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PLEASE NOTE
Read the following case study before you answer the examination questions.

Revolutionising print management within ABSA Bank South Africa: The
case of ABSA and POINT SA

When a customer thinks of a bank, services such as payments, withdrawals or ATM services
usually come to mind One often tends to forget that banks are also businesses As such,
they have basic requirements, such as elastic bands to tie up banknotes, stationery for their
employees and print and print-related services to be able to conduct their day-to-day business
- all of which need to be procured In Lght of this, a partnership between ABSA and POINT
SA. one of South Afnica’s pnnt management service providers, emerged

Background

Like many South African banks and corporates, ABSA has managed their own pnnt and print-
related services for decades However, in July 2008, this South African bank recognised the
need for the rationalsation of pnnt procurement and to focus on their core functions In
recognition of this need for a comprehensive solution for ordering, managing and delivery of
print and pnint-related services throughout the orgamisation, ABSA decided to adopt a web-
based operating system, which 1s easily accessible and would fit into the existing ABSA
framework with mimmum disruption ABSA's procurement department also wanted to reduce
costs, improve qualty and shorten lead times in terms of the print and print-related
requirements within ABSA Until 2008, pnint management was unheard of in the banking
industry As such, ABSA’s appointment of POINT SA was a proneenng move and one that
has revolutionised the way ABSA manages therr print and print-related requirements

Why print management specifically?
A number of key shortcomings within ABSA’s print and print-related services were identified,
some of which inciuded pont of sale matenal (POSM) and their abiity to manage the
requirements thereof, promotional packaging and displays which were handled in a very
fragmented, country-specific way Also, there was imited knowledge inside the organisation
on print and the print-related services required by ABSA

Considering these rationalising 1ssues, ABSA recognised the potential benefit of centrahsing
and outsourcing their print procurement Jeff Hudson, Chief Operating Officer at ABSA
explains “After a robust selection process POINT SA was chosen to manage ABSA’s printing
due to their knowledge of the pnint industry and therr ability to get the best price without
compromising on quality and turnaround times Having them on site also resulted n a
seamless integration with our marketing and communication teams”

Implementation

In 2008, ABSA and POINT SA began to plan for implementation A six-month initial phase
preceded the organisation-wide implementation This involved POINT SA establishing an
operational centre within the ABSA offices in Central Johannesburg inthially to procure only a
portion of ABSA’s print and print-related service spend This phasing ensured smooth
systems and organisational integration The on-site print management centre (PMC) began
to channel all ABSA's print and print-related services through one central point, enabling
ABSA to obtain uncompromised data on print and paper buying throughout the orgamisation,
and aliowing ABSA's print and print related service suppliers to bid for print work on an equal
footing
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Key successes

Nine months after the roll out of POINT SA's print management system in ABSA, the team
reviewed the progress of the project The findings were positive, with POINT SA having
exceeded expectations on all of the key metrics outhined as performance indicators Some of
the successes included

1) Cost savings
A cost saving of 34% was reported across ABSA’s organisational print and print-related

services These cost savings were tracked and reported on a monthly and job-by-job
comparison basis, and exceeded the intial savings targets of 15% across the board
Moreover, the system gained a positive response from departments, such as marketing
which found its budget now stretched significantly further

2) Enhanced competitiveness and quality
With the new system, supphers could routinely be evaluated to ensure consistent quality and
on-time delivery, ensuring improved quality on all aspects of printing performance

POINT SA has since also introduced competitive dynamics, resulting in suppliers bidding
competitively on jobs for which they are best equipped Chnistian Bell, from POINT SA
explained that “POINT SA used ABSA’s existing printing facilities, but enhance their inter-
printer competitiveness through the introduction of competitive bidding and ongoing supplier
evaluation and management toois Jobs were allocated to the best-matched suppher for the
job, which in turn resulted in Increased ease of printer management and increased clanty and
transparency of reporting and performance management "

