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Supply chain: Embracing last-mile logistics �  t
The global average cost of last-mile logistics delivery 
accounts for 41% of the total delivery cost. Businesses 
need to continuously research their target markets to 
understand the specific conditions when delivering 
logistics solutions. 
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Supply chain: Complete WMS guide �  t
Warehouse Management Systems (WMS) helps super
market retailers manage their inventory more effectively, 
streamline operations, reduce costs, enhance customer 
satisfaction, and adapt to changing demands and 
regulations.

Back-of-house essential 
kitchen equipment �  t
Futureproofing your back of house 
– including hot and cold kitchen, pan
tries and storage areas – is an impor
tant step in ensuring the sustainability 
of your business. This means that 
flexible, multifunctional, and efficient 
design is essential.

https://biowatch.org.za/

Georges Auguste Escoffier
www.wekivaculinary.org

Grains & pulses stay relevant in SA �  t
Grains and pulses significance cannot be underestimated 
– for those eating more plant-based food, for vegans and 
vegetarians, as side dishes to meat, fish and poultry, as 
staple favourites, for budget-friendly nutrition, and for 
basic subsistence for those who are not food secure.

https://en.wikipedia.org/

Kesko, Finland �  t
In Scandinavian and Baltic countries, Kesko stands out 
among all commercial chains. It offers an ethical vision 
of shopping, ensures quality goods and services. As an 
advanced country, Finland has a solid and constantly 
expanding economy.

STOREWATCH

Delight your customers �  t
Aki Kalliatakis talks about the reality of customers’ 

perceptions, where logic plays 
no role, against spreadsheet 

decisions. When magic 
is removed, boardroom 
resolutions don’t always 
translate into better 
circumstances.www.quora.com/

SA port congestion�  t
An analysis of the World Bank CPPI report addressing 
operational efficiency in SA ports. 

https://economictimes.indiatimes.com/

Bitcoin’s meteoric rise�  t

who drive exponential growth in their companies.

Growing e-commerce market�  t
Good for consumers, but will proudly South African 
brands rise to the international challenge?

Bitcoin’s return on 
investment has dwarfed 
traditional financial 
instruments. This sort of 
growth seems like a good 
analogy for rewarding  
top corporate executives 
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Helen Maister

Embracing last-mile logistics
Smart. It’s a word most people aspire to be associated with. 
However, this buzzword of our times is no longer just a 
description for clever individuals. It has become critical for 
success in any industry or business. From smart homes to 
smart cities, smart now signifies the era of technical sophis
tication in which we operate, encompassing sustainability and 
eco-friendliness. It is a concept that is reshaping our world. 

Staying competitive in today’s rapidly evolving landscape 
requires businesses and individuals to embrace smart – smart 
thoughts and smart solutions. This principle is just as vital for 
the last mile – a crucial transport leg that can make or break 
a supply chain.

Guide to Warehouse Management Systems
The lingering impacts of inflation, continued e-commerce 
growth and the return of the store shopping experience are 
having a significant impact on today’s supermarkets. Retailers 
must continue to innovate to delight their customers, and 
many are turning to technology and automation to remain 
competitive.

Back-of-house commercial kitchen equipment
It’s important to consider all your equipment needs when 
designing and planning a retail or wholesale back-of-house. 
This is particularly true for speciality areas such as deli, 
butchery, bakery, fishmonger and cheese counter, which 
contribute significantly to feet through the door, loyalty  
and creating a destination shop. 

In addition, the equipment used in commercial back-of-
house kitchens, pantry and storage areas is undergoing an 
evolution, with appliances being linked to the internet and 
kitchen automation software reducing accidents, lowering 
losses, and increasing revenue. As time pressure, space 
limitations and energy cost and supply pressures increase, so 
do the demands on a commercial kitchen. Future-proofing 
your back of house – including hot and cold kitchen, pantries 
and storage areas – is an important step in ensuring the 
sustainability of your business. This means that flexible, 
multifunctional and efficient design is essential.

Grains & pulses stay consistently relevant  in SA
Wheat and maize remain staple products for South African 
consumers. Given their versatility, this is unsurprising and 
they, along with other grains and pulses, continue to find their 
way into millions of shopping baskets across the country. 
Innovative and exciting products drive renewed interest in 
these categories, while tried and tested favourites remain 
the basis for most sales.

The multiplicity of options alone keeps these categories 
relevant. From dried and canned pulses such as peas, beans, 
lentils and chickpeas, traditional maize favourites, instant 
maize porridges in a variety of flavours, a massive range of 
grain-based cereals, rough-milled grains, speciality flours, heat 
and eat rice pouches, traditional and new-school maizemeal 
options, and basic bread to artisanal bread loaves, the choices 
for consumers are endless.

Helen Maister

What gives a retailer the edge 
in this highly competitive 

industry is its ability to understand 
and anticipate customer needs, offer 
superior product quality and variety, 
maintain competitive pricing, ensure 
continuous and convenient supply and 
an efficient shopping experience, while 
leveraging technology to streamline 
operations and enhance customer 
engagement and loyalty.

What gives you  
the edge in business?

BACK TO CONTENTS



DELIGHT YOUR CUSTOMERS

Aki Kalliatakis
aki@leadershiplaunchpad.co.za

BACK TO CONTENTS

How behavioural economics and  
‘being human’ affects your business.

Apparently the old Roman Baths in Bath, England,   
  are England’s second most visited tourist attraction, 

and just like in many other fountains around the world, 
visitors would throw in old coins and make a wish. The 
result was that they managed to collect a lot of money 
each year.

But coins thrown in the baths did damage, and every 
once in a while they would have to be drained and the 
coins collected. 

So the sensible managers banned the practice. Instead, 
in April 2022 they installed a cash box, and also asked 
that people used a ‘contactless payment’ option with 
their credit cards and ‘phones. 

Most customers chose to not donate, and funds 
collected dropped to a measly £4 000. What the ‘sensible’ 
managers did with their very rational and logical decision, 
which possibly included a spreadsheet or some AI, was 
that they failed to grasp was that …

In the real, magical, superstitious  
world of customers, logic plays no role.  

And in the real world they paid with real-world 
consequences. Decisions made in boardrooms  

don’t always translate into better circumstances, 
especially when magic is removed.

Human beings live in a world of fantasy, and it’s clear 
from this example that not all payment methods are the 
same. The extrinsic and intrinsic value of the coins doesn’t 
change except in the perceptions of people. Thus, the 
way that they threw the coins in the baths was essential 
to the ‘make a wish’ behaviour. People weren’t making 
a donation – they were throwing their aspirations and 
desires out into the world.

Aki Kalliatakis is the managing partner of 
The Leadership LaunchPad, a company dedicated to 
helping clients become more customer driven. He can 
be contacted at +27 (0) 83 379 3466, or via the 
website at www.leadershiplaunchpad.co.za

The way tourists throw coins in the baths is essential to ‘make 
a wish’ behaviour. People are not making a donation – they are 
throwing their aspirations and desires out into the world.

© Bath Tourism Plus. Source: www.visitbath.co.uk

“
“

SMEs play a crucial role in most economies, and 
South Africa is no exception. They are also important 
contributors to job creation and global economic 
development. According to the World Bank Group 
SMEs represent about 90% of businesses worldwide, 
while the International Finance Corporation revealed 
that roughly 50% to 60% of South Africa’s workforce 
finds employment within SMEs.

Despite needing to attract and retain skilled talent, 
SMEs often face three major recruitment challenges…

