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ABSTRACT

This project explains an improvement framework of a grocery distributor that has
many problems. The problems could be solved by using a lean organization paradigm;
that is eliminating or reducing waste and redundant work processes.

Main ideas of the lean improvement are utilizing computer devices, providing
training and testing, and setting periodical staff meetings. The three parts applied are as
follows:

In the computer system improvement framework, we have surveyed the old
computer system and interviewed the accounting staff. Then, we list the existing
problems and provide the solution. The solution consists of a computer system
development, training, and testing. Furthermore, the proposed system can be well
utilized above 3 years and the period of return is only 9 months.

In the sales improvement framework, we have an overview of sales that describes
the details of products’ brands, characteristics of the sales staffs, etc. After investigation,
we found many problems in the firm, for example, no target mind. The problems can be
solved by providing training, testing, evaluation, and meeting. The expected result is
increasing 30% in company’s profit that is about 15,000 bahts per month.

In the accounting improvement framework, we have an overview of staff and jobs
in the accounting division. Some existing problems of the division are such as no daily
sales record announcement and no accounting statement analysis. We have planned
adding knowledge and skill to the accounting staff through training and testing. After
they have been trained, they will be skillful and do their jobs better and faster. They will
produce meaningful reports and convey more consistent audit. The expected goal of the
accounting improvement is to increase by 20% in profit that is about 10,000 bahts per

month.
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I. INTRODUCTION

1.1  Overview of Lean Organization Management

Lean organization management is a management paradigm that emphasizes on
eliminating all things that waste resources (time, employees, money, and equipment.)
Slowing work flow is caused by staff that lack working knowleége and skills and also
ignore jobs. Therefore, the ways to change from the old management style into a lean
management style have to use nowadays knowledge in sales and marketing, financial
and accounting, including office automation and information system technology. It’s
also necessary that the executives or managers have to lead and apply that knowledge
into the old-way work conditions.
1.2 A Brief History of the Company

Before established the 3B Sales Company, it used to be a distributor of Proctor &
Gamble Company. Thus, thé company has a lot of knowledge and skills about
distributing products.

(1)  Proctor & Gamble’s products

(a) Some kinds of P&G’s products
October 1989: A Richardson-Vicks’s distributor
1991: A Proctor & Gamble Co., Ltd. (U.S.A.)’s distributor
1992: A Proctor & Gambie Co., Ltd. (Thailand)’s distributor
(b) All kinds of P&G’s products
April 1993-June 1994: Named, Nakhonsawan S.D.O. Co., Ltd.
July 1994-August 1999: Named, Lopburi S.D.O. Co., Ltd.
(2) Present products

September 1999-Present: Named, 3B Sales Co., Ltd.



The name, 3B Sales, was changed from an old name, Lopburi S.D.O. since S.D.O.
is an abbreviation that shows being a Proctor & Gamble’s distributor. After they had
canceled the business contract, it was needed to change into the new name.

In the beginning, management of the company was like family-style management.
The owner was the same person with the manager. All ideas and orders were from the
top, and nothing was from bottom. It’s an absolute power that was not suitable for
nowadays business. In addition, the owner was not in the site. She used a telephone to
order jobs. This made poor communication and made no relationship with the
employees.

Next, the owner realized this fault. She hired a manager, but the power of
management and making decisions still depended on the owner. The manager was just
an order transferring man from top to bottom and vice versa.

1.3 The Company’s Profile

The company was named 3B Sales Co., Ltd. and located in Lopburi province. It is
an authorized distributor from SC Johnson and Son Co., Ltd. (SCIJ), Kimberly-Clerk
(Thailand) Co., Ltd. (KC), and New Zealand Milk Products (Thailand) Co., Ltd. (NZ)
The SC Johnson’s products are about insect killer, cleaning solution, car and house
perfume. The Kimberly-Clerk’s products are about tissue paper, diaper, and sanitary
towel. The New Zealand Milk’s products are about Hi-Calcium milk, milk for pregnant
women, and milk for kids.

The company has 31 employees; 10 salespeople, 9 sales assistants (drivers), 4
accountants, 2 warehouse staff, 3 delivery staff, 1 housekeeper, 1 security guard, and 1
manager. The company has one warehouse, one office house, 4 pick-up trucks, 8

medium trucks, and 1 big truck.



The provinces that the company is responsible are Lopburi, Saraburi, Singhburi,
Nakronsawan, Uthaithani, Chainat, Ayuthaya, Ang-thong, and Pathumthani. Total sales
target is about 6 million bath per month.

The SC Johnson products’ division has 4 medium trucks for cash sales. Each truck
has one salesperson and one sales assistant. There is one credit salesperson to take care
of credit customers. There is one accountant to collect money, check the inventory, and
etc.

The Kimberly-Clerk products’ division has 2 medium trucks for cash sales. Fach
truck has a salesperson and a sales assistant. There is one accountant to do all
accounting work.

The New Zealand Milk products’ division has one credit salesperson, one cash
salesperson, and a sales assistant. There is one accountant to do all accounting work and
audit.

We’ll call those companies, mother companies, to make it easy.

The main duties of salespeople are to take care of the customers in the responsible
area. The salespeople are classified into 2 types, cash salespeople and credit
salespeople. The duty of sales assistants are driving, delivering order to customers, and
controlling the balance amount of products on the truck. The duties of accountants are
collecting the money and check from salespeople, auditing salespeople, keeping the
accounting books, doing the relevant documents and reports, and informing the
manager. The duties of warehouse staff are transferring goods to stock on the trucks,
and delivering goods to credit customers.

Mother companies monthly send their managers to meet our staffs. In the meeting,
they will conclude the monthly result separated by individual salespersons, and discuss

the problems occurred in work. Then, they will solve the problems, set the sales target,



and planning. Sometimes they have a brand-new product launching to market soon, they
will present details and how to sell that products as well. Besides, they will have prizes
for salespeople who can achieve the sales target.
1.4 A List of Some Existing Problems
We’ve separated the problems into internal and external problems. And, we’ll
emphasize on dealing with internal problems because we can do nothing on external
ones. In internal problems, we’ve also classified it into employee side and executive
side as well.
(1) Internal Problems
(a) Employee Side
(1) Cheating

(a) Cheating working time

(b) Faked sales documents

(¢c) Help each other cheating

(d) Selling irrelevant products

(e) Salespeople cheat getting allowance

(2) Lack of disciplines

(a) Tardiness

(b) Absences

(¢c) Lazy salespeople on Sunday working

(d) Passively working

(¢) Don’t know self incentives

(f) No maintenance and company devices

(g) Unsafely driving

(h) No truck cleaning



()
Q)
(k)
0y
(m)

No self management

Unserious audit

Incorrectly cash collecting and checking
Politics

Messy stuff arrangement in truck

(3) Lack of knowledge and skills

(a)
(b)
(©)
(d)

(e
®
(2)

(h)
(1)
@)
(k)

y
(m)

Disqualified employees

Ineffective accounting works.

Use fuel unwisely

No ability to backup, categorize, and access information
system

Lack of negotiate skills

No money change preparation

Collect money and issue the invoice at same time in the
morning

Lack of basic skills and lack paying attention

Too much inventory

Too much damaged goods in warehouse

Too slow and not good enough for interaction with
customers

Not knowing how to classify credit or cash customers

Unknown self sales record

(b) Executive Side

(a) Too little business trip allowance

(b) No leader or head in working



(¢) Employees lack of inspiration and effort
(d) No spare salespeople
(e) Too old computer system
(2) External Problems
(a) Unreturnable damaged goods
(b) Lazy mother companies’ managers
(¢) Unequal trip-days in each product division
1.5 Objectives
The objectives of this project are as follows:
(1) To be lean and learning organization
(2) To be highly competitive and productive
(3) To improve the skill and performance of the employees
(4) To delight and satisfy the customers
1.6 Scope
The scope of this project covers areas as follows:
(1) Computer system improvement
(2) Sales improvement
(3) Accounting improvement
All the areas suggested how to improve the working processes, and what devices
are deployed such as computers. Also, we have provided feasibility in each area. In last

part of the project, we have conclusions and recommendations for the future plan.



: II. LITERATURE REVIEW

2.1 Computers in the Small Business

When conducting an analysis of unique circumstances, small business owners
may conclude that a computer system is not feasible for the size and scope of their
operations. In many cases, this analysis is correct. However, small businesses are
among the chief beneficiaries of the tremendous progress made in computer technology.
The greater versatility of today’s computer has significantly expanded the applications
of the computer so that they are virtually unlimited. And other applications are on the
drawing boards. Thus, a small computer system is well within reality for millions of
small business operators.

In the small business, detailed information is demanded for continuous monitoring
of the company’s performance. One purpose of a computerized system is to provide
owners with detailed, current, and accurate information that will aid them in more
efficiently managing their operations.

Small business owners can realize significant benefits from computer usage.
Small computers now provide them with the same type of operating and accounting
information that formally was available only to users of large computer systems.

The company management faced the decision of hiring another controller plus a
secretary to handle the increased work load.

A decision was made to install a microcomputer and an accounting pack age that
combined the general ledger, payroll, accounts receivable, accounts payable, inventory,
and customer order entry. The result was an initial savings.

Advantages of Computers (Pickle and Abrahamson 1989)
The preceding illustration points to distinct advantages that can be derived when a

computer system is installed. The following representative list of advantages suggests
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how performance in small businesses may be improved with the introduction of a

computer information system.

(a)

(b)

(c)

(d)

(e)

®

(g)

Timely information: Information can be made available on a more timely
basis because of the rapid speed with which data can be processed.
Computerized statements and invoices can be prepared and sent within the
specified time. Preparation of many required reports, such as those
mandated by governmental agencies, is facilitated.

Cost Reduction: Manual systems replaced with computerized systems result
in lower costs of operation. The computerized system enables operations to
be streamlined with a corresponding reduction in paper shuffling, thus
increasing the overall efficiency and effectiveness of the firm.

Improved Customer Service: Customer relations are improved through more
efficient handling of customer accounts, such as more accessible records
and ability to complete transactions more quickly.

More Efficient Utilization of Human Resources: Employees are freed from
many dull and routine record activities and concentrate their attention and
effort on more productive and demanding tasks.

Better Management Decisions: Owners can be supplied with more data and
newer kinds of data that provide them with a stronger foundation on which
to base their decisions.

Accurate information: Many of the routine transactions can be performed by
the computer, and a reduction in “human errors” is realized.