3) Satisfied customers

ABSA’s internal customers, such as their regional ABSA branches, also indicated their
satisfaction with the cost and efficiency benefits that POINT SA was able to facilitate in ther
individual branches A customer satisfaction survey cited general process efficiencies and
time-to-delivery improvements as the main benefit of this new print management system

Conclusion

The POINT SA/ABSA symbiotic partnership has been a resounding success, providing both
parties with mutual benefits, such as opportunities for learning and mutual efficiency
enhancements

Adapted from:

http //www smartprocurement co za/archives/print_management_at_ABSA_a_financtal_ser
vices_case_study phpi#sthash 8BIAYVQJ dpuf

http //www themarketingsite com/live/pagebuilder/components/ensight/content_toolbox_prin
t php?ltem_|D=149348&L anguage=en&Category_ID=

http //iwww smartprocurement co za/archives/print_management_at_ABSA_a_financial_ser
vices_case_study phpi#sthash TveKu1J7 dpbs

PLEASE TURN OVER FOR SECTION A.
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SECTION A (30 MARKS)

_ NSTR OR CO SECTION A
ALL the guestions in this section are compulsory Mark each answer on this fill-in

examination paper and then transfer your answers to the mark-reading sheet Each
question counts one mark,

QUESTIONS 1 - 6 ARE BASED ON THE CASE STUDY

QUESTION 1
Marketing Mania, ABSA's advertising consultants would be a  in ABSA’s supply chan

[1)  first-tier suppher

[2] first-tier customer

[3] second-ter supplier
[4] second-tier customer

QUESTION 2

The case study cites ‘time-to-delivery improvements’' as the main benefit of the new pnnt
management system impiemented by ABSA Considering this, which one of the following
performance categories of the SCOR Model would best define this benefit?

11  Agity

(2] Cost

[3] Asset management
f4] Reliability
QUESTION 3

ABSA's internal customers indicated their satisfaction with the cost and efficiency benefits that
POINT SA was able to facilitate Which one of the following would be an example of an internal
customer of ABSA?

[t]  Sally, a customer of ABSA, withdrawing money from her nearest ATM

[2]  Bill, ABSA Brooklyn's branch manager who prints statements for head office
[3] Dawvid, a printer-service technician employed by POINT SA

[4] Maggee, a sales agent of POINT SA who does promotions for ABSA
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QUESTION 4
Which one of the following prerequisites for a successful supply chain 1s the most important in
ensuring success between ABSA and POINT SA?

[1)
2]
[3]

[4]

POINT SA should periodically make suggestions to ABSA on how they can work
together on supply base reduction programmes

ABSA should allow POINT SA to source products and services globatly, this will ensure
that POINT SA can meet therr key performance targets

ABSA and POINT SA should ensure they have a shared corporate culture, this will
warrant a receptive attitude towards the regqurements of supply chamn
management

POINT SA should take ABSA's corporate reputation into consideration when procunng
pnnt and pnnt-related services, 1e they should only procure services from suppliers
who adhere to sustamable supply chain practices

QUESTION 5

“The POINT SA/ABSA symbictic partnership has been a resounding success providing both
parties with mutual benefits " Considering this statement, which one of the key performance
indicators will be used to objectively measure supply chain relationship performance?

1] Rehabiiity

[2]  Stabihty

(3] Communication
[4 Value
QUESTION 6

If ABSA wants to evaluate POINT SA according to the weighted critenia evaluation system, the
first step in the process would be to

(1]
(2]
(3]

[4]

monitor and collect the performance data of POINT SA

classify POINT SA based on their overall performance scores

select key dimensions of performance which 1s mutually accepted by both ASBA and
POINT SA

assign weights, based on their relative impertance, to each performance dimension
POINT SA will be evaluated on
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Consider figure 1 below, when answering questions 7 - 11

Figure 1

—f———> PLAN = > PLAN 4— > PLAN +———{ ——

QUESTION 7
Figure 1 represents a supply chan management diagnostic, benchmarking and process
improvement tool The name of this tool 1s

(1]
(2]
[3]
[4]

The Generic Supply Chain

The SCOR Model Processes and Linkages
The Balanced Scorecard Framework

The Supply Chain Integration Model

QUESTION 8
Suppose the too! llustrated by figure 1 was applied to the ABSA case study, block A would
represent

(]
[2]
3]
4]

First National Bank (FNB)
the end customer

POINT SA

a Nedbank branch

QUESTION 9
The process improvement tool illustrated in figure 1 consists of several process categones The
letter D represents which one of the following process categories?

