However, this also necessitated a significant change in the job requirements of most of our employees. AkiliAfrica anticipated employee resistance and introduced programs which would help smooth the transition. Employees who were initially unhappy are now appreciative of the aid that the system brings to their job functions,” says Shah.
Benefits

Employee Efficiency and Productivity 

In the past, multiple employees would manually write or enter the same information into the company’s old system, whereas today’s environment requires just a single input. 

Shah adds, “This has had a remarkable effect on our business as I don’t think one realizes how much time is wasted on duplicate work. Furthermore, with the systems quicker and easier to use, those employees who are required to enter data are able to do it in considerably less time. Because our employees have more time to enter information and are not under pressure to enter data in the last days of the month, we have found that the accuracy of our information is almost spot on.” 

With more time and resources available to the company, management is looking at building on other areas of the system such as its CRM module. 

“We have decided to phase-in additional areas of functionality to ensure that our end users are fully comfortable and confident with the tools at their disposal. CRM is a tool to which we have not previously had access, so we have held back until the environment was ready. Now that the users are comfortable and confident with the system, we are looking at ways to achieve maximum benefits,” says Shah.

Greater Business Flexibility

Improvements in the time to delivery and accuracy of reports have had a great effect on the business. 

Marshalls’s survival over some particularly lean years in the local automotive industry has mostly been attributed to management insight and flexibility. However, its outdated technology systems often meant that market responses were delayed or somewhat of a gamble due to a lack of critical information. 

Shah points out that the company now has access to information instantaneously. The delay on its month-end corporate reports has been reduced from 20 days to just 2 days post month-end. 

“In order to survive in business, you need to have a sound business plan and industry insight, both of which require easy access to reliable information. The Marshalls management team now has access to all the information required to pick up trends and responses from the market, analyze these, and act accordingly. That’s business power,” he says.

Accurate Inventory Management

Probably one of the most problematic areas for Marshalls was its inability to institute efficient inventory management at its branches. Without an advanced inventory system the company had little choice but to conduct its stock measuring and ordering manually. As the company grew, it found itself unable to effectively measure whether it was procuring too little or too much of a particular product, and furthermore, was unable to negotiate bulk discounts over its various branches.

Armed with the new system, Marshalls’ inventory management has been brought under control and is now being employed to aid the company’s performance.

“Carrying inventory is often the most expensive part of our line of business. Automotive dealers often have to pay upfront—especially if importing—while resale could take many months; invest in warehousing or storage property and you need to hire people to deal with day-to-day requirements and management. The new inventory management system means that we can track the movement of products through our warehouse, analyze the patterns and create procurement policies to meet demand. Currently our inventory orders are down by 40 percent as a result, which eventually will result in lower stock holdings,” explains Shah. 

Significant Cost Savings

Although many of the benefits that the new system has brought have been difficult to measure in actual terms, the company has been able to see a real impact in its cost of business. 

“Some of the savings, such as those from our inventory management system, have been immediately identifiable in terms of source and actual savings; however, there have also been other ‘softer’ areas which have contributed as our financial position continues to strengthen. Significantly, we now have access to business and financial management tools which will enable us to capitalize on savings realized through this project and use these to identify and fund new areas for growth,” concludes Shah.

Microsoft Business Solutions
Microsoft Business Solutions offer integrated business applications and services that allow small and midsize organizations and divisions of large enterprises to connect employees, customers, and suppliers for improved efficiency. The financial management, customer relationship management, supply chain management, and analytics applications work with other Microsoft software, including the Microsoft Office System and the Windows operating system, to streamline processes across an entire organization. This gives businesses insight to respond rapidly, plan strategically, and execute quickly. Microsoft Business Solutions are delivered through a worldwide network of channel partners that provide specialized services and local support tailored to a company’s needs.

For more information about Microsoft Business Solutions, go to:

www.microsoft.com/businesssolutions
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Products


-   Microsoft Windows Server System


Microsoft SQL Server 2000


Microsoft Windows 2000 Professional


Microsoft Windows XP Professional
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Microsoft Business Solutions–Navision
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“The beauty of Navision lies in its ease of use and flexibility. Through Navision, Microsoft has removed the complexity of ERP systems and boosted the benefits for management.”


Andreas Pedersen, Microsoft Business Solutions Channel Manager for West, East, and Central Africa
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For More Information


For more information about Microsoft products and services, call the Microsoft Sales Information Center at (800) 426-9400. In Canada, call the Microsoft Canada Information Centre at (877) 568-2495. Customers who are deaf or hard-of-hearing can reach Microsoft text telephone (TTY/TDD) services at (800) 892-5234 in the United States or (905) 568-9641 in Canada. Outside the 50 United States and Canada, please contact your local Microsoft subsidiary. To access information using the World Wide Web, go to: www.microsoft.com





For more information about AkiliAfrica products and services, call +254 20 216238 or visit the Web site at: www.akiliafrica.com





For more information about Marshalls (East Africa) Limited products and services, call +254 020 310127/8/9 or email: finance@marshalls-ea.com











“When we investigated the solution offered by AkiliAfrica, we were amazed by its breadth of functionality.”


Nisheel Shah, Group Financial Controller, Marshalls (East Africa) Limited
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“We had invested in a software solution specialized for the automotive dealership industry…. It was a respectable solution; however, as there was no support available locally, it soon became outdated.”


Nisheel Shah, Group Financial Controller, Marshalls (East Africa) Limited
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“We now have access to business and financial management tools which will enable us to capitalize on savings realized through this project and use these to identify and fund new areas for growth.”


Nisheel Shah, Group Financial Controller, Marshalls (East Africa) Limited
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