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Abstract

Information sharing is very important in any organization. However, having reliable infor-
mation and continuous flow of it between departments is not an easy goal to achieve, es-
pecially without help of technology.

A small-sized retailing company in Vietnam was the object of researching. The traditional
way which they work and the results it delivers were studied and analyzed. After having a
big picture of the company’s operation, ERP systems from chosen vendors were analyzed
to find out which system can fulfill the needs of the organization. In order to do that, the
following questions had to be answered, “What features of an ERP system does Thailai
Ltd. expect?”, “Who will become the potential ERP vendors for Thailai Ltd. in Vietnam?”
and “What Logistics-oriented advantages an ERP implementation will give Thailai Ltd.?”.

Case study approach was used. Necessary data for analysis was collected by Qualitative re-
search method. At the beginning, theoretical basis was created to elaborate the subject
with clarity. Later, it served as foundation for analyzing and grading of the chosen ERP sys-
tems. Several interviews were conducted to draw perspectives of important people from
the host company, to identify their needs and expectations.

As a result, three research questions were answered, including finding a suitable ERP sys-
tem for Thailai Ltd., regarding their greatest concern about inventory validity and infor-
mation sharing.
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1 Preface

Information management and optimization of available resources between depart-
ments are not easy-to-solve problems for all companies, from startups to Small and
Medium-sized Enterprises (SMEs) to large corporations. For large corporate compa-
nies, they face main problem of having too much information to manage, whether
there is any missing information and whether the data sources are consistent or not.
For startups and SMEs, whose capital is not much, they also want to optimize infor-
mation sharing and managing in their organizations in an economically affordable

and suitable mean.

To solve all above problems, the presence of Enterprise Resource Planning (ERP) is
needed. Besides, ERP has many other brilliant features. Currently, there are many
large corporations in the world who use ERP systems to manage their business activi-
ties. ERP system is considered a key factor for the success of businesses (Concept,

Role, and Characteristics of ERP System in Business Management 2016).

There are many different types of ERP software on the market, they are different in
model, feature, and field of use. Moreover, the price difference is quite obvious.
Hence the question is - How can we choose the best ERP system for Thailai Ltd.? In
this thesis, we will analyze the company’s aspects, its need and choose the most suit-

able ERP system for Thailai Ltd.

1.1 Company introduction

Thailai Ltd. officially came into operation in 2006, based in Binh Thanh district — a
very central area of Saigon city, with a staff number of only 16 people. After 13 years

of operation, the company has grown and is now the workplace of nearly 70 people.

Thailai Ltd. is a retailer of pipe system products. The company's business objects are
diversified, from personal purposes such as household installation to large construc-
tion sites. The company's key products are copper pipes, fittings for copper pipes and

insulation materials.

There are 2 types of copper pipes: Neotube straight pipe and Hailiang soft pipe —

which can be coiled. Both types are used for refrigerator, water, and air conditioning



system. Moreover, Thailai Ltd. provides Maxflex rubber insulation sheets which is
used for insulating air conditioning and refrigerators. Along with that, a number of
relevant accessories are also imported for sale, such as Maxtape EPDM - a type of ad-
hesive tape for connecting insulation tubes, Maxglue product - preventing water

penetration into joints of the materials.

Thailai Ltd. has three offices, spreading the country from north to south. The Head
Office (HO), where the board of management works, is located in Saigon (southern
Vietnam), whereas the other two offices are in Hanoi (horthern Vietnam) and Da

Nang (central Vietnam), two economically important cities of the country. In those

cities, Thailai Ltd. designates a warehouse for each office.

Thailai Ltd. has its core logistics activities revolved around 5 departments: Sale, Logis-
tics, Warehousing, Purchasing and Finance. Each department has its own important
role, supporting each other, and is an indispensable part of the success of Thailai’s

operation.

Table 1. Number of potential users of the new ERP system

Department Users
Sale 21
Finance 10
Purchasing 9
Logistics 10
Warehousing 10

1.2 Objectives

Selecting the right ERP system for Thailai Ltd. is the Objective of this project. Ka-
nanen (2011, 51) indicates that By asking questions, we can get to the heart of the

matter”’.