[1]
[2]
i3]
[4]

Make

Deliver
Enable
Return
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QUESTION 10

Considenng figure 1, which one of the following options would best describe what the letter C
entails?

[1] The emphasis of this step i1s manufactunng and production, which include production
activities, packaging, and releasing the products

[2] The emphasis of this step 1s demand and supply planning which refers to balancing
resources with requirements and determining communication along the entre
supply chan

[3]  This step describes material acqursition and the handling of suppher payments, as welt
as receving, verifying, and transferring products

[4] This step involves the management of business rules, return inventory, assets,
transportation and regulatory requirements

QUESTION 11

Suppose ABSA Is not satisfied with the quality of the pamphlets printed by POINT SA for their
latest marketing campaign ABSA then decides to send these pamphlets back to POINT SA for
re-printing This situation would be represented by letter  n figure 1

[
{2]
3]
[4]

moOOw

QUESTION 12
Which one of the following is an activity that causes the buliwhip effect?

[1] Updating demand forecasts regularly
[2] Placing frequent orders from suppliers
[3] Performing order batching

[4]  Hawving a silo mentaiity

QUESTION 13

When managers identify potential supply chain disruptions and employ official responses to
these disruptions, they are employing which one of the following supply chamn nsk management
achvities?

1 identify backup suppliers and logistics

[2] develop a formal risk management program
[3] increase safety stocks and forward buying
(4] benchmark ievels of nsks
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QUESTION 14

Which one of the following automated sales force tools would best comply with an
organisation’s need to allow sales representatives to follow prescribed sales tactics when
dealing with sales prospects?

(1]  Sales activity
[2] Lead

[31 Knowledge
[4]  Sales terntory

QUESTION 15

Customer relationship management (CRM) becomes necessary as soon as an organisation
finds a market for its products Which one of the following options 1s CRM mostly associated
with?

[1] Integration forecasting

[2] Matenal requirements planning
[3] Certification requests

[4] Communication applications

QUESTION 16
When calculating ‘customer lifetime value' (CLV), an organisation shouid base their calculations
on a projection of a customer’s lifetime purchases, as well as .

[1] the profit margin on items the customer purchase and the net present value of the
customer's projected profits
[21 the net present value of the customer’s projected profits and the number of complaints

per customer

[3] the profit margin on items the customer purchase and the number of compiaints per
customer

[4] the number of complamts per customer and the profit margin on items the customer
purchase

QUESTION 17

By using data-mining software and behaviour analytics organisations can forecast which
products are most likely to be sold in future This activity 1s known as

(11  cloud computing

[2]  sales actvity management

[3]  predicting customer behaviour.

(4] sales revenue per customer analysis
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QUESTION 18
Rethinking and redesigning processes In order to reduce waste and increase performance 1s
known as

[1]  enterprise resource planning

[2]  matenal requirement planning
[3] demand management strategies
[4] business process reengineering

QUESTION 19
When an organisation wants to rapidly improve their supply chain responsiveness, they need
to

1] reduce supply chain relationships
[2] use business process reengineenng
(3] establish centralised warehouses
[4] increase new product design cycles

QUESTION 20
Sourcing can be defined as

[11  identifying and exploiting cost-efficient opporturities for insourcing

[2]  developing and using a website for online purchases based on customer preferences
[3] appointing and developing experts in the purchasing function to ensure professionalism
[4] identifying, conducting negotiations with and forming supply agreements with vendors

QUESTION 21
in South Afrca, the difference between procurement and purchasing usually lies in the
following

(1}  Procurement is the strategic focus of purchasing

[21  Procurement entalls buying only from government supplers, whereas purchasing s
mainly made from small businesses

[3] Procurement is the purchasing function of government entities

[4)  Procurement entalls the distnbution of the requirements bought by the purchasing
function
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QUESTION 22
One of the Ethical Trading Initiative’s (ET1) base code clauses state that regular empioyment
should be provided Which one of the following would best describe what this clause entails?

[]
(2]

3]
[4]

Wages should be enough to meet basic needs

Work performed must be on the basis of recognised employment relationships
established through natronal law and practice

Overtime should be voluntary and should not exceed 12 hours per week

There 1s no discrimination in hinng, compensation, access to training, termination of
employment or retirement based on the demographics of an employee

QUESTION 23
Ethical sourcing policies should include

(1]

[2]
3]
(4]

a report provided to the stakeholders which indicates the degree to which suppliers
adhere to performance standards

the supphier's rating of their level of vendor compliance

only ethical ratings for suppliers and no other performance cntena

a draft of sourcing expectations that vendors should comply with as indicated by all
stakeholders

QUESTION 24
The most common formula for calculating an organisation’s inventory turnover ratio (ITR) is

il
(2]
[3]
[4]

labour, capital, energy and material costs over average inventory costs
average inventory costs over cost of storing goods

cost of goods sold over average inventory at cost

average total expenses over ratio of total income

QUESTION 25

can be defined as the part of supply chain management that plans, implements and controls

the efficient and effective forward and reverse flow and storage of goods, services and related
information between the point of ongin and the point of consumption to meet customers’
requirements

[]
(2]
[3]
[4]

Transportation

Logistics management
Distribution management
Distnibution channels
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QUESTION 26
When developing a collaborative negotiation infrastructure, desigming a negotation launch
process would refer to

[1]
[2)
[3]
(4]

buillding working relationships with suppliers

bran-storming value maximising solutions and terms for both parties

the process of reviewing previous negotiations

the identification of objective criteria wherein both sides evaluate the fairness of the
agreement

QUESTION 27
Suppty management can best be defined as a

[1]

[2]
(3]

(4]

process of planning, implementing, evaluating and controling strategic and operating
decisions to direct all the activities of the purchasing function towards opportunities that
are consistent with the organtsation’s capabilities in order to achieve its long-term goals
process of identifying, conducting negotiations with and forming supply agreements with
vendors of goods and services

strategic process of identfying, acquinng, accessing, positioning and managing the
resources that the organisation currently or potentially needs to achieve its mission and
strategic goals

strategic management process whereby commodities (matenals and services) and
suppliers are analysed, and relationships are formed and managed according to best
practices and appropriate strategies in support of fong-term orgamsational goals

QUESTION 28

Third-party logistics services (3PLs) are for-hire outside agents to which all or much of an
organisation’s /ogistics activiies can be outsourced Which one of the following would be
considered a fogistics activity that a 3PL could provide?

(1]
[2]
[3]
[4]

Labelling

Manufactunng
Technological development
Purchasing
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QUESTION 29
Distnbution management entails managing the outbound  processes in a basic supply chan

[1] downstream
[2]  upstream
[3]  purchasing
[4] focal firm's

QUESTION 30
Logistic decisions are pnmanly concerned with a trade-off between which one of the foliowing?

[1]  Defhvery time, customer service and cost

[2]  Cost, supplier certification and delivery time

{3] Customer service, demand management and cost

{4]  Supplier certification, delivery time and demand management

SECTION B (40 MARKS)

T, FOR P! SECTION B

1. Answer any TWO of the following THREE questions Please note that each question
has subsections, for example, 1.1 to 1.4. Please ensure that you answer all the
subsections of the TWO questions that you decide to answer.