Better Control over Operations: More comprehensive information is
available, and, as a result, internal control over the firm’s operations is

improved. For example, inventory control is more efficient because current



and complete information concerning shipments and inventory levels is
available.
Feasibility of Computer Information Systems in Small Business

Before small businesses conclude whether a computer is practicable, a
comprehensive evaluation should be undertaken to include the overall objectives and
the information needs of the firm. This analysis should compare the benefits versus the
costs of the system.

A feasibility study should be conducted regarding the computer’s practicability in
the small business. A feasibility study is a survey of the current information
requirements of the firm, the areas of the company that would benefit the most from a
computer information system, an evaluation of the possible computer systems that
would meet the firm’s requirements, the anticipated cost savings of the system, and a
recommendation of the preferred system.

Some specific concerns to be analyzed in the feasibility study are suggested here.

(a) Analysis of the current operations of the company, its goals, and objectives.

(b) Determination of the desirability of using a computer to achieve information

processing goals. Current operations may be revised that may eliminate the
need for the computer.

(c¢) Determine the jobs that should be placed on a computer, such as inventory,

payroll, accounting, names of customers and suppliers.

(d) Determination of the cost-benefit relationship of the computer. Will the

costs be offset by the benefits? Will the computer system increase the firm’s
output capability, as by producing more statements and letters, faster

processing of orders, reducing errors in billing?



(e)

®

(2

(h)

(1)

)

Evaluation of renting, purchasing, leasing, or combination plans of
computer acquisition and the costs of each option. The relative advantages
and disadvantages of each option are presented in Table 2.1.

Determination of the effects of the system on the personnel. Will a higher
level of motivation result? Will greater employee productivity be achieved?
Determination of the costs of training personnel to use the computer.
Determination of the specific output needs of the firm.

Determination of the weaknesses or inadequacies of the current information
processing method.

Study of the desired overall information flow in the company.

Finally, the checklist shown in Table 2.2 offers some guidelines in deciding if the

small business requires the services of a computer service center. If the total is 100 or

more, the small business owner would probably benefit from using a computer service

center. Even if the total is less than 100, the owner may be able to benefit. However, no

simple test can make the decision for the owner—each situation must be evaluated on

its own merits and unique requirements.
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Table 2.1. A List of the Advantages and Disadvantages of the Four Methods of
Equipment Acquisition (Burch, Strater, and Grudnitski 1983).

Method Advantages Disadvantages

Rent

1. Helpful to user who is

uncertain as to proper
equipment application.

. Normally psychologically

more acceptable to
management.

3. High flexibility.

. If an organization does not

have past experience with
computers, this may be the
safest method.

. Maintenance charges included

in rental payments.

. Allows a favorable working

relation ship with the vendor.

. No long-term commitment.

. Avoids technological

obsolescence

1. Over approximately five years,
this is the most expensive
method.

2. Rental payments increase by
some factor less than one if
usage exceeds a specified
number of hours per month,
assuming prime shift contract.

Purchase

. The more mature users no

longer need to depend on the
security of renting.

. Stabilization of computer

industry means that changes
in technology are not as
disruptive as they once were.

. Lower costs for an

organization with a fairly
stable growth pattern that will
keep the equipment relatively
longer than a growth company
(i.e., not subject to operational
obsolescence).

. Investment credit offers

certain tax advantages.

. All other advantages accruing

to ownership.

11

1. Organization has all the
responsibilities and risk of
ownership.

2. Usually if equipment is
purchased, separate
arrangements must be made for
maintenance.

3. In a growth company there is a
high probability of being
locked into a computer
configuration that fails to meet
the changing requirements of
the system.

4. Must pay taxes and insurance
on equipment.

5. If the organization has better
alternative investment
opportunities, it would be more
profitable for it to use the funds
for these alternatives.



Table 2.1. A List of the Advantages and Disadvantages of the Four Methods of
Equipment Acquisition (Burch, Strater, and Grudnitski 1983).

(Continued)
Method Advantages Disadvantages
6. Ties up capital, thereby
impinging upon cash flow.
7. Increased risk of technological
obsolescence.
8. Low resale value.

Lease 1. In long run, can save 10 to 1. Lessee is obligated to pay a
20 percent over the rental contracted charge if lease is
method. terminated before end of lease

2. Tax benefits. period.

3. Conservation of working 2. thtlg support and consulting
capital because of low service.
monthly payments. 3. Lessee loses a great deal of

4. Allows users to select their negotiating leverage.
equipment, have it 4. For maintenance, the lessee
purchased, and then have it must depend upon a service
leased to them. contract from the vendor, not

from the leasing company.

Combination | 1. Optimizes the best of other | 1. More recordkeeping.

metids. 2. Might have to deal with several
2. Flexible. vendors in case of breakdown.

Table 2.2. Do You Need EDP? (Vurpilat 1982)

How Many of These Do You Have Each

Month?

Give Yourself Your
These Points Points

Number of checks written

Number of employees (including
salespersons)

Number of customers’ accounts
receivable

Number of invoices you prepare
Number of purchases or purchase orders
Number of different items you carry in
inventory

Do you have very large items in
inventory, such as trucks?

Do you need help in keeping track of your

inventory?

10 points for each 100
1 point per employee

10 points for each 100
10 points for each 100
10 points for each 100
10 points for each 1000

10 points if answer is yes

10 points if answer is yes

12




Components of the Computer Information System

In choosing an information processing system, two basic elements must be
assessed: computer hardware and computer software. Computer hardware is the
computer and any peripheral equipment. Peripheral equipment is any auxiliary devices
of the computer system used to perform input/output and storage functions. Peripherals
include such devices as keyboards and visual display terminals, printers, and floppy
disks. Computer Software refers to the programs (stored sets of instructions) that direct
the operations of the computer. There are two basic types of software: operating systems
and application systems. Operating systems control the computer and are made up of
the instructions that guide the computer’s circuitry in how to handle the data being
entered into it. The most prevalent type of software and that of greatest interest to the
owner 1s application programs, or programs designed to satisfy business needs, such as
word processing, financial forecasting, accounting, general ledger, payroll, inventory,
graphics, and telecommunications.

The components of the computer information system include input, central

processing unit, and output. See Figure 2.1.

INPUT

Input Devices:

Punched cards CENTRAL OUTPUT

Punched paper tape PROCESSING Output Format:
Magnetic tape UNIT Punched cards
Visual display devices (CRT) (CPU) Punched paper tape
Floppy disk Storage P> Magnetic tape
Teletypes Arithmetic/ Visual display devices (CRT)
Optical character recognition (OCR) Logic Floppy disk
Magnetic ink Control Microfilm

Paper documents Print

Magnetic bubble

Figure 2.1. Components of the Computer Information Processing System.

13



Computer Operations Involved in Processing Information
A primary purpose of the computer in the small business is to increase the
efficiency and effectiveness of record keeping and improve overall control of
operations. The computer processes data rapidly through a step-by-step sequence of
specific operations, following the procedure established in the flowchart. The flowchart
outlines the activities needed to solve a problem by the computer. From the flowchart, a
computer program is prepared. Specific operations performed by the computer that
facilitate processing of raw data into usable information include the following:
(a) All information in the business “originates” on source documents (sales
orders, payroll time cards).
(b) Data must be “recorded” and converted into a usable format for processing.
After the data are recorded, they must be “verified” for accuracy.
(¢) Data must be “classified” into specific categories, such as classification of
sales data according to type of customers.
(d) “Coding” refers to the process of converting information to a symbolic
form, such as numerical, alphabetic, or special characters. |
(e) “Sorting” arranges all data in a logical sequence, such as sorting all checks
in numerical order.
(f) In the “calculating” process, the arithmetic or logic functions are performed
which convert data into final form so that they can be summarized.
(g) Data are “summarized” and the main points are “communicated” in a usable
report form to the owner.
(h) Processed data, “stored” in the computer’s memory, can be “retrieved” later

when needed for analysis and decision-making purposes.

14



Computer Security

The following suggested business security checklist will afford a measure of

protection against accidental errors and deliberate schemes as well as environmental

disasters. (Beitman 1982)

(2)
(b)

(©)
(d)
()
&y
(2)

(h)

)

(k)

)

()

(0)

Is your computer and peripheral equipment in a safe and secure location?

Is your computer and peripheral equipment protected against fire, natural
disaster, water damage, temperature and humidity changes, electrical power
surges and electrical power losses?

Do you have and use backup procedures?

Do you have a tested contingency plan?

Do you have the exact insurance coverage for your computer equipment?
Are your employees bonded?

Do you have separation of duties with respect to the data-processing
function?

Are programs fully tested before implementation?

Is the computer area restricted to a limited number of employees?

Is the computer area locked at night?

Is a log of computer job runs maintained and reviewed?

Are passwords and/or other security procedures used?

Does your computer system provide verification of input?

Is the documentation sufficient to maintain and operate the computer
system?

Are the changes to the software reviewed by someone other than the

programmer?

15



Computer Applications in the Small Firm
Some of the many applications for a microcomputer in the small business are
possible, including those shown in the following list.
(1) Office Applications
(a) Word processing (form letters, reports)
(b) Mailing lists
(¢) Billing of customers
(2)  Accounting Applications
(a) General ledger
(b) Ratio analysis
(¢c) Cash reconciliation
(d) Financial statement preparation
(e) Financial statement analysis
(f)  Accounts receivable
(g) Accounts payable
(h) Payroll
(1)  Budgeting
(3) Purchasing Applications
(a) Lead time for purchasing
(b) Make or buy decision
(¢) Order entry
(4) Manufacturing Applications
(a) Production scheduling
(b) Job costing

(c) Job estimation

16



(d) Statistical analysts
() Quality control
(f) Inventory control
(5) Sales Applications
(a) Monthly sales analysis
(b)  Writing sales orders
(¢) Credit screening
2.2 Consumer Behavior and Personal Selling

An area of special interest for the small business owner is finding answers to such
questions as the following: “Why do customers buy one product and not another?”,
“Why do consumers prefer a specific brand or service?”, “Why do customers patronize
one store and not another?”

It is essential for small business owners to be sensitive to these questions as they
try to understand the purchasing motivation of consumers. Knowledge of consumer
buying behavior will enable the small business manager to plan the offering of products
and services more effectively and have them available when they are requested. In
today’s highly competitive business environment, small business owners who anticipate
consumer demands more accurately than their competitors have a distinct advantage.
However, small business owners cannot afford complacency because consumer buying
behavior is a dynamic process that demands their full attention.