The following Research Questions are designed to find a new and most suitable ERP

system for the host company:



1. What features of an ERP system does Thailai Ltd. expect?
2. Who will be the potential ERP vendors for Thailai Ltd. in Vietnam?

3. What Inventory-oriented improvement an ERP implementation will give

Thailai Ltd.?

This research will be done on several departments such as: Sale, Warehousing, Logis-
tics and Purchasing. The opinions from Finance department and activities involving

them will also be mentioned and gone through.

2 Methodology

2.1 Case study

The aim of this thesis is to study the way Thailai handles good flows and inventory
accuracy, and from there, to suggest suitable approach for a new ERP implementa-
tion for the company. Since the object of this thesis is a single organization, of which
the structure cannot be used as a representative for any of its fellow SMEs, this the-

sis can be viewed as a case study of Thailai Ltd.

A case study is not a research method like quantitative or qualitative method at all. A
case study is rather a narrative investigated by researchers, who could use quantita-
tive or qualitative to gain data and use that data to serve the purpose of that case
study (The case study method n.d., 6). Knowing this is a case study helps the readers
to understand why the researcher narrows his/her field of research and just focuses

on the aspects that matter to the object organization.

2.2 Research methods

Choosing the right research methods plays a significant role in writing a thesis. Ka-

nanen (2011, 43) described Quantitative research as a train that goes from one sta-
tion to another, steadily following the track with certain rules. Whereas, Qualitative
research has much greater flexibility, even to an extent that there is no wrong inter-
pretation, unless there is obvious mistakes in the process of analyzing and data col-

lecting (ibid.)



In this thesis, qualitative research will be used to collect data to clarify the case com-
pany’s specific needs of a new ERP system, as well as feedback from the current way
of managing inventory accuracy and its relation to their work from representatives of

Thailai Ltd.

2.3 Good interviewing skills

Listening skills in the interview process are the most important factor to have a suc-
cessful interview. Murchison (2010) thinks that "'a good interviewer is a good listen-
er". Careful listening will prevent interviewers from repeating same questions uncon-
sciously, causing interviewees uncomfortable. During the interview process, we must
ensure coherence, fluency and clarity. Therefore, a list of interview questions must
be compiled carefully. A list of good questions will cover the main topic, details, not
too simple, but not too complicated, leading to the situation where the interviewees
do not fully understand the questions, or they just give general answers. Moreover, it
is important that the list is arranged in the correct order, which question should be
asked first, which should be asked later so that the interviewee will not get confused
and answer the wrong idea initially. In addition, we have to clearly define the central
guestion of the interview, so that we can arrange a more reasonable amount of time

to interview the important questions than the other ones (Murchison 2010)

After a draft question list is available, we should check it again and see if we are satis-
fied with that list yet. Then, we can send it to the interviewees before the interviews
take place, so that they can get acquainted and prepare for the answers. Since the
interviewees cannot answer those questions in detail if they did not know what kind
of questions they will be asked, there is too much information about the activity re-
lated to that topic that they cannot remember everything in their head. When we
send them a draft of the questions that they will be asked, they could take a look and
take note of the relevant information and even show us the relevant documents.
During the interview, the interviewer himself needs to have flexibility when asking
interview questions and collecting answers. The interviewees can give their own
opinions and experiences, we can ask more related questions which are not on the
list, if we find that is a good idea and we are interested to know more about it. No-

body prevents us from asking more questions beyond the list. Additionally, we can



also omit some of the questions in the manuscript if the interviewee has already an-

swered that question in the previous questions (Cai 2018, ibid.)

In this project, 5 representatives from 5 different aforementioned departments of
Thailai Ltd. will be invited to an interview about the current information manage-
ment method that they are using. During the interview, the interviewees will be

asked to state out some issues of the current system that they have troubles with,

and their feature-related expectations of a new better system.

The means used to conduct the interviews will be Skype video call function. If there
were any related documents, they would be sent to the interviewer via emails. The

interviewer and interviewees agreed that no recording will occur.

2.4 Types of interview

To conduct an interview, there are basically 3 types of layouts to choose from: Struc-
tured, Semi-structured, and Unstructured. Each type has different characteristics

that will do well with different targets of the researcher.

