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fter a time of significant economic uncertainty,

the vast majority of manufacturers are optimistic

about their near-term growth potential. Growth
has become an expected reality for many manufacturers.
According research conducted by Deloitte’, over 92% of mid-
market executives expressed confidence that their companies
will grow over the next 12 months, as Figure 1 shows.

As manufacturers get back to the business of growth, it is
important to evaluate both the potential for opportunity

as well as threats. Opportunities abound, but it may require
companies to investigate options beyond their traditional
markets or existing customers.

Growth may require a more global focus and an investment
in attracting customers in regions that are not presently
served. Expansion into new markets, especially in a different
country, demands a substantial commitment. Global
initiatives are not short-term commitments, but rather
should be a purposeful and well-planned strategic endeavor
to grow the company and enhance revenues. Everything
from location, staffing, language, training, systems and
technology in all key areas such as administration, customer
service, production, procurement and management needs
to be considered.
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The New Customer

Whether in new or existing markets, the customers that source
products from manufacturers have changed. Regardless of whether
the manufacturer sells to an end-user customer or to another business
in the supply chain, the buyers they are interacting with are more
sophisticated. Understanding a supplier’s capabilities is often just

one mouse click away and as easy as opening up a web browser and
searching a company name. Most companies’ product information,
quality issues and financial data are readily available.

In addition, in this age of “bring your own device”, buyers throughout
the supply chain often can do this research any time and from

any place. Further, this “always connected” mentality drives their
expectations about their suppliers’ customer service. Many companies’
websites also have set a high standard for personal interaction with
their customer service representatives, even if only through social
media, email or a customer service chat window.

The changes in market dynamics and shifts in customer behavior mean
that mid-market manufacturers who are looking to grow their business
need to have a much more thorough understanding of the customer,
and other forces that shape the current business climate. Investing in
the right technology that provides this insight has become a business
imperative and also allows the manufacturer to become more proactive
and agile in adjusting to changing market conditions.

Serving the new customer

Traditionally, the burden of managing customer relationships has fallen
on sales or customer service representatives, and in a crisis, on both.
Customers often want information: where is the order, what is the
production schedule, when will the order ship and so on. Even when
production is efficient and well organized, if there is a disconnect caused
by disparate systems in other parts of the organization, getting the right
information becomes tedious and may lead to customer dissatisfaction.
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Managing not only
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Information systems often reflect the normal organizational divisions
that occur in businesses as well. In many cases, customer relationship
management (CRM) systems that primarily manage the interaction
between sales and the customer are often disconnected from the
Enterprise Resource Planning (ERP) system that manages other
aspects of the business. This “disconnect” often leads to the inability
to analyze critical business data and make informed, managerial
decisions. This inability to dissect and analyze the right data can
present a significant challenge to business growth.

Managing not only customers but their experience requires a more
integrated, cross-functional approach to meet both customer
expectations and, not incidentally, improve the company’s operational
efficiency by making information more available throughout the
organization. In response, business systems have had to evolve to meet
the challenges of managing customers more effectively. Some of the
significant changes include:

e Highly integrated ERP and CRM
e Scalable as the company grows
e Easier to learn and use so more employees can get the benefits

e Presents a single picture of the customer and operations

New Technology Needs

The technology behind these systems will continue to evolve at an even
more rapid rate to meet increasing customer demands. Some of the
requirements companies are finding for their enterprise systems include:

Mobile: Some employees are inherently mobile, and want to access
the system from wherever they are; others are diligent enough to want
to be notified outside of work when something arises. So the use of
mobile technology must move into the manufacturing company as
well. Data from Aberdeen shows that leaders are 3X as likely as others
to have mobile access to ERP.
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to manage an increasing
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products.
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Social: As a company grows, knowing who the right resources are
becomes far more complex. Inside an organization, employees must be
able to find the expertise they need and collaborate across disciplines,
regions and projects. This enterprise social capability is increasingly
available in modern ERP.

Responsive: Another important element of more current business
systems is their ability to adapt to changing operational requirements,
the capability to adjust to new business or revenue models, and their
ability to manage an increasing variety of customers or products.

ERP systems traditionally had the reputation for rigid and restrictive
structures or administrative processes that did not “fit” the business,
but ERP software companies are well aware of this problem and

are remodeling their systems to be both responsive and flexible to
changing business requirements.

Predictive: With technology and automation improvements, often
comes the accessibility to even greater volumes of data. This can be
overwhelming for many operations and individuals to try to manage
or deal with. As a result, many business systems are now capable of
automatically analyzing key data trends and predicting what WILL
happen versus what HAS happened. This predictive insight is often
presented when and where the user can gain the greatest benefit,
usually through highly graphical and visual dashboards.

Secure: As data grows, so does the challenge of maintaining the security
of customer and company data. More than one company has struggled
with data breaches that have the potential to compromise customers, and
at the very least, cost time, resources and money to resolve. As a result,
significant investment is being made by most business system vendors to
build in more security features in their solutions to address these concerns.

Cloud: In order to support more global operations or the new
workforce, the ability to access critical business systems from
"everywhere work is done” has become a business requirement.
Cloud-based ERP systems become a very attractive alternative to
on- premise solutions because they reduce or eliminate the
considerable infrastructure investment, knowledge and time to
configure, upgrade and maintain legacy systems.
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: Given these requirements, it is likely that legacy systems soon will
Figure 2: Modern ERP Systems fall short in their ability to deal with them effectively. Legacy ERP
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In fact, according to research by Aberdeen, two points of which are in
Figure 2, leaders are more likely to deliver crucial capabilities for growth.
It's hard to imagine that any company would contemplate expansion
into new markets or geographies without putting the right business
systems in place to facilitate information efficiency and growth.
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state of the company
is well understood,
the company must
outline a strategic
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Making sure that a company is prepared for growth means taking
stock of capabilities the company has today and will need in the
future. An evaluation of current capabilities requires a complete
and honest assessment of the company’s current state. This picture
of the company needs to include assessments of such diverse areas
as corporate culture, personnel and skills, as well as the existing IT
infrastructure and business systems.

Once the current state of the company is well understood, the
company must outline a strategic vision for the future that not only
accounts for its strengths and capabilities, but also takes into account
its weaknesses. Where are the gaps in the company’s structure or
operations that could impede future expansion and growth?

Depending on their size, some companies may not have specific
business expertise in-house to conduct this kind of analysis, or may
not have the resources or time to devote to this process. In that
case, they would be wise to consider partnering with a technology
provider that has both the knowledge and experience to guide the
company through the new business realities that are inevitable when
growing the business.

A modern and comprehensive ERP system can be a powerful tool in
enabling enhanced operational efficiency and agile decision making.
The complexities of managing business operations across new markets,
in new geographies and with the new breed of customers requires a
business system that eases the burden of managing ever-increasing
amounts of data. Accelerating growth is not as simple as it looks, but it
is more critical than ever. Do you have the tools you need to grow and
succeed at a breakneck pace?

T “America’s economic engine: Tapping the brakes”, © 2016 Deloitte Development LLC.
http://www?2.deloitte.com/us/en/pages/deloitte-growth-enterprise-services/articles/americas-
economic-engine-tapping-the-brakes.html
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