2 STRUCTURE yow gnswers by using headings. Underiine/highlight important sechons
of your answer and write nheatly.

3 Paﬂsaiaﬁ!uequﬁmarebasedmmecasastudy Ravolutionising print
MWMWMMAM The case of ABSA and POINT SA.
msemmﬁHMMatmehegmmngofﬂuspaperbefomyeumme
questions.

4, Rm&mwmmmmmm use the “additional space”
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QUESTION 1 [20 MARKS]

11 One of the key successes of the partnership between ABSA and POINT SA was that
supphers could routinely be evaluated This was mportant for the successful
integration of the new print management system Discuss the role of performance in
the supply chain integration model by referring to the following (10)

a) Using ABSA as a reference, discuss step 4 develop internal performance
measures for key process effectiveness, as part of the supply chain
integration model [5]

b) Using POINT SA as a reference, discuss step 7 assess and improve
external process integration and suprly cham performance, as part of the
supply chain integration modei {5]

12 Define and discuss the two international certification programs (ISO 9000 and ISO
14000) detailed in the prescribed book. Aiso, refer to what each certification attempts
to certify? (4)

13 Name any six (6) assessment criteria to evaluate the purchasing department’s
performance. (6)

11 One of the key successes of the parthership between ABSA and POINT SA was that
supphers could routinely be evaluated This was important for the successful integration
of the new pnnt management system Discuss the role of performance in the supply
chain integration model by referring to the following (10)

a) Using ABSA as a reference, discuss step 4 develop intemal performance
measures for key process effectiveness, as part of the supply chain integration
model [5]




14 MNP2602
MAY/IUNE 2017

b) Using POINT SA as a reference, discuss step 7 assess and improve external process

mntegration and supply chain performance, as part of the supply chain integration
modei [5]
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12 Define and discuss the two international certfication programs (ISO 9000 and ISO
14000) discussed In the prescribed Aiso, refer to what each certfication attempts to
certify? (4)

ISO 8000.
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1SO 14 000:
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13 Name any six (6) assessment criteria to evaluate the purchasing department’s
performance (6)

End of Question 1
[20]
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QUESTION 2 [20 MARKS]
21  ABSA outsourced therr print and print-related services to POINT SA for several
reasons Name and discuss any three (3) advantages of outsourcing by refernng
to ABSA Also, provide a direct quote from the case study for each of the advantages
(9)

22 A number of elements are required for the development of effective customer
relationship management (CRM) intiatives Name and discuss any two (2)

tools or components of CRM for each of the following areas (8)

a) Customers {4}

b) Sales Force 4]

23 Name any three (3) risks associated with global supply chains (3)

21 ABSA outsourced therr prnt and print-related services to POINT SA for several
reasons Name and discuss any three (3) advantages of outsourcing by referrning to
ABSA Also, provide a direct quote from the case study for each of the advantages

9
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22 A number of elements are required for the development of effective customer
relationship management (CRM) inihatives Name and discuss any two (2) tools or

components of CRM for each of the following areas (8)
a) Customers [4]
b) Sales Force {4]

a) Customers

Tool/Component 1: .

@)

Tool/Component 2:

)
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b) Sales Force

Tool/Component 1:

(2)

Tool/Component 2:

)
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23 Name any three (3) risks associated with global supply chains {3)
End of Question 2
[20]

QUESTION 3 [20 MARKS]
31 Nine months after the roll out of POINT SA's print management system, the team
at ABSA reviewed the progress of the project. Discuss the balance scorecard as a
performance measurement tool to review the progress of the project by answering the
following: (14)

a) Discuss what a balance scorecard is [2]
b) Name and discuss the four (4) perspectives of the balance scorecard and give
any relevant example of each of the four perspectives with relation to ABSA

and POINT SA’s print management project. [12]

32 Briefly discuss the total cost of ownership (TCO) concept. (3)
3.3 Discuss the bullwhip effect. (3)
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31 Nine months after the roll out of POINT SA's print management system, the team
at ABSA reviewed the progress of the project Discuss the balance scorecard as a
performance measurement tool to review the progress of the project by refernng to the

following

a) Discuss what a balance scorecard 1s [2)

b) Name and discuss the four perspectives of the balance scorecard and give
any relevant example of each of the four perspectives with relation to ABSA and
POINT SA’s print management project [12]
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32 Brefly discuss the total cost of ownership (TCO) concept (3)
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33 Discuss the bullwhip effect (3)
End of Question 3
[20)
®

Unisa 2017
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ADDITIONAL SPACE

(Note Use the lines below if the space provided for the answer to a question are not enough
PLEASE wnite the question number clearly )
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ROUGH WORK

(Note This page will not be marked - you can use the space for rough work )
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MARK READING SHEET INSTRUCTIONS

Your mark reading sheet 1s marked by computer and should therefore be filled in thoroughly and
correctly.

USE ONLY AN HB PENCIL TO COMPLETE YOUR MARK READING SHEET
PLEASE DO NOT FOLD OR DAMAGE YOUR MARK READING SHEET

Consult the ilustration of a mark reading sheet on the reverse of this page and follow the instructions step by
step when working on your sheet.

Instruction numbers 0 to @ refer to spaces on your mark reading sheet which you should fill in as
fotlows:

0 Write your paper code in these eight squares, for instance:

PIS]Y[1]0]0]-1X

() The paper number pertains only to first-level courses consisting of two papers.
WRITE | 0 | 1 | forthe firstpaperand | O | 2 | for the second. If only one paper, then leave blank

© Fill n your initrals and sumame.

© Fill in the date of the examination.

@ Fill in the name of the examination centre

] WRITE the digits of your student number HORIZONTALLY (from left to right). Begn by filling in the
first digit of your student number in the first square on the left; then fill in the other digits, eachone ma
separate square.

) In each vertical column mark the digit that corresponds to the digit in your student number as follows-
[l

©  WRITE your unigue paper number HORIZONTALLY.

NB Your unique paper number appears at the top of your examination paper and consists only of digits
(e.g 403326)

L)) In each vertical column mark the digit that corresponds to the digit number in your unique paper
number as follows {-]

i) Question numbers 1 to 140 indicate corresponding question numbers in your examination paper. The

five spaces with digits 1 to 5 next to each question number indicate an alternative answer to each
question. The spaces of which the number correspond to the answer you have chosen for each question
and should be marked as follows [-].

‘ For official use by the invigilator Do not fill in any information here
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Tear

attendance register
(student copy) UNISA

Batch No
2809201500

Fill-in/MCQ

NI

Exammation perod

Studentnumberl l I ’ l l I I I I I

Sumame

First Names

Subject

Code of paper - Number of paper
Centre Date

This 15 to certify that | have read the rules governing the examinations as set out on the inside
cover of this examination answer book and in the examination nstructons

That the information supphied by me in this answer book s comrect and valid

l undertake to adhere 1o the procedures, rules and regulabons of the University of South Afnca as
published in the official brochures

Sgnature of candidate

onmoer [ | [ [ [ [ T T T TTTT]

Signature of nviglator I l l l I | l I ]
UNISA invigilator’s personnel number
NOTE Not a valid document if not completed by the Innigilator

Fill-in/MCQ )
Examnaton penod

Sludentnumber[ ; i | I [ | l I I l

Sumame

First Names

Subject

Code of paper Number of paper

Centre Date

This 15 to certify that | have read the niles governing the examinations as set out on the insida
cover of this examinabion answer book and in the exammation instructions

That the information supplied by me n this answer book 18 comect and vald

I undertake to adhere to the procedures, rules and regulalions of the University of South Afnca as
published in the official brochures

Signature of candidate

owmoer [ [ [ [T T T T T T T]
Signature of nvigilator LJ , l I ] ] [j

UNISA invigilator's personne! number
NOTE Not a valid document If not completed by the Invigiator