In this section, the initial discussion of consumer buying behavior will be
followed by another critical activity in the small business: personal selling.

Consumer Motivation
The fundamental answer to the question of why people buy is that they are

motivated to purchase products or services because they satisfy a need. An

17



understanding of the motivational forces is critical for the small business owner, and the

following discussion identifies some of the motivational forces behind consumer buying

behavior.

(a)

(b)

Satisfaction of Primary Needs

We stated that motivation is the force that arises within an individual,
stimulating the person to take action to satisfy an aroused need or reach a
goal. Thus, only when the need is aroused or awakened will it serve as an
energizer for action.

One set of needs that people are motivated to satisfy is physiological,
safety, and security—the primary or basic needs. Purchases of food,
clothing, and shelter are motivated by the physiological desire for survival.
Other purchases are made to satisfy safety and security needs. For example,
safety features may be added to the home, such as covering a slippery patio
floor with outdoor carpeting. The concern for security may result in the
home owner’s having a burglar alarm, burglar bars, and a smoke alarm
installed. Though these purchases may satisfy the basic needs, they do not
answer the question of why one product or service is selected in lieu of
another.

Satisfaction of Secondary Needs

However, there are other needs that serve as a major influence of
buyer behavior. These are the secondary or higher order needs. Consumers
make purchases that will satisfy their primary needs and also their
secondary needs, such as recognition, peer, approval, and status. When a
person buys an automobile, the basic need for transportation is satisfied.

However, the brand, model, color, style and price of the automobile satisfy
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higher order needs as well. For example, a particular auto purchase can
serve as a status symbol or a means of self-expression.

Thus, no single motive influences purchasing behavior. Instead, consumer buying
behavior is stimulated by the desire to satisfy a combination of primary and secondary
needs. Consequently, no- simple answer exists to the question of why people make the
purchases they do.

The Purchasing Process

The actual purchasing process focuses on all the forces that influence the
consumer in making the choice. In the preceding section, we centered our attention on
the needs. Next we turn our attention to the purchasing process that influences how,
when, and where the purchase will be completed.

The purchase decision process includes the phases of recognition of a need
evaluation of alternatives, purchase decision, and postpurchase behavior.

(1) Recognition of a Need

Whatever the product or service, consumer buying behavior is first
awakened by the recognition of an unsatisfied need. The need awareness
may be the result of a change in. lifestyle, family composition,
dissatisfaction with a current product, a desire to upgrade a product, or
countless other reasons. Recognition of a need that in turn influences the
customer to purchase a certain kind or general class of product or service 1s
classified as a primary buying motive. For example, the motor in a ceiling
fan stops functioning and the product is no longer covered by warranty. The
homeowner recognizes a need: repair the old ceiling fan, purchase a new
model, or do not replace the fan. Because the ceiling fan is energy efficient

and reduces cooling costs, the homeowner knows the fan is practical. The
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homeowner also determines that it will cost nearly as much to have the old
fan repaired as to purchase a new one. Thus, the homeowner decides that a
new ceiling fan is the best option.
Evaluation of Purchase Alternatives
When the consumer recognizes the need for the new ceiling fan
(primary buying motive), his or her next step is to evaluate the possible
alternatives for satisfying the need. The evaluation and comparison of
ceiling fans to deter mine which specific fan to purchase is known as the
selective buying motive. Before the actual purchase is made, the consumer
will evaluate many alternatives of the product, such as: special features,
brands, styles, prices, and guarantees as well as the reliability and services
of the sellers.
(a) Rational Buying Motives
The consumer is influenced by other motives before making the
final choice. One set of motives is the rational buying motives. A
rational decision to buy involves a considerable amount of conscious
thought and deliberation before the purchase is made. The consumer
tries to evaluate all positive and negative features of the product or
service. The consumer researches the products by gathering
information from many sources, such as the Consumer Reports
Magazine. Some of the factors that would influence a rational
purchase decision are economy, dependability, and convenience in use

of the product or service.
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(b)

(¢)

Emotional Buying Motives
Another set of motives that influences the purchase is the

emotional buying motives. Unlike rational purchases, emotional
purchases involve little or no deliberation prior to the purchase. These
are purchases characterized by impulse, by spur-of-the-moment
action. Some motives that influence this type of purchase are a desire
for social acceptance, emulation, and esteem.

Patronage Motives
Customers usually identify features about particular places of

business that have strong appeal for them. These features are
patronage motives, the factors that influence customers to return
repeatedly to the same store to make their purchases. These motives
influence where consumers will shop. The small business owners
should seek to capitalize on these assets in order to build stronger
patronage for the firm. Some representative patronage motives are
discussed in the following sections.

(1) Sales Personnel: One factor that influences consumer opinion,
especially about retail or service establishments, is the quality of
the salespersons. Salespersons who are courteous and friendly
and who volunteer assistance to customers do much to help
create a positive store image. Customers frequently remark that
they patronize a particular store because they enjoy the kind of
service accorded them by the salespersons. Conversely,
indifferent or discourteous salespersons are often the reasons

many customers begin patronizing the firm’s competitors. The
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)

3)

(4)

)

importance of building and maintaining positive customer
relationships should be constantly emphasized in the sales
training program.

Customer Service: Customers may be attracted to a store
because of the product-related services it provides. Service after
the sale is especially important as products become more
complex. Often shoppers are willing to pay more for an item
because of the quality service that the store provides. Consumer-
oriented services are frequently cited as significant patronage
motives also. They may include layaway, delivery, product
return policies, check cashing, receiving of payment for utility
bills, selling of car license plates, or serving as a postal
substation.

Convenience of Location: A convenient location is a prime
reason for the growth of shopping centers and the drive-in type
of store. Customers want to avoid traffic congestion and shop
where parking is available.

Merchandise Selection: The variety and the breadth of
assortment of merchandise are important patronage motives.
When a store stocks a wide selection of merchandise, consumers
can find much of the merchandise they want at one place.

Price and Quality: Customers expect to receive a dollar’s worth
of value for each dollar expended. A policy that encourages
repeat purchases is to charge a fair price for the quality of

merchandise offered for sale.
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(3) The Purchase Decision
After the consumer has searched for information and evaluated the

alternatives, the culmination of the evaluation process is the actual purchase
dectsion. In reality, it is difficult to separate the search and evaluation
processes from the actual purchase because they are both closely related.
Because there are always the elements of uncertainty and risk in any
purchase, consumers often seek to take steps to strengthen their purchases,
by buying brand-name products.

(4) Postpurchase Behavior

After making a purchase, most consumers reevaluate their decision
and wonder if they made the correct choice. They remember the positive
characteristics of the product they did not select, especially if the purchase
represented a substantial expenditure, such as an auto or major appliance.
Each purchasing experiencé provides feedback that results in learning. Thus,
each purchase experience has considerable influence in shaping the next
purchase decision. Many consumers seek reinforcement for their choice by
reading additional literature or talking with others about their purchase. The
small business owner can use this knowledge of consumer behavior
advantageously to build repeat business for the firm. One method of
accomplishing this is follow up contact with customers after the sale to
inquire about their satisfaction with the product or service and to provide
postpurchase information.
Personal Selling
Sufficient mention has been made to underscore the importance of the

salesperson’s role in developing patronage motives as well as in creating positive
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customer relations. Personal selling is the process of personally informing customers
about a product or service through personal communication for the purpose of making a
sale. Personal selling may be carried out on a face-to-face basis or by means of the
telephone. Personal selling is especially vital for the small firm. In fact, customers of
small firms usually expect personal service. Because many large retailers have gone to
more self-service, the small business owner has an opportunity to fill this vacuum by
providing personal services and may even gain a competitive edge in the process.

The goal of personal selling is to meet the consumers’ needs by offering the
proper mix of goods and services at the time, place, and price requested. When this goal
1s realized, the result is a satisfied customer, and there is the distinct likelihood that a
long-term relationship between the firm and the customer will be established.

Types of Salespersons

In developing salespersons, the small business owners must identify the type of
salespersons they need to sell their products or services. Most salespersons in small
firms are classified as either service (order takers) or creative (order getters).

(a) Service Salespersons (Order Takers)

Service salespersons, or order takers, assist the customer in
completing a sale. In this sales situation, a customer has already made a
decision to buy and has a good idea of what product or service to buy. The
service function of the order taker is to provide the customer with the
information needed to make the buying decision. For example, if a customer
wants to buy new clothing, the salesperson’s service selling activities center
around showing the customer various styles, fabrics, colors; providing

assistance in measuring for size; making arrangements for alterations if
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necessary; writing up the sales ticket; and informing the customer when the
purchase can be picked up or delivered.
(b) Creative Salespersons (Order Getters)

The selling function of the creative salesperson, or order getter, is
significantly more challenging. In creative selling, the potential customer
does not have a purchase in mind. The order getter’s selling activity is to
recognize potential customers and to arouse their need for merchandise or
services by providing them with necessary information. The creative
salesperson tries to convert the customer’s neutral attitude to a positive
desire for a product or service.

Suggestion selling offers possibilities for the creative salesperson. In
this sales situation, the salesperson tries to build upon the customer’s initial
need by suggesting additional or better quality products or services. For
example, the salesperson could suggest a blouse to go with the purchase of a
skirt. Or the salesperson may suggest that the consumer purchase a higher-
priced, better-quality item rather than the one initially considered.

Training the Sales Personnel

An effective training program for sales personnel follows and reinforces the
employment selection process. Even though the small firm normally has only a few
salespeople, the owner should understand the contribution that sales training offers to
the success of the firm.

One area of performance that is frequently weak is personal selling. The owner
should be concerned about the warning signals noted in Figure 2.2 that reflect the type

of attitudes and actions that threaten to drive customers to competitors’ firms. Thus, one
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of the concrete steps that can be taken to prevent the development of poor attitudes is to

give proper sales training.

Employees are slow in greeting customers.

Employees appear indifferent and make customers wait unnecessarily.
Personal appearance of employees is not neat.

Salespeople lack knowledge of the store’s merchandise.

Customers complain of employees’ lack of interest in their problems.
Mistakes that employees make are increasing.

Qualified employees leave for jobs with the store’s competitors

Figure 2.2. Ways to Drive Customers Away (Goodpasture 1978).

In developing the sales staff, the small business owner recognizes that salespeople
need at least three basic skills to make personal selling effective. (Rosenbloom 1980)

(a) Salespeople must be skilled at learning the needs of the customer.

(b) They must have a thorough knowledge of the merchandise and service

offered by the retailer.

(c) They must have the ability to convince customers that the merchandise and
services offered by their store can satisfy the customer’s needs better than
that of their competitors.

The training and development process should begin immediately when the
employee is hired. Starting training immediately has the advantages of reaching a
reasonable level of employee productivity in the shortest possible time, avoids
unnecessary expenses and lost sales, and takes advantage of the new employee’s natural

interest in the job and willingness to learn about it.
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Training is a continuous process during the employee’s tenure with the firm.
Experienced salespersons may need training to learn how to sell a new product line or
service or to improve their selling techniques. Whatever the reason, there are a variety
of training methods that can be used. Regardless of the method used, employees will
derive the greatest benefit from training if the training cycle, outlined here, is followed
step by step.

(a) Analyze learning needs—what knowledge and skills do your people need

for their work that they do not already possess?

(b) Develop a training plan (in conjunction with the learner) that lays out what
has to be done so that the learner will acquire the knowledge and skills that
have been decided upon in the needs analysis.

(¢) Evaluate results—determine what has been learned and what remains to be
learned and whether the results of that learning are indeed the ability to do
the work better.

(d) Follow up to see that additional learning takes place where needed and that
the learning actually brings better work performance.

Focus of Training

The ultimate goal of personal selling is the satisfaction of consumer needs. The
salesperson can more effectively work to attain this goal when given training that
concentrates on the critical areas of product and service information, company

information, customer information, and self-awareness. See Figure 2.3.
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Product
and service Company
information information

Focus of
sales
training

Customer Self-
information awareness

Figure 2.3. Focus of Training for Salespersons (Pickle and Abrahamson 1989).

(a)

Product and Service Information

Knowledge of the attributes of the products and services one is selling
is essential. However, the sales representative must also be able to
emphasize how the product or service will benefit the customer. Product
information includes a broad range of knowledge, including types, sizes,
varieties, special features, and physical operating characteristics; quality;
uses; and warranties. Product information requires some knowledge of the
competitors’ products in order to emphasize the product line that the
salesperson is selling. Benefits stress what the product or service will do for
the consumer, such as the suggestion by a professional carpet cleaning
service: “Our professional carpet expert will save you money as well as
headaches by cleaning your carpet thoroughly and safely. Many
homeowners have replaced perfectly good carpeting when all they needed
was good professional cleaning.” Customers often are frustrated when a
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(b)

(©)

salesperson cannot adequately explain the features of the product or service.
Training for developing product and service knowledge may be general or
specific. General knowledge may suffice if the salesperson engages in
selling a wide range of merchandise or services. Specific knowledge is
required when salespersons sell technical equipment, such as computer
equipment.
Company Information

A portion of the training program should be devoted to informing the
employee about the company. Employees who are familiar with the firm’s
operations can represent it more effectively to the public and have a better
under standing of their role in the firm. Company information focuses on
such topics as history of the company; objectives; organizational structure;
depart mental structure; policies on customer services, sales, advertising,
and personnel; rules and regulations on work schedules, uniforms, use of
equipment, and credit and collections; delivery; and pricing. Much of this
information is found in the employee manual.
Customer Information

The discussion of consumer buying behavior is intended to help the
salespeople do a more effective selling job by providing them with
information about consumer needs, interests, characteristics, and purchasing
behavior. One of the most important qualities that is stressed for the
salesperson is the need for empathy. The empathetic salesperson closely
identifies with the consumer. Consequently, he or she gives more personal
attention to understanding the customer’s problems and feelings and tailors

the sales approach to products or services that will satisfy customers’ needs.
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In turn, this sales approach helps build customer loyalty. One of the surest
ways of developing empathy is by learning to be a good listener.

(d) Self Awareness

Evaluating one’s skills and personal qualities (physical appearance,
personality, tact) allows each person to assess himself or herself. Through
greater self-awareness, the salesperson is able to realize the type of image he
or she projects and to identify areas that demand improvement. The old
cliché “Good salespersons are born, not made” fails to account for the
significant benefits derived from sales training. For example, a shy person
can become a successful salesperson by becoming aware of the situation and
making a concerted effort to work to overcome the shyness. The person with
an outgoing personality can improve his or her skills in customer relations
through training. The point of the matter is that greater self-awareness will
not of itself make one a better salesperson. What makes a successful
salesperson is the desire to change and to improve.

Powerful Sales Persuaders (Christopher 1982)

One formula for the sales presentation is suggested by the “AICDC principle of
selling.”

The “A” is to remind you that you have the prospect’s attention. Obviously, 1t’s
the first order of business. No attention, no sale because the selling message doesn’t get
through. The prospect’s senses must be actively involved.

The “I” is for interest. Attention must be maintained. The stimulus must be
prolonged and pleasurable. The interest must be long enough to engage the prospect in

the actual presentation.
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The “C” is for conviction. The customer must sense that what the sales person
claims is true. He must be convinced of the rightness of your proposition.

The “D” is for desire. Desire is a natural result of the senses being pleasantly
stimulated and the feeling that something good is in the offing.

The last “C” is for close. This is the payoff. It’s the point where the salesperson’s
skill in appealing to the prospect’s senses is measured and rewarded. The prospect is
moved because he is stimulated to move!

Guide for Improving a Salesperson’s Performance (Pickle and Abrahamson 1989)

One goal of measuring a salesperson’s performance is to help him/her improve.
The three steps in bringing about improvement, when, and if; it is needed are: planning,
measuring, and correcting.

(1) Planning

(a) Get the salesperson’s agreement about what he/she is to attain or
exceed for the next year.
(1) Total profit contribution in dollars.
(2) Profit contribution in dollars for:
(a) Each major product line.
(b) Each major market (by industry or geographical area).
(¢) Each of 10-20 target accounts (for significant new and
additional business).
(b) Get the salesperson’s agreement about expenses within which he/she
is to stay for the next year:
(1) Total sales expense budget in dollars.
(2) Budget in dollars for: travel, customer entertainment, telephone,

and other expenses.
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€)

(c)

Have the salesperson plan the number of calls he/she will make to

accounts and prospects during the next year.

Measuring

Review at least monthly the salesperson’s record for:

(a) Year-to-date progress toward 12-month profit contribution goals.
(b) Year-to-date budget compliance.
Correcting

Meet with salesperson if his/her record shows that he/she is 10 percent

or more off target. Review with him/her the number of calls he/she has

made on each significant account plus what he/she feels are his/her

accomplishments and problems. In addition, you may need to do some of

the following to help him/her improve performance:

(a)
(b)
(c)

(d)
(©

&y
(2)
(h)
®
)

Give salesperson more day-to-day help and direction.

Accompany salesperson on calls to provide coaching.

Conduct regular sales meetings on subjects which salespersons want
covered.

Increase sales promotion activities.

Transfer accounts to other salespersons if there is insufficient effort or
progress.

Establish tighter control over price variances allowed.

Increase or reduce selling prices.

Add new products or services.

Increase salesperson’s financial incentive.

Transfer, replace, or discharge salesperson.
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Evaluating Sales Personnel

The performance evaluation of the salesperson should be designed not only to
gauge past performance but also to reinforce future job performance and provide
opportunities for self-development. Performance evaluation should be applied in a
systematic manner in order to benefit both employer and employee. Performance may
be evaluated by using a rating scale.

2.3 Accounting Statements and Ratios (Pickle and Abrahamson 1989)

Accounting statements are very important to the small business firm because they
provide a basis for planning and control in the business. The principal accounting
statements are the balance sheet, the income statement, budget, and the cash flow
statement.

Balance Sheet

The balance sheet provides a measure of the value of the business at one moment
in time. Balance sheets should be prepared periodically for the small business firm.
Usually, small businesses have accountants prepare a balan sheet at the end of their
fiscal year (January 1 and July 1 are the most common).

Components of the Balance Sheet
The balance sheet ié a measure of the basic accounting equation.
Assets = Liabilities + Capital
(1) Assets
Assets are usually divided into three categories in the balance sheet—
current assets, fixed assets, and intangible assets.
(a) Current Assets
Current assets are assets that can be easily and quickly

converted into liquid assets (cash). Current assets include such items
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as cash, accounts receivable, notes receivable that are due in less than
a year’s time, raw materials inventory, finished goods inventory,
supplies, and stocks and bonds of other corporations that are traded
regularly on the securities market. Generally, most current assets are
used up or change in amounts on hand over relatively short periods of
time.
(b) Fixed Assets
Fixed assets are items of property that are not used up over short
periods of time. They usually are not easily converted into cash, and
they often are depreciated over long periods of time. Fixed assets
(sometimes called plant assets) include such items as land, buildings,
machinery, equipment, automobiles, trucks, and notes receivable that
are due in excess of one year’s time.
(¢) Intangible Assets
Intangible assets are items that have value to the business but do
not exist as tangible property. Some intangible assets that are
sometimes listed in the balance sheet are goodwill (the reputation of
the business), patents, copyrights, and organizational costs (cost of
establishing a form of ownership).
(2) Liabilities
Liabilities are debts of the business. Liabilities are broken down in the
balance sheet into current liabilities and long-term liabilities.
(a) Current Liabilities
Current liabilities consist of debts that are due in less than one

year’s time. Current liabilities include such items of debt as accounts
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payable notes payable within a year, and cash that is paid to
governmental agencies on a regular basis (e.g., income taxes withheld
from employee salaries and paid to the government every three
months).
(b) Long-term Liabilities
Long-term liabilities are debts that are due in more than a year’s
time from the date of the balance sheet. Long-term liabilities include
such items as notes payable that are due in excess of one year’s time,
mortgages, and bonds payable.
(3) Capital
Capital is a measure of the value of the business to the owner or
owners. It is a measure of all assets minus all liabilities. The result is the net
worth of the business.
Characteristics of the Balance Sheet
The balance sheet is both an estimate of the value of the business and an estimate
for only one moment in time.
(a) Estimate
Except for cash, almost all other assets listed in the balance sheet are
estimates. All accounts receivable cannot be collected, and an estimated
amount is subtracted for bad debts. Prices of inventories change from time
to time, and their value is not always certain. All fixed assets are estimates.
Buildings, machinery, equipment, automobiles, and trucks are listed at cost,
and depreciation is estimated and deducted each year. To illustrate, many
firms have depreciated buildings and machinery over several years and

carry them on their books at scrap value; yet they still have considerable
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(b)

market value. Intangible assets, such as goodwill and patents, are very
subjective judgments and are extremely difficult to value because they are
intangible.

Liabilities are accurate in the balance sheet because they are specific
debts the business owes. By subtracting accurate liabilities from estimated
assets, one obtains an estimated capital section of the balance sheet. The
only real way to determine the exact value of a business would be to sell it.
Moment in Time

Theoretically, the balance sheet measures the value of the business at
one moment in time and represents only that moment in time. Assets, such
as machinery, are used up a little each day. Consequently, the estimated
value of machinery, on the balance sheet, is an estimate for the day the
balance sheet is prepared. In addition, raw materials are constantly being
used up and regularly being replaced. Therefore, the value of inventory is an
estimate only for the day of the balance sheet date. Liabilities are
continually being incurred and paid by the business; consequently, liabilities
on the balance sheet represent only that day’s amount. Because assets and
liabilities change from day to day, capital changes from day to day and is

estimated for that day only on the balance sheet.

Uses of the Balance Sheet

Because balance sheets are prepared periodically, they present measures of

changes in the business. By looking at balance sheets of several years, one can
recognize growth or decline in various phases of the company’s financial position. The
balance sheet also reveals the company’s ability to meet both short-term and long-term

debt. By computing ratios from balance sheet data, the firm is able to recognize
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weaknesses or strengths in its financial position. Balance sheets are also important to
creditors who make loans to the business because they reveal the firm’s potential for
repayment of debts.
Income Statement
The income statement is a measure of how the business has performed over a
specific period of time—usually a year. It measures all income less all expenses to
arrive at the moment of profit or loss generated by the business for the period. The
income statement is also called the expense and revenue summary, profit and loss
statement, and income and expense étatement.
Components of the Income Statement
The main components of the income statement are income and expenses.
(1) Income
All income that flows into the firm is listed in this section. There are
several items that may come under the heading of income, such as revenue
from sales, interest earned, and dividends earned.
(2) Expenses
Expenses in the income statement are usually broken down into Cost
of Goods Sold (in retail and wholesale firms), Cost of Goods Manufactured
(in manufacturing firms), Operating Expenses, General Expenses, and Other
Expenses.
(a) Cost of Goods Sold
Cost of Goods Sold in wholesale and retail firms is comprised of
the beginning inventory for the period plus all purchases for the period

minus the inventory at the end of the period.
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(b) Cost of Goods Manufactured
Cost of Goods Manufactured in manufacturing operations is
comprised of all direct labor, raw materials, and factory overhead

(depreciation on building and machinery, supplies, foremen salaries,

etc.) that have gone into the manufacturing process during the year.

(¢) Operating Expenses

(1) Operating expenses: they are expenses that contribute directly to
the sale of goods. Some of the items commonly included under
rating Expenses are advertising, insurance, truck depreciation,
salespersons’ salaries and commissions, entertainment, and
travel.

(2) General Expenses: Items usually presented under General
Expenses are those that are indirect costs incurred in the
administration of the business. Some of the expenses commonly
included under this category are office expenses, postage,
telephones, payroll taxes, and utilities.

(3) Other Expenses: The category Other Expenses usually contains
all other items that do not seem to fit into the other expenses
categories, items such as interest expense and bad checks
expense.

Characteristics of the Income Statement
The income, statement is an estimate of profit or loss, and it measures profit or

loss over a period of time.
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(a)

(b)

Estimate

The income statement, presents several items of expenses that exist in
the form of depreciation. Building, equipment, and truck depreciations for
the year appear as operating expenses. If any expense items are an estimate,
then the total expenses figure for the firm is an estimate. Income for the firm
is accurate, but when the total of all expenses is an estimate, then the profit
or loss figure is an estimate.
Measures Profit Over a Period of Time

The income statement deducts all expenses from all income for a
specific period of time to arrive at the firm’s profit or loss for that period.
The income statement usually is prepared once a year at the end of the fiscal
period; however, it may be prepared for shorter periods. Some business
firms feel they gain better control of their business by preparing their

income statements monthly.

Uses of the Income Statement

The small business firm uses its income statement to analyze the success of

Operations of the business over a specific period of time. Investments, purchases of
assets, and distribution of profit are just a few of the decisions that rely on the

information provided in the income statement.

The income statement is also used by other groups. Federal income tax returns of

the business could not be properly prepared without the income statement. Other
government agencies, including various state and local taxing agencies, require Income
statements from the business for their use. Creditors and investors consider the income

statement very valuable, and few would be willing to loan or invest money without its

availability for their analysis.
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Ratios

Accounting ratios are calculated on various items that appear in the accounting

statements of a business firm. They are important to the firm in that they provide

measures of performance against a guideline to let the business know if it is operating as

planned.

(2)

(b)

(c)

Current Ratio

The current ratio is a measure of the firm’s ability to meet current
debt. It measures the relationship between current assets and current
liabilities.

Current Assets .
= Current Ratio

Current Liabilities
Acid Test Ratio
The acid test ratio is sometimes called the “quick ratio.” It measures
the firm’s ability to meet current debt by measuring the relationship between
its liquid assets (cash plus other current assets that are quickly converted
into cash) and current debt. It is a more specific measure of the firm’s ability
to meet debt than the current ratio.

Cash + Accounts Receivable + Markerable Securities . .
= Acid Test Ratio

Current Liabilities

Debt to Net Worth Ratio

The debt to net worth ratio measures creditor contributions relative to
owner contributions. It is a measure of the firm’s ability to meet creditor and
owner obligations in case of liquidation of the firm. It is also a measure of

whether the firm is overextended in terms of debt.
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Total Liabilities
Tangible Net Worth
Tangible Net Worth = Net Worth — Intangible Assets

= Debt to Net Worth Ratio

(d) Rate of Return on Assets
The rate of return on assets ratio is a measure of profitability of the
firm. It indicates the amount of assets necessary to produce the current level
of profit.

Profit
Total Tangible Assets

= Rate of Return on Assets
Total Tangible Assets = Total Assets - Tangible Assets
(e) Inventory Tumover
The inventory turnover is a ratio that measures how often inventory is

sold and replaced. The inventory turnover ratio indicates the adequacy of
the amount of inventory on hand relative to the amount of sales. Inventory
turn over is usually calculated in terms of how many times it completely
turns over each year.

Net Sales (Cost of Good Sold)
Average Amount of Inventory for the Year

= Inventory Turnover

Begining Inventory + Ending Inventory
2

Average Amount of Inventory for the Year =

A small business firm should strive to maintain each of its ratio measures near
some optimum point. To illustrate, if the optimum point for a specific business for its
acid test ratio was 1.5, then any figure much below this would indicate the business is
not maintaining enough liquid assets in relation to its current debt. The firm could
expect to have problems in meeting its debts during the year. On the other hand, if the
figure is much above 1.5, the business is maintaining too many liquid assets that could

be invested else where for additional profit.
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An optimum ratio figure differs not only by type of ratio but also by type of
business. For example, one would not expect the same inventory turnover figure for a
jewelry store as for a supermarket. Small business owners often establish optimum ratio
figures based on experience in their business. Also, they should compare their firm’s
ratio analysis with industry averages that are published in sources such as the Almanac
of Business and Industrial Financial Ratios. Many trade organizations also publish
financial ratios for their industry.

In conclusion, one of the most common weaknesses of small businesses is their
accounting system and analysis. Many activities of the small business firm cannot be
fully effective without adequate accounting practices and analysis, for example,

inventory control.
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3.1

111

A COMPUTER SYSTEM IMPROVEMENT FRAMEWORK

Site Survey

(a)

(b)

Environmental Survey

There are five old computers. One of those is out of order and it is still
in the office. Thus, there are four that could be used. They consist of one
server and three PCs. Those computers and their components (hard drives
etc.) have been used more than six years. In the office, there is no one who
can take care of computers. Also, no staff has computer hardware
knowledge. There are 2 dot-matrix printers; when a staff needs to use a
printer, she will switch the printer port.

The computers and printers have been placed in dusty and dirty
condition. Network components such as LAN wires and hub are in a messy
condition. The computer desks are far from desks, and chairs are not
suitable to work long time.

Computer System Survey

After opening all the computers cases to check, we have found very
thick dust on motherboards of the computers because dusty condition is
around computers. Hard drives have low capacity; they’re just around 500
Megabyte and have a lot of bad sectors after scanning. All computers have
many infected files from virus. Some files are not named suitably and they
are not kept in a correct directory. Operation system and applications
programs are out of date such as DOS, Windows 3.1 and Office 6. The
network is 10Mbps LAN, and it could not be used practically. Mice,
keyboards, and printers are dirty. Some CD-ROM drives are out of order.

There are some expired monitors that could not be used properly because
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they illustrate blurry characters. For more details of the old computer
system, see Figure 3.1.
3.2 Results of Interview the Office Staff
(a) A SCJ accountant
She uses a computer with an SCJ’s program that SCJ designs only for
its application. Her jobs are issuing requisitions for SCJ’s cash sales and
invoices for credit sales. She enters the data from sales bills and when the
company receives new goods from SCJ. She does monthly sales reports to
SCJ. She has to do her job on a computer around three hours per day.
(b) A KC accountant
Her jobs on a computer are issuing requisitions for KC’s cash sales,
invoices for credit sales. She does jobs on a PC half an hour per day

(¢) A NZ accountant

Her job is issuing requisitions for NZ’s cash sales, invoices for credit
sales and do reports to NZ’s managers every month. She does the computer
jobs for an hour per day.

(d) Other accountants

They do calculation and print some documents to owner. They use
computers for 4 hours per month.

From interview, most office staff rarely use PCs. There is only the SCJ accountant
that uses a PC adequately since it is a regulation of SCJ. Normally, all staff will do their
jobs on their desk, record by hand busily on each sales transaction, and hammer on
calculators. After that, they will categorize sales transaction to other workbooks and

calculate again and again. Whenever they get stuck or a mistake on the calculation, they
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will be back and do all things again. These activities make much waste of working time
and also bore the staff.

Fortunately, all office staff have some knowledge using computer software,
especially Microsoft Excel. Microsoft Excel is such an important tool in accounting
jobs. There are some reasons why they don’t use it with their jébs. That’s because in the
old-fashioned management, owner doesn’t know how to use PCs and how to apply PCs
to use with the accounting jobs. In addition, all staff have fear to suggest their ideas to
the owner. Thus, all accounting jobs are still doing manually by calculators. When we
have told them the good points of do jobs with PCs and let them try doing it, they seem
to be happy to get the work done faster and more accurate. They can reproduce data to
analyze it in many ways.