The first type is Structured interview. In this case, the researcher is the one who
takes control of the whole process. The researcher will play an active role of giving
out prepared questions which are usually short and straightforward. The position of
the interviewees is very passive since they just have to answer those questions with
the same fashion, and no wobbling to other subjects. Moreover, the researcher shall
not interpret the questions to the interviewees (Stuckey 2013, 056—059). Because of
the strict nature of Structured interview, it is preferable to be used by researcher

when gathering quantitative data (DiCicco-Bloom & Crabtree 2006, 314-321).

The second type is Semi-structured interview. The fundamental difference between
this and Structured interview is the power of the interviewees in the process. Accord-
ing to Stuckey (2013, 056—059), although the outline for the interview is set by the
researcher, the way the interview heads to, is very dependent on the responses of
the interviewees. In another word, the interviewees have more space to express
their opinions and interests. The responses are not necessarily short and straightfor-
ward anymore, but they can convey more ideas and experiences of the interviewees.

Therefore, it is very possible that the discussion can diverge from the originally set



outline. Moreover, the order of prepared questions is not necessarily to be followed
by the interviewees (Stuckey 2013, 056-059). Just like Structured interview, the in-
terviewer should prepare the questionnaires beforehand, yet give the interview as

much flexibility as possible.

The last type to be mentioned is Unstructured interview. The border between a Un-
structured interview and an informal conversation is very blurry. In such interview,
the direction of the discussion can have spontaneous turns, greatly depending on the
interest that could arise. That is to say, there are still guiding questions at first to get
to the topic that you want to exploit. This kind of interview shows its advantage
when the researcher wants to explore the point of view of the participants. Due to
the ‘conversational’ characteristic of it, the participants may barely remember that

he/she is taking part in an interview (Eriksson & Kovalainen 2008).

3 Theoretical Basis

3.1 Inventory control

Inventory can be understood as current asset of a company. In any forms, varying
from raw materials to WIPs to finished products. Inventory is a kind of property as it
can be turned into revenue. The most important role of inventory is to support sale

activities of a company (CSCMP et al. 2014).

The most basic and traditional idea to control inventory is that every transaction will
be recorded to a spreadsheet. The spreadsheet will contain columns for product
names and their quantity, sold/shipped quantity, incoming quantity, and even return
quantity from customers. This traditional way, however, requires tremendous time
and effort of employees to keep track of every activities and is prone to human mis-
takes. Once mistakes happen, it is very difficult to trace back. (What is Inventory Con-

trol & Why Is It So Important? | Handshake n.d.).

In order to improve ability to control inventory, the more automated the tool of

choice is, the less paperwork and excessive steps the process will involve (ibid.).



3.2 Inventory accuracy

Inventory accuracy is basically the compatibility between the electronic records and
the records of real physical inventory that one company holds (Inventory Accuracy

Definition n.d.).

According to Inventory Management Now a Key Battleground in the Digital Transfor-
mation of Brick and Mortar Retail (n.d.), Nick Finill, Senior Analyst at ABI Research
said that: “Stores which have limited intelligence on the location and quantity of
stock at the individual item level cannot expect to adequately serve their customers

or successfully execute a competitive omnichannel retail strategy,”.

High inventory accuracy can help retailers achieve better service level, customer sat-
isfaction, reduce loss of sales, and improve sale speed (ibid.). It is understandable
that a company who has sufficient intelligence of their inventory can afford to re-
sponse more strategically to customer’s demands, as well as to their replenishment

plan.

There are many factors that could drive inaccuracy in inventory record, however it is
human error and lack of technology the most common ones. In every process that
has anything to do with handling of goods: receiving of shipment, entering numbers
to inventory record system, picking goods for orders, putting away damaged goods,
placing goods to wrong location, counting issues, etc., human errors can occur any-

where (Why are Your Inventory Counts Inaccurate? | Cisco-Eagle n.d.).

3.3 ERP system

Enterprise Resource Planning (ERP) is an integrated information system that consoli-
date the information and data of every department of a company into one computer
system that is used throughout the company (Leon 2013; Ray 2011, 4). With ERP sys-
tem, each department can communicate and exchange information with the rest of
the company in an easy way (What is ERP system? An overview of ERP system - ITG

2018; LaBarre 2019).

The advent of ERP software is a breakthrough in the field of information technology.

In logistics perspective, ERP application helps organizations and companies manage
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their own businesses effectively from the very first stage of production planning to
providing products and services to end users, the whole supply chain. According to
Ray (2011, 10), if there were only large corporations that could implement ERP few
decades ago, nowadays SMEs are already familiar with this system. Talking about the
reasons why a business should implement ERP system, first we have to mention the
benefits of it. No one can deny the benefits, which are numerous and varied, of im-
plementing an appropriate ERP system for a business. The most popular benefits are

mentioned as follows:

e Increasing the ability to handle situations: after-sales activities is being pro-
cessed immediately after receiving the order, with Real Time Analysis func-
tion, the seller can identify problems that might occur suddenly and will have
timely intervention and resolution in those situations. (What is ERP? | Enter-
prise Resource Planning Definition n.d.; Brief introduction about ERP system

2018).

e Risk controlling: Due to the use of an integrated system, shared information
will be ensured with high accuracy, employees have common understanding,
ensuring that each department strictly complies with the general regulations

of the enterprise (What is ERP? | Oracle n.d.; ibid.).

e Increasing production efficiency: providing standardization and modernization
for production processes, besides that, ERP system also helps businesses opti-
mize available resources and reduce inventory significantly comparing to tra-

ditional management systems (ibid.).

e (Consistency, time savings: When we use the same database system, we will
get the necessary information accurately and quickly, allowing the employees
have an overview, specific about the data shared by other departments. For
example, when the Accounting department needs to know a specific infor-
mation from the HR department, they send an email to the HR department
and present the information that they want to have, then they spend time on
waiting the responses, and HR department also spend time on searching for

data to provide to Accounting department, however whether that data which
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found out is the exact data that the HR department expect or not. Errors in

the searching process may occur (Perkins 2019).

e Improving data and information security: in the past, each department within
a company used separately management software, information security was
implemented on each individual database software, now all data and infor-
mation are integrated in 1 computer system, the security of the data will be

enhanced (ibid.).

After analyzing the benefits of ERP systems, the more we understand why ERP is
widely used. Obviously, ERP systems have all the advantages that meet business’s re-
guirements, for instance: cost saving, time saving, inventory reducing, productivity

increasing, ... making it easier for a business to achieve the success.

3.4 ERP Tiers: ERP System categories

Investment on ERP system is a smart investment, but it is also a risk. It has never
been easy when any project is put into real life. Success on implementing ERP system
is a process of effort of a business. Haddara (2014, 394—-403) shared his point of view
as follows “ERP selection is a difficult and time-consuming task. [ ...] a wrong ERP sys-
tem selection would either fail the project or critically dwindle the system and hur-

dles the company performance.”

In order to select the most suitable ERP system for an enterprise, setting clear stand-
ards is a must, that consistent with the requirements and objective aspects of that
company. Hence, Tier of ERP systems is the first considered factor. If businesses are
classified into 3 categories include large and international scale corporations, me-
dium size companies and small size companies. Then ERP system providers are also
categorized by 3 Tiers, Tier is classified based on the size and complexity of infor-
mation data that the company itself uses the ERP system owns (ibid.). There are 3 Ti-
ers of ERP systems, known as Tier 1, Tier 2 and Tier 3 are described as follows (The

Difference Between ERP Tier 1, ERP Tier 2, and ERP Tier 3 2013).

e Tier 1:is the hierarchy of ERP software with the most complex, time-consum-
ing in installation, user training and has highest setting price in 3 classes of

Tier. The most typical software is SAP, Microsoft Dynamics and Oracle. This is
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the segment for billion-dollar, multinational corporations, where the number
of employees can be up to 500,000, it is difficult to manage parts and data us-
ing only traditional software. ERP software in Tier 1 is supposed to be the
most complete and functional version, additionally, users will get global IT
support. These applications can also solve the problems that multinational
companies encounter are currency conversion, language, salary calculation
for employees, product value calculation according to each country which has
particular rules and laws in business and market aspect (The Difference Be-

tween ERP Tier 1, ERP Tier 2, and ERP Tier 3 2013; Perkins 2019; LLC n.d.).

