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Outsourcing Service Models - Risks -
Dynamics
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By George Karlaftis

Recent  technological ~developments have enhanced the
effectiveness of modern models of Outsourcing services to the
FMCG sector aimed at the Retail market, improving cost-

effectiveness and upgrading operational flexibility.

1 am returning to a favorite subject of mine, complex and multidimensional from a
different perspective, attempting a concise global approach. Outsourcing services to the
FMCG (Fast-Moving Consumer Goods) industry targeting the Retail market have been
significantly improved through the application of cutting-edge technologies. I provide a
brief mapping on the approaches and key innovations of the individual models, e.g.
Supply Chain Management, CRM, e-Commerce, Insight Analytics, Store Operations/

Facilities Management.

Outsourcing Supply Chain Management (SCM) functions is becoming an increasingly
popular option for FMCG retailers. Modern models leverage advanced machine
learning (ML) analytics algorithms to streamline SCM by accurately predicting demand

and optimizing inventory, as well as the full supply chain cycle.

Customer Relationship Management (CRM) Automation is critical to managing
customer interactions and improving customer loyalty. Innovative outsourcing models
integrate CRM platforms with artificial intelligence technologies, chatbots, voice

personalized dations and that contribute to the "smart" automation

of Loyalty development processes.

E-Commerce solutions which with the rapid development of online markets, give
ground for outsourcing (as-a-Service) having gained a prominent position by
integrating automation technologies, robotics and intelligent warehouse management
systems to improve the efficiency of picking, packing and shipping orders enabling
FMCG providers to the Retail market to have multiplier effects on online sales and

customer satisfaction.

Data analytics and insights

The activities of FMCG providers to the Retail market generate a huge amount of data
and outsourcing data analysis services can provide timely and consistently valuable
information for decision-making, optimizing prices, product range and marketing

strategies for a comparative advantage.

Store operations and facilities management have evolved dramatically with the

of technology, enhancing the dynamics of outsourcing, IoT (Internet of

Things) devices, sensors and automation tools for store operations, optimal energy
consumption and compliance with safety regulations reduce costs and offer an

improved customer experience inside the store.

There are always Risks that outsourcing service providers must consider. In addition,
Success Factors are required to be weighed and leveraged to operationally capitalize and

contribute to efficiency and profitability.

Loss of control

By outsourcing certain functions or processes, the service provider may lose direct
control over critical aspects of operations affecting quality assurance, maintaining
customer satisfaction and meeting regulatory requirements. The FMCG industry
targeting the Retail market is a highly competitive industry where customer satisfaction

and brand recognition are vital.

Data security and confidentiality
Outsourcing often involves sharing sensitive customer data and confidential
information. Inadequate data security measures or privacy breaches can result in

financial loss, legal liabilities and damage to the company's reputation.

Significant reliance on the outsourcing service provider may affect critical operations. If
the provider experiences financial instability, operational problems or fails to honor
service level agreements, any FMCG company may experience significant disruption

and loss.

Expertise

A deep understanding of how the FMCG industry operates in the Retail market,
including its unique challenges, regulations and customer expectations, is vital for
outsourcing providers. Expertise in areas mentioned above, such as supply chain
management, inventory control, merchandising and customer service, can contribute to

successful service delivery.
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A proven track record of outsourcing services to other FMCG retailers can inspire
confidence in potential clients. Past performance, positive customer testimonials and
case studies showing positive results are key factors for outsourcing providers to win
contracts.

Service Level Agreements (SLAs): Clear and tightly defined SLAs aligned with the
specific needs and expectations of FMCG companies are vital covering aspects such as
quality standards, response times, issue resolution procedures and contingency plans

possible failures.

Scalability and flexibility: The EMCG industry targeting the Retail market is known for
its dynamic nature, including fluctuating demand, seasonal peaks and evolving market
trends. Outsourcing service providers must demonstrate their ability to flexibly adjust
operations, adapt to changing requirements, and provide value-added solutions to meet

specific requirements.

Technology infrastructure and innovation: The adoption of advanced technologies
such as data analytics, automation and digital platforms can significantly improve the
value that service outsourcing provides. Providers that invest in technology
infrastructure and demonstrate a commitment to innovation can better support the

competitiveness and efficiency of FMCG retailers.

Communication and collaboration: Transparency between the outsourcing service
provider and FMCG companies is crucial to building trust and maintaining a strong
partnership. Effective communication, performance audits and feedback mechanisms

enable early resolution of issues with continuous performance improvement.

It is important to point out that while outsourcing can offer many benefits in terms of
quality, speed, economies of scale and multiplier effects, particular attention should be
paid to risks and success factors, the rational use of technology and skilled manpower to

operate successfully in the FMCG industry.

* George Karlaftis, Founder/Entrepreneur

O]9 ]in

A APESE TO APOPO;

ANOZTOAH AEATION TYMOY TO

« EIAHZEIS « MOAITIKH « OIKONOMIA « ENIXEIPHEEIL

« APOPA

* FORUM

+ TECH

« METOXEX - TAX « FOREX

* FORBES » BLOOMBERG » AUTO

+ WEBTV » REALESTATE » ENGLISH VERSION

Tautomra  Emukowwvia  Opotxpiong  OECEIC epyaciag  OKovOpIKd oTolEia

@me ® Ea

OLTWIEG TWV PETOXWY TOL XPNUaTIoTnpiov ABNVGY (XAA) 6o epipay éyovta ano Ty etaipeia Globalsoft

Méhog

HENEA

« AIEONH
« ATOPEE

» HEALTH

apital.gr 2023


https://www.capital.gr/me-apopsi/
https://www.capital.gr/api/tags/me-apopsi/
https://www.capital.gr/Content/ImagesDatabase/ac/ac28f34947aa44a4b164491f23b4efbb.jpg
https://www.capital.gr/#facebook
https://www.capital.gr/#twitter
https://www.capital.gr/#linkedin

	capitalgr-me-apopsi-montela-upiresion-exoterikis-anathesis-kindunoi-dunamikes-
	www-capital-gr-me-apopsi-montela-upiresion-exoterikis-anathesis-kindunoi-dunamikes-