3.3 Feasibility of the Computer System Development

Since some components of the old computer system can be continued using with
the new one such as dot-matrix printers, LAN wires, keyboards, and mice, it can reduce
the cost of the new system. Not only the external part, but also we can gather some old
internal components that still work well and effectively to build a new PC. For the
network hardware, we’ll change into 100 Mbps LAN and Wireless 11 Mbps LAN for
using with notebook computers of managers. LAN and WLAN can expand the
accessibilities of using the Internet and the file server to all computers.

Since the system development is not too complex, it’s not necessary to rent or
lease from any computer supplier. In addition, the owner prefers purchasing.

Approximate cost of the computer system development is as follows:

(a) Two new PCs 25,000 bahts

(b) 100 Mbps LAN devices 5,000 bahts

(¢) 11 Mbps Wireless LAN devices 10,000 bahts

46



St. Gabriel's Library, An

(d) Software 10,000 bahts

(e) A laser printer 8,000 bahts

(f) A UPS2,000 bahts

(g) The manager does the trainer role to train all staff by himself

Total cost is 60,000 bahts

For more details of the proposed computer system, please see Figure 3.2.

Before the new system came, an accountant would like to resign from the
company in the next two months. We are of opinion that the new computer system and
training can enhance the abilities of doing jobs so that staff can work comfortably in the
same amount of work load or more. Thus, we’ll take only her salary to calculate a cost-
benefit report and we are sure that this amount of money (excluding benefit from
replacing workbooks, pens, working time reduction, and increasing profitable jobs) is
enough to make the right decision to purchase a new one.

To make it easy, we use no interest rate and no salvage value for calculation.

The period of return on the investment = 60,000/7,000 = 8.57 months.

Moreover, the new system has above three years of life. Not only the return’s
period is less than 1 year, but also the staffs can get more work load. Then, the company
can decrease the number of employees; it can make management easier. Also, the
company will have a better image. All of these become the reasons to make the
purchasing decision.

3.4 Computer Security

Due to developing a small computer system, there is no need to have user

passwords to access data. But, it is vital to backup important data by using a CD-ROM

writer weekly; otherwise, the data could be lost forever. For virus protection, we do not
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allow using external floppy disks and CD-ROMs in the office. Opening files from the
Internet is also inhibited.

We will set a new regulation of cleaning; the house keeping has to clean the floor
around that place more often. The office’s windows needed repairing to protect from
rain. Use UPSs to protect electrical surging and other electrical problems. We will hire a
security guard at night to protect intruders. Besides, the company has already a fire
Insurance coverage.

We teach staff how to take care of and maintain computer devices correctly from
the beginning such as power on/off, backup, cleaning mice/keyboards/monitors and also
managing data files.

3.5 Computer Programs and Functions

(1) Microsoft Excel

(a)  General ledger
(b)  Financial statements preparation
(¢) Financial s£atements analysis
(d) Accounts receivable
() Accounts payable
() Payroll
(g) Budgeting
(h) Sales analysis
(2)  Outlook Express
(a) Emailing
(3) Microsoft Word
(a) Letters

(b) Application form
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(6)

After we had motivated and told them about good points to work with PCs and

At first, the trainer needed to observe how each staff worked, what documents

(c) Report

Express

(a) KC’sinventory control

(b) KC’s credit and cash sales record
(¢) KC’sincome tax and vat

The SCJ’s Program

(a) SCJ’sinventory control

(b) SCJ’s credit and cash sales record
(c) SCJ’s sales analysis

Microsoft Access

(a) Customer’s details

(b)  Product’s details

(¢)  Employee’s details

(d) Property’s details

3.6 How to Train the Staff to Work with Computers

they had tried it, they responded well in working the new direction. However, since they
and the trainer had different knowledge and experience, it made somewhat tough to
communicate with them in the first place. But, after the trainer had taken time to
understand them and learned about confusing words of each other, all the things were

much easier.

they got involved, and what jobs computers could be applied to. The first thing that we
could see was wasting time to calculate massive numbers by calculators because they

needed to check the numbers a few times. The second thing was that after recording all
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the sales transactions in a workbook, they needed to categorize and calculate those
transactions in another workbook. The third thing is they still recorded and calculated
inventory manually when having goods in and out of the warehouse. This activity also
takes a very long time and it was sensitive to errors because warehouse had more than
1,000 kinds of products inside and everything had a lot of transactions in and out
products to check. The fourth thing was that all staffs had too many workbooks to take
care of and no copy for those workbooks. It was too risky if they were lost and worn.

Those problems can be solved by Microsoft Excel program. This can help reduce
working time from 5 hours to 3 hours in the beginning. When staff is familiar with the
system, it would take below 2 hours to get the jobs done. This also reduces their stress,
and they can do work more productively and more valuably; for example, they can have
time to do sales analysis report everyday.

During training, the trainer has to try to make staff participate their ideas by
themselves. The questions are like what jobs can be used with PCs, and the trainer
should try to point out the pros of PCs such as if we keep all data on PCs instead of
workbooks or any paper, the company’s cost is reduced in the long run and it will be
easier to search the wanted data or reproduce it, and no junk. These ways of training can

help increase staff’s thinking skill.
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IV. A SALES IMPROVEMENT FRAMEWORK

4.1 Overview of Sales
(1) Products’ Brands
The 3B Sales Company sells products of three mother companies that
are named SC Johnson and son (SCJ), Kimberly Clerk (KC), and New
Zealand Milk (NZ).
The products are listed as follows:
(a) SCJ’s Products
(1) Bathroom cleaning: Duck
(2) Insect killer: Bigon and Raid
(3) Household cleaning: Windex and Axi
(4) Car and house perfume: Glade
(5) Carwax: Kit
(b) KC’sProducts
(1)  Tissue paper: Kleenex and Scott
(2) Sanitary paper: Wondersoft
(3) Baby diaper: Huggie
(c) NZ’sProducts
(1) Hi-calcium milk: Anlene
(2) Milk for pragnent womem: Anmum
(2) Available Vehicle and Responsible Areas
The SCJ’s division has four medium trucks for four salespeople and
four sales assistants (drivers). There is one pick-up truck for its credit

salesperson. They have responsible areas in nine provinces that are Lopburi,
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Saraburi, Singhburi, Nakronsawan, Uthaithani, Chainat, Ayuthaya, Ang-
thong, and Pathumthani.

The KC’s division has two medium trucks for two salespeople and
two sales assistants (drivers). There is one pick-up truck for its credit
salesperson. They have responsible area in three provinces that are Lopburi,
Saraburi, and Singhburi.

The NZ’s division has one medium truck for one salesperson and one
sales assistant. There is one pick-up truck for credit salesperson. They have
responsible area in seven provinces that are Lopburi, Saraburi, Singhburi,
Uthaithani, Chainat, Ayuthaya, and Ang-thong.

Characteristics of the Cash Salespeople

It’s necessary that the cash salespeople must be graduates or at least
have a diploma because they have to deal with various types of documents
and tax calculations. Although salespeople have differences in product
types, responsible areas, tactics, and techniques, they must have the same
main sales steps.

Cash salespeople have to finish the sales at the time they sell. That is
from offering sales through collecting money. On average, a cash
salesperson has to sell more than 30 customers per day. So, the selling work
has to be fast and correct.

Characteristics of the Sales Assistants (Drivers)

They are mainly responsible to control inventory on trucks and drive

the trucks to marketplaces and customers. They help the cash salespeople

deliver goods to customers, and do the truck maintenance and cleaning.

53



)

Characteristics of the Credit Salespeople

Normally, credit salespeople require experiences with cash
salespeople because credit salespeople need to be skillful to negotiate with
potential customers and reach the higher sales targets. They have fewer
customers than cash salespeople so that it’s necessary to get many more
orders for each customer. Since the potential customers meet a lot of
salespeople for whole days, they have to wait in line for a long time;
sometimes they take half a day for meeting only one customer. In addition,
they have to drive pick-up trucks by themselves and no one shares ideas or
talks together. These things make serious stress and pressure on them.
Because of harder jobs and being skillful, they get higher salary and
commissions.

The working process of credit sales are different; after they get orders,
they will take those orders to office and pass it to their accountant, and then
the accountant issues the invoice to prepare delivery. After that, they will

arrange appointments with customers to collect checks.

4.2 A List of Some Existing Problems

(a)
(b)
(c)
(d)

€]
(2)
(h)

No self-awareness

Uncompleted working process

Bad communication with customers

Not enough communication with the owner
No meeting provided

No sales target mind

No training program and skill improvement

No testing
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(1) Not good evaluation for increasing salary
()  Lack of maintenance of vehicle and working devices
(k) Cheating salespeople
()  Cheating customers
The problems can be simply solved by providing training, testing, evaluation, and
meeting. It might not be a perfect solution, but it is going to be much better. This is an
preparation for advancement. See Figures 4.1 and 4.2 for more details.
4.3 Sales Training
(1) Salespeople’s Training
Salespeople’s training is divided into two basic parts and one
advanced part. In the basic parts are self-awareness and working process. In
the advanced part is learning about consumer behavior and personnel
selling.
(a) Basic Parts
(1)  Self-Awareness
A salesperson needs to know self-habit and mind.
Salespeople have t.o open their mind to get new knowledge and
to be easy to practice. Some people are shy; at first, they must
know themselves being shy or not, and how to deal with it. As
the same reason with people who are easy to get angry, there are
ways to know themselves and change it because they have to

meet many customers everyday.
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(2) Working Process

The cash salespeople work with their assistant everyday.

Both of them need to follow the steps that the company suggests

in order to achieve their accomplishment.

The working process is as follows:

(2)
(b)
(©)

(d)
(e)

(0
(2)
(h)
)
()
(k)

0y

Return the collected money.

Load goods to stock on truck.

Prepare call cards, classify customers, and plan routes to
marketplaces.

Greet customers and introduce themselves.

Check customers’ inventory, write down data in the call
card, and then compare with last month’s amount in order
to know which products are sold fast or slow.

Present the products, prices and promotions.

Write down the purchase order.

Prepare goods to delivery.

Delivery, check amount of goods, and collect money.
Appointment and say goodbye.

Analyze daily sales and compare total sales with the
target.

Call office to order products for loading tomorrow.

This is all about the basics that every salesperson must know

and do at the beginning. To complete the working process, salespeople

must pass the basic training sales. Besides, they need to know their

self-habit, character, and also know themselves that they are slow or
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quick learners. The details of selling such as talking with customers,
having products knowledge, filling out sales paper form, calculating
tax, and classifying customers will be later.

(b) Advanced Part

This training is about how the customers make decisions to buy
products, what needs of customers are, and learning about selling. For
more details, please study the literature review.
(2) Sales Assistants’ Training

As discussed in sales assistants’ characteristics, the main jobs of sales

assistants are helping cash salespeople in various tasks such as driving,

truck maintenance, controlling inventory, and delivery. Therefore, we’ve

arranged the training program through their main jobs as follows:

(a) Safe driving

(b)  Truck maintenance: Cleaning, changing lubricant etc.

(¢) Studying routes to marketplaces and customers

(d) Controlling and taking care of goods in stock; First In First Out
(FIFO)

() Goods loading up and arrangement

4.4 Sales Testing
(1) Salespeople’s Testing

We have prepared various kinds of testing for measuring individual

sales ability such as product knowledge, prices, tax calculation, filling out

the sales forms, and promotions. Not only testing on paper, we have also

provided presentation testing and working with groups to enhance their
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thought, presentation skill, and leader skill. The documents are attached in
appendix section.

The testing not only improves their ability and skill, but it also
activates salespeople to feel challenged and not bored with the same task.
Sales Assistants’ Testing

Since sales assistants have lower graduation than salespeople, testing
is different. We will emphasize more on performance than doing documents
and calculation, for example, providing a trucks cleaning contest.

(a) Truck and Working Devices Maintenance
The trucks look dirty and older than they should be and they are
often out of order. It's possible when customers see the dirty truck,
they would think of what conditions products should be. Therefore,
it’s time to improve by adding a weekly activity to get more fun with
cleaning the trucks. The activity is named, Trucks Cleaning Contest,
that sales assistants will be able to get more points for evaluation.

And, we also provide a schedule of maintenance such as changing

lubricant, tires, etc.

4.5 Cheating People

M

Cheating Salespeople

In reality, salespeople find it hard to cheat because the working system
is consistent, and also they have to work with sales assistants; if they’re
cheating, the sales assistants have to know.

However, when salespeople work longer and have dirty minds, they

can see holes in the system. Most salespeople want to get more money

60



2)

because they like to gamble and being alcoholic. So, when they really need
money for their family, they will take dirty chances.
Explanations of some system holes that salespeople cheat are:
(a) False checks
They get checks from elsewhere and sign it by themselves.
Then, take collected cash.
(b) Take the cash by not issuing receipt
When they sell products, they’ll issue receipt to customers.

Some customers do not need the receipts. Anyway, sales assistants

have to associate with this situation as well.

Although we can detect this fault, every salesperson every working
day by checking their stock, it takes a long time; at least half a day. The
business almost stops running and some good salespeople feel
uncomfortable. It’s not worth at all. The method that we can do is randomly
checking to threaten the bad salespeople.

Cheating Customers

Cheating customers know that salespeople would like to sell their
products in high volume. They write down checks though they do not have
enough money in the bank account. We will know on the checks due date,
but the cheating customers have gone already with the goods.

The ways to solve are not so easy because we have to change sales
mind of salespeople, which can make them aware of those cheating
customers. Almost all cheating customers are new and order in high volume.

We have to often repeat a sentence to our salespeople; “when we can’t sell,

61



we think what the reasons are, and also when we’re selling in high volume,
we have to realize more (not selfishly) there is something going wrong?”
4.6 Sales Meeting
We have many kinds of meetings to communicate with our salespeople.
(1)  Morning Meeting
This is a daily meeting before they work in order to be prompt in
work. The meeting content consists of individual and total sales records
announcement, sales analysis, general internal and external problems, and
the solutions.
(2) Division Meeting
Sometimes problems arise in a division, and do not link to others such
as changing sales target or modifying working process within a division.
The manager will talk with the sales staff in that division.
This meeting can quickly and well respond to the immediate problems
in order to work smoothly.
(3) Monthly Meeting
In this meeting, we set a new sales target for next month, frequent
problems, and the solutions. We will conclude and analyze the sales results
such as why products are popular, and how to improve the working process.
(4) Meeting Called by Managers from Mother Companies
The meeting is called by managers from mother companies. Before
the companies are launching new products to market, they will present and
give this product knowledge to the salespeople.
Normally in this meeting, they will discuss the problems of prices,

promotions, and the solutions because the price and the promotion cannot be
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changed by our decision. A manager is a middle man between us and a

mother company.

4.7 Sales Evaluation

The sales evaluation has three parts. First part is a salesperson’s total sales result
that affects 70 percent. Second is the testing score that affects 30 percent. Last is their
performance such as truck and working devices maintenance, absence, tardiness, and
other working performance. The last part can affect the overall evaluation. This
evaluation will be regularly provided in order to give feedback to them what habits or
behaviors are good for them and the company.

4.8 Feasibility of the Sales Improvement Framework

Company's Profit

71,000

66,000

61,000

Bahts/Month

56,000

51,000

46,000

Figure 4.3. The Expected Company’s Profit after the Sales Improvement.

For the cost of sales improvement, from our study, we found that the sales
improvement consumes only manager’s time for training and testing. In addition using a
computer to analyze and evaluate salespeople, there is no additional cost at all because

the computer also exists. The meetings consume only the time of employees. Cleaning
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and truck maintenance should have been normally provided before doing the
improvement.

For the benefit of sales improvement, we expect increase of at least 30% of total
profit. That is about 15,000 bahts per month. If we continue doing the improvement, we
can get more than that amount. For intangible benefit of doing these activities, the sales
staff are activated and feel more challenged in working because they will have to score

points to reach their best evaluation.
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V. AN ACCOUNTING IMPROVEMENT FRAMEWORK

5.1 Overview of Staff and Jobs in the Accounting Division

In this division, it contains five female accounting workers. It has one accountant
that is resigning as we discussed this problem in the computer system improvement
framework. Therefore, the rest is four, and the computer system can make them conquer
more work load. The four accountants are responsible for three divisions (SCJ, KC, and
NZ) and general accounting tasks. Before improvement, the four accountants separated
all the work by themselves. It is not suitable because everyone has to take care of every
division. So, they cannot focus well on any division, and it also makes inconsistent audit
and checking.

All the accounting jobs are assigned by the owner such as recording sales
transactions on workbooks, controlling inventory, and collecting money from
salespeople. They calculate all the things by calculators. Think and try to picture when
you go to the office, what will you see? Yes, you’ll see all the accountants punching
their calculators all day, not only a bad image of the company, but also it is very noisy.

It’s surprising that there is no meeting arranged between all accountants and the
owner. There is no way to interact well among them because the owner never stays in
the office. If sometimes a problem arises, and it needs to be solved soon, they will have
an unwilling call to the owner. Apparently, the owner doesn’t understand their problem
because the owner is not in their situation and have poor communication. Thus, most of
the problems still exist.

5.2 A List of Some Existing Problems
(a) No monthly company’s profit and lost announcement
(b) No daily sales record announcement

(¢) Manually record and calculate transactions
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(d) Inconsistently audit and checking

() Poor communication between owner and accountants

(f) Not good evaluation and increasing salary

(g) Unsuitable job assigned for each accountant

(h) No training and testing

(i) No meeting

() No financial statement analysis
5.3 Dealing with Job Assignment

Although most of accountants have accounting knowledge from graduation, they
do not know well the benefit of doing financial statements and only one of them can do
these statements. This makes a huge difference among those accountants. Only one
accountant who can do those statements get much higher salary, but she also has too
many jobs to do alone that makes serious stress when the due date of fiscal year is
coming.

The jobs are reassigned; all accountants should be balanced in working loads and
be able to rotate their jobs. The accountants have to learn how to do jobs of their
colleagues, and how to teach others to do their own jobs. The ideas to simplify
balancing working load are: one accountant is responsible for one division, and helping
each other doing the financial statements. For methods of doing financial statements, it
1s in the next section.

5.4 Accounting Training

Once, we discussed training for accountants in Chapter III that is about

computers. For this chapter, we’ll discuss training about financial statements and

analysis.
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Financial Statements

Although all accountants have graduated at least with the accounting
diploma degree, most of them forgot how to do the financial statements
because they have studied so long ago and they never do it on their own.

We teach them what they can get them from doing those statements,
how to collect the data and do the financial statements.
Principle of accounting statements that we train:
(a) Balance sheet
(b) Income statement

We’ll discuss with them about the meaning of accounting words such
as current asset, liability, and long term debt.

The details of the financial statements and meaning of accounting
words, can be found in the literature review.
Financial Statements Analysis

We will use ratios to analyze the financial statement for measuring the
company growth and company financial status. So, we have to make them
know what we can get from analysis, and how to measure. Last, we will
point out what the bad factors are, and how to improve those factors.
The ratios that we will teach them are as follows:
(a) Current Ratio
(b)  Acid Test Ratio
(c) Debt to Net Worth Ratio
(d) Rate of Return on Assets

(e) Inventory Turnover
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For the details of ratios and analysis we have it in the literature
review. An example of analysis is shown in Figure 5.4.
Daily Sales Reports

In other sales companies in the market, daily sales reports is
announced before the salespeople work everyday in order to make them
know their present sales record. The sales people can image how much you
are going to sell for the rest. And the manger can emphasize on the weak
salespeople. In contrast, 3B sales company does not have the sales record
announcement at all. The salespeople think if they are lucky enough, they
will get an achievement incentive. This is a very weak point for the
company. So, we immediately respond to this problem by making an excel
worksheet for collecting sales record from accountants. Then, print it out
every working day. The sales record will be announced in the morning
meeting.
Monthly Company’s Profit and Loss Reports

At first observation, the company has no announcement in monthly
profit and loss to employees. Most employees make rumor about unsuitably
rising salary. They think the company can make a lot of money but the
company does not pay them well enough. In contrast, they do not think
about costs. The company has to run the business to cover all costs, and it’s
not as easy like they think. When the accountants are doing monthly profit
and loss for them, they’re doing separately for each salesperson and
division. They can see how much each person and division can make profit
or loss. If they have any problem with it, we can answer them right away

and figure out what’s going wrong.

68



Funing

Funindvyudion

V38N authaad $10m
auga

Ui 31 Fwan 2545

Ruaanazduedhnsuinms

gantinsuasInIng

gawInTIM

= v -

fufnanie

o hJ 1 V.
aEvldTedmh
= a a5

IUFUNTHE KUY

Sea 3
figuemsuazgunsol

HIUHINUE 115,756.34
i av, o
nealdEminau 117,260.48
s )
funSndduq 1.00
giinsaflvvh 16,810.00
21013 3,058.826.85
Aa ¢ .
Ay 81R713 nazgUnIaign
= w
UAUNSNE
¥ v 9
ATEIUVBINABYY
N o
wHTUMYUIEY
aBRuldmaee
WIHUDIATTINNS
I, -
hwiinaf

v A o wa
IHURAZNU)BUNTIUNT

PRRRIT AT
¥ v L4
TIUVDILDD RN
= 8
nuseudu

nueanzifion

Humaliey 1,000 11 yamyuaz 1,000 = 1,000,0000

=

nuieenuaziGant13zNd)

fumdley 1,000 %u yamHuaz 1,000

Arlsenangniiahildmia

9 v Y
TN INYBIFDB U

Lo ' vy
FIARUTUUAZTIUVDINDDNU

o ey Py

waitldSueyiifenn

&
3R 2]

3

U 5 nrueu 2546

Figure 5.1.

(el 1n3aM1esne)

szyudte fumiiy a¥ah 12543

. AsINNIGDANTS

76,099.94
197,693.19
1,582,478.17
3,056,211.42
12,000.00

4,924,482.72

3,308,654.67

8,233,137.39

155,310.08
8,832.19
3,824,173.87
2.300.060.00
6,288,316.14

1,000,000.00
944,821.25

1,944.821.25

8,233,137.39

A Balance Sheet of the Company.
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Figure 5.2.  An Income Statement of the Company.
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Figure 5.3. The Details of the Income Statement of the Company.
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(5) Audit
Another task of accountants is to audit salespeople in order to control
cheating. The problem for auditing 1s they do not have enough time to do it
best because they waste time to do the accounting tasks manually. If we can
help reduce their manual jobs, they’ll be able to do more consistent audit.
Therefore, this part is related with the computer system part because the
computer system provides benefit reducing waste time for recording sales
transactions and analysis.
5.5 Accounting Testing
After we have trained staff about the financial statements and analysis, we also
have a test for them. This test is a simple essay testing such as explain meanings of the
financial statements and accounting words. Not only the test paper is provided, we also
have presentation test for improving teaching skills because for now on, they have to
teach their jobs to their colleagues.
We will score all kind of testing and use that score for a part of evaluations so that
they’re willing to do testing.
5.6 Accounting Evaluation
The existing evaluation is conducted by the owner alone. And, there is no
feedback to the staff like why they deserve for this amount of salary. This has no value
and makes no improvement. The staff do not know how to get higher salary and when
some staff get much higher, others will start rumors, and are going to be discouraged.
The evaluation of accounting staff can be measured from their performance for
about 70% and their testing by about 30%. The performance is from the number of

absentees, tardiness, and other faults. The staff who obey the company’s rules, achieve
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more work done, and become quick learners who will get chances to have higher bonus
and salary.

In the last part of evaluation, we will give feedback on what their habit the
company prefers, and what their behavior they must avoid. The feedback will be told
periodically in order to let them know and improve before the evaluation coming.

5.7 Accounting Meeting

In the accounting division, there is no meeting before they just sit on their desks
and work pointlessly. When we try to have a meeting for them, they’re interested and
would like to have it periodically. In the meeting, we have discussed about how they
work, what documents they do, how their improvement ideas are, and then we will
suggest solutions. In addition, the meeting not only conveys the improvement of
working process, but also it is the formal communication between the accountants and
the owner. They can interact about what unsatisfactory things they need the owner to
improve.

5.8 Feasibility of the Accounting Improvement Framework
From the framework, we can analyze benefit and cost as follows:

We expect the total benefit about 10,000 bahts per month. See Figure 5.5. This
amount comes from reducing chances of cheating, elimination costs, having target
mind, etc. For the intangible benefits, the workers get more pleasure from the new way
of evaluation, and get motivated from training and testing. This does not make them feel
bored with the same working task.

For the costs of implementing this framework, we use only computer resource,

stationery, and employees’ time.
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Because this is a lean framework, we do not want to use more resources. We will
use only what we have at that time, knowledge, and intention. But what we get is

fabulous and meaningful and it is the basis of being a superior company.

Company's Profit

62,000 81,132

60,000

58,000

56,000

54,000 ‘

Bahts/Month

52,000

50,000

48,000 -

46,000

2002 Expected Profit

Figure 5.5. The Expected Company’s Profit after the Accounting Improvement.
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VI. CONCLUSIONS AND RECOMMENDATIONS

6.1 Conclusions

In the project, we have discussed the improvement frameworks that are in the
fields of computer, sales and accounting. A part of the project title was named a lean
organization framework because the project illustrates eliminating existing waste and
problems by spending less money. We plan to improve mainly in the human related
devices and try to spend money as less as possible. So, we take most of the time to train
the staff, and change the working process.

In the computer system framework, the start of the project is because this part is
linked to others; the accounting part needs to reduce wasting time and the sales part
needs sales analysis. we have planned to improve the old computer system. And, added
computer knowledge to the staff. After that, we’ve changed their working process. For
the new computer system, it can be used in various ways such as help record sales
transactions, calculate massive numbers, do reports, etc. Although it takes much money
to invest, it returns more value later.

In the sales framework, we have improved the salespeople’s skill and knowledge.
We’ve focused on their working process because some salespeople don’t know the steps
of works. We provided the solutions through training and testing. We also dealt with
training of sales assistants. There are discussions about how to manage with cheating
salespeople and cheating customers.

In the accounting framework, we’ve listed the problems of accounting and the
ways to solve them. The manual jobs that can be done by computers are eliminated.
After they have more time, they can convey more thorough audit and checking
salespeople. We have taught them how the financial statements and sales analysis are

important. We have provided new ways for the evaluation.
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After we have done all the improvement frameworks, the company will run
business smoothly. The main problems and waste will be eliminated. Because we have
to improve all three main divisions, the linking problems among those are solved easily.
The company will have more ability to manage with bad events after they have passed
training to be lean. At last, the company can survive in any kind of economic situation.

The overall expected profit 1s shown in Figure 6.1.

Company's Profit

81,000

76,000

71,000

66,000

61,000

Bahts/Month

56,000

51,000

46,000

Figure 6.1. The Overall Expected Company’s Profit after the Improvements.

AZLUBAITNAABLUNLIATIUZNE

Battery Selling

aSen 1 2 3 4 5 6 7 8 Contest T Y
azuuulein | 150 | 200 | 300 | 250 | 300 | 500 | 1000 | 300 | ExtraPoints 3000

gz 101 | 146 | 195 | 220 | 180 | 306 | 0 | 275 0 1423 | 47.43%
Vavgu 77 | 126 | 180 | 185 | 120 { 306 | © 0 0 994 | 33.13%
31531 52 | 145 | 175 | 240 | 170 | 306 | 0 | 10 0 1098 | 36.60%
VAW 325 | 925 | 200 0 1450 | 80.56%
316l 102 | 148 | 165 | 210 | 180 | 306 | 900 | 280 76 2367 | 78.90%
Syt 91 | 142 | 185 | 200 | 180 | 360 | 950 | 210 88 2406 | 80.20%
andiua 81 | 162 | 160 | 200 | 150 | 360 | 900 | 200 171 2384 | 79.47%
ayAwg 68 | 118 | 190 | 210 | 120 | 360 | 0 | 150 2262 3478 | 115.93%
813 85 | 150 | 190 | 210 | 200 | 333 | 935 | 275 139 2517 | 83.90%
I 78 | 183 | 190 | 210 | 200 | 333 | 930 | 200 1462 3786 | 126.20%

Figure 6.2. The Sales Testing Results.
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6.2 Recommendations

We recommend continuing the lean organization framework to other divisions of
3B Sales Company such as human resources, logistics, marketing, and warehouse
division.

A brief lean improvement framework of other divisions is as follows:

Human resources division, we suggest to have job descriptions and specifications
for all staff positions in order to make them know what jobs they are responsible to. The
periodical training and evaluation should be provided to all employees. We may hire
outsource training companies to add more skills to our staff because those training
companies have more training experiences. The penalty should be clearly announced
and make it as company’s rules. The company should hire more educated people
through the Internet. The highly educated people can lift up the company’s profit.

Logistics division, we should provide route maps to the drivers in order to use fuel
efficiently. Provide basic vehicle maintenance can extend life of trucks. We will also
have “How to Be a Safe Driver” training to reduce chances of accidents.

Marketing division, we’ll support some products to local activities such as soccer
matches and school sports. The marketing plans having special promotions for extra
occasions need to discuss with mother companies’ managers. We will have uniform
polo shirts for staff which have company logo; this is good advertising and will keep the
company’s image.

Warehouse division, the plan is rearranging goods in the warehouse to be easily
checked. In the past, many goods are spoiled because of rats, birds, and roof leakages;
some goods are robbed because of a broken lock and a sleeping security guard. These

are the problems that we have to deal in the first place.
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St. Gabriel's Library, Au

For further development of computer system, sales, and accounting:

Computer system is good to have a tailored software program to do all activities
of the firm such as recording sales transaction, printing out invoice, inventory control,
and others. That tailored software will collect data from data entry staff and keep them
as company database in computer server. The owner can query real-time data from her
home through the company website anytime without telephone calling. She can know
daily sales record on each salesperson. See Figure 6.3.

Sales, in an advanced idea but most of sales companies use it, we will propose
computer palmtop to record their orders. When the salespeople come back, they just
upload the transactions to server; no data entry is required anymore. This saves more
time and is more accurate than data entry. Having company website, we can sell our
products through the Internet; customers can purchase products anytime they want
instead of waiting for visits of salespeople.

Accounting, because of the tailored software program that we have mentioned, the
accountants do not need to do all accounting statements by themselves. They just input
necessary data, and the program will do the rest. Not only the financial statements, but
also it can help the staff do sales analysis and forecast. The inventory control is also
automatic; when the amounts of goods are below the set limit, the computer
automatically facsimiles a purchase order to the mother company. Moreover, we can
analyze which products are popular or not by using inventory analysis reports.

If the company wants to have its own products, the lean paradigm is very suitable
for manufacturing as well because it can produce efficient products (high quality and
low cost). Or, in the future, if the company wants to have more branches in other areas,

we can easily copy the lean system prototype of the headquarter to branches.
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APPENDIX A

TRAINING DOCUMENTS
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