e Tier 2: the architecture is less complex. Compared to the function, it is also
less than Tier 1, but it is the most chosen package by many businesses be-
cause it still covers the requirements that a business needs when offering
lower Total cost of ownership (TCO), and shorter time in implementation cy-
cle. This segment has the attention of medium-sized companies and compa-
nies that doing their businesses in specific areas. According to Perkins (2019),
“Tier Il customers can be standalone entities or business units (BU) of large
global enterprises”. The most Tier 2 ERP software used is Lawson, Epicor and

Sage (ibid.)

e Tier 3: suitable for small-sized companies and startups. ERP software which in
Tier 3 is known as an ERP system with the simplest structure, the shortest
training user time because its interface is quite simple, easy to manipulate for

end users, with the least risk when installing (ibid.)

Never assume that it is always best to choose the most full-featured type, the most
important thing is what your company aims and needs. For example, a large corpora-
tion, they handle all processes in supply chain, they choose one type of ERP system in
Tier 1, allowing them to optimize and efficient tracking all stages in whole supply
chain. But for a retail company, they outsource supplier and transportation from
other companies, their company only focuses on retailing, they don't produce any-
thing by themselves, hence the question is Does that company need, for example
Production Planning module in full functional version of Tier 1 ERP system? Spending

too much money on things we do not use is a big waste.
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At this step, company can limit the types of ERP software to suit the size of your com-
pany in hundreds of ERP types in IT market. A preliminary list of bright, suitable ERP
software can be created. The pictures below will illustrate the feature availability and

geographical presence of each ERP tier.

Feature Availability Geographical Presence

T sk

-
.y

(LLC n.d.)
Tier
2 N
Main Features
(ibid.) (ibid.)
Tier
3 + >
L
Main Features
(ibid.) (ibid.)

Figure 1. lllustration of Functionality and Geographical Presence of ERP Tiers (LLC

n.d.)
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3.5 ERP selection criteria

The selection criteria of an ERP system must be consistent with the company's re-
quirements and development strategic objectives. Failure in identification of selec-
tion criteria will lead to implementation failures of ERP system, which will have a ma-

jor impact on the financial results and the use of human resources planning.

After zoning the popular ERP software according to the large or medium or small

scale of the business — based on ERP tier, defining selection criteria is the next step.

According to Haddara (2014, 394-403), the selection criteria that need to be consid-
ered should include: Functionality, Technical aspects, Total cost of ownership (TCO)

and company’s budget, Support and service, and Compatibility.

First of all, Functionality is a prerequisite for all factors. Organization has to deter-
mine this factor before bearing in mind the next one. Organization needs to consider
the functionality of each ERP system. We ask yes / no question in this element
‘Whether this ERP system meets the company’s requirement or not?’ If the answer is
yes, organization can take that ERP software into account on next step, otherwise

this one should be removed from the list. (ibid.)

Secondly, speaking of Technical aspects, software and hardware features of ERP sys-
tems will be covered in this group. We are in the digital age, the software is improved
and updated continuously, from the personal mobile application to the enterprise IT
management software. Hence, the organization needs to discuss clearly with suppli-
ers about updating the latest software as well as problems arising during use and
when updating the improved versions. Besides, other aspects such as user-friendly
interface, other supporting software needed, technical parameters ... should also be

considered. (ibid.)

Thirdly, we talk about Money. The cost of installing ERP system is quite high, the
more complex and features the software has, the higher the cost is. So, it is im-
portant to determine the company's budget, how much is the company willing to pay
for implementation a new system? Calculating TCO in this case is necessary. TCO is

the calculation used to calculate the total cost which includes fixed costs such as pur-
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chase price, installation cost, maintenance cost, ... and hidden costs that the com-
pany has to pay in the process of owning the product or system within a specified pe-
riod, usually 2 years, 3 years, 5 years or 10 years. (ibid., Uncover All Hidden Lifecycle
Ownership Costs. Find TCO in 6 Steps 2016.) The following cost elements have been
taken into consideration in the TCO calculation by Pitic L, Pitic D and Popescu (2014,
1374-1382) are “license cost, implementation cots, development costs, training
costs, costs with external consultants, maintenance for 5 years estimated costs, sup-
port for 5 years estimated costs, hardware and base software that need to be

changed costs”.

The next factor to consider is Support and service. Enterprise needs support from
suppliers before, during and after installing ERP system. Before implementation, the
vendor offers helpful advices, provides organization test versions, discusses and ne-
gotiates about prices and services, during and after the implementation process is
complete, ERP provider support the company on technical issues that occur, the pro-

cess of upgrading and warranty...(ibid.)

Last but not least, ERP is an integrated system that is used for all departments of a
company, not software for personal computer, so the number of computers used in
the system can be up to 50, even 100 or more. Therefore, compatibility of the system
must be considered. Compatibility includes hardware compatibility and software
compatibility. When it comes to Hardware compatibility, we have to consider the
compatibility of the chosen ERP system with motherboard, CPU architecture, ... that
the company currently owns. Software includes operating software and other sup-
porting software. The differences between operating systems will lead to different
compatibility with the selected ERP system, such as the MacOS operating system of
Mac computers, the Windows operating system of other computers, including 2 dif-

ferent version: 64-bit version and 32-bit version. (Kotiranta 2012, 64; ibid.)

3.6 Implementation cycle

Traditionally, a project to implementation an ERP system consists of 3 main steps:
ERP adoption, Implementation and Post-implementation (Mahendrawathi et al.

2017, 216-223). Harwood (2003) divided these 3 main steps of ERP implementation
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cycle into 5 small steps: Need, Vendor selection, Implementation, GoLive & review,

Improvement which are presented in the figure 2 below.

Improvement Need
Market
: awareness :
Golive & Vendor
Review selection

Implementation

Figure 2. ERP Implementation Cycle (Harwood 2003)

According to Pitic L, Pitic D and Popescu (2014, 1374-1382), the main activities taking

place in the first step of ERP implementation cycle — ERP adoption, include:

1. Preliminary phase: In this stage, company has to identify development goals,
analyze available resources, investment costs for this project (find sponsors if
necessary) and estimate the timeframes as well. The company leaders will
make decisions on implementing the project, then select qualified people
within company to form a team that is responsible for installing the system
and select the leader of the team, also considered as project manager. The
members of this group must be people from different departments, to make
sure they have the most comprehensive and objective view of their area of

expertise. (Pitic et al. 2014, 1374-1382)
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2. Analysis: The team will evaluate, analyze the company's current size and situ-
ation, then create a list of the company's requirements and expectations for

this new system, thereby zoning potential providers. (ibid.)

3. Evaluation: Based on the requirement list and potential providers list, the ERP
selection team will contact those providers to ask for more details about the
software, such as price, features, describe briefly about the scale, budget and
the requirement criteria of company, even referring to the advices from the
supplier's perspective and request a trial version. After the trial period end,
the team will write a report on the technical specifications and features of the

software. (ibid.)

4. Negotiate: In this step, the team with the leaders of the company will analyze
the technical report of the trial versions and the detailed offers from suppliers
such as price, support services during and after implementation, ... and select
the most suitable ERP system for the company. After that, everyone will dis-
cuss about the transaction and sign a contract with the supplier. The com-
pany should identify the elements and tactics used in that official meeting to

have a successful discussion. (ibid.)

After the company reaches the desired agreement with ERP vendor, the next stage
will be the Implementation phase. This stage is divided into 2 small stages: Prepara-
tion for implementation and Implementation. At the Preparation stage, the selected
ERP system will be tested in turn on each module, called “Unit testing”’, then it will
be run as a complete ERP system on all modules, this step is called 'Integration test-
ing'. Next is the User training phase, which is considered an important Critical success
factor (CSF) in the project. Users must have a general knowledge in the entire ERP
system as well as in-depth knowledge of the module in their area of expertise, they
will be guided and trained to use the system, familiarize themselves with the inter-
face, learn how to solve common problems in the new system. In this step, the con-
sultant is the person who responsible for training users. Consultant is an expert with
many years of experience in ERP, they are highly qualified, able to solve critical issues
in the ERP system, and is the only person capable of training end users. After all, fi-
nally, the Implementation phase - the transition from the current system to the new

ERP system. (Somers & Nelson 2001, 10; ERP Implementation Planning n.d.)
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After completing the ERP system installation, the company will step into Post-imple-
mentation stage. This process includes supporting from ERP vendor such as system
maintenance and upgrades, monitoring information flow, assessing proficiency in us-
ing and resolving problems of end users while using ERP systems, therefore, ERP pro-
ject manager, consultant and managers of each department will find ways to opti-
mize the performance of the system as well as the end user. Talking about Post-im-
plementation phase, Harwood (2003) presented his opinion as follows “The number
of problems that emerge at this stage are a reflection of the rigor of the process de-
sign and development activities” and he advised that all users should ask the ques-

tion “Do the processes do what is required of them?” (ibid., Harwood 2003.)

4 Data collection

4.1 The interview

In order to collect data for this case study, interview conduction is selected. It is cru-
cial to know the current way of working inside target company as well as their prob-
lems, therefore, a number of staff from Thailai Ltd. is invited to take part in the inter-
views. The interviewees are from different departments and they hold important
roles, which gives them an overall view of how the current process affects their

team, as well as to draw a picture of inventory accuracy management inside the com-

pany.

The interviewer sent emails to invite potential participants and explain the purpose
of the interview. The interviewer describes his thesis writing task, and the im-

portance of having data to support his case study research. By doing this, the inter-
viewees can grasp what specifications the interviewer aims at, hence, increased co-

herence and better motivation to support the author.

Along with gathering the necessary information from the case company for analyz-
ing, it is also fundamental to have information from ERP suppliers. Such information
to be gathered from them will serve the stage of analyzing the compatibility between

Thailai Ltd.’s needs and what ERP vendors can provide. The means of gathering such
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information is by having short consultation period with their sale personnel. How-
ever, this content about ERP vendors will go into details in the Evaluating ERP ven-

dors part.

To conduct the interviews, 1 member of each department of Sale, Purchasing, Logis-

tics, Warehousing and Finance is invited to be interviewed.

It has to be mentioned that the interview to be conducted will be semi-structured.
Since it is the purpose of the researcher to draw information as well as opinions and
reflection from the interviewees, semi-structured interview suits the best to this pur-

pose.

The researcher had developed a number of questions in advance, and the questions
were sent to the participants so that they can prepare the information they will need

to retrieve from memory. Below is the question list for Thailai’s personnel.

Can you describe the current way of handling inventory data in Thailai Ltd.?
What is the problem that you encounter during work?
Have you had any ideas to solve for the problem you have?

What is the common goal of your team for your current situation?

AN S

What kind of feature you would like the ERP system to have to support your

work?

Table 2. Employee position and interview duration

Department Position Duration of interview
Sale Team leader Saigon office 20 mins
Finance Finance officer Saigon office 20 mins
Purchasing Purchasing officer Hanoi office 20 mins
Logistics Logistics manager Thailai Ltd. 25 mins
Warehousing Team leader Saigon warehouse 25 mins

These participants from the company will be asked such questions so that a big pic-

ture of the company’s current working method can be drawn. Each personnel from
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each department might face different issues that might lead to some questions might

be omitted.

4.2 Inventory accuracy management in Thailai Ltd.

Thailai is a retailer of imported products, therefore maintaining an efficient stock
and providing good customer service are vital parts of its operation. The stock re-

porting activity is conducted every 2 weeks on Friday.

First of all, the employees in Hanoi warehouse will manually carry out their own real-
time inventory counting. They will put the numbers into an Excel file and email it to
Hanoi office. At the office, Logistics team has their own Excel file (so-called ‘docu-
mented counting’). In the documented counting file, the available quantity of each
item is calculated with the formula: current available stock = previous available stock
+ inbound stock — outbound stock. Whereas, previous available stock number is from
the previous biweekly report, inbound stock number is from Purchasing team’s noti-
fication, and outbound stock number is from Sale team. Hanoi Logistics team will
compare the numbers from real-time counting to the documented counting. If the
number matches, they will email the results to Saigon HO; if the numbers do not
match, the real-time inventory counting will be used and further investigation on the
difference is carried out. The same procedure is conducted by Da Nang and Saigon

warehouses.

In Saigon HO, Logistics team gathers 3 reports from the warehouses and combine the
information to get the finalized report. The report will then be stored in the office’s
computer data storage and a copy of it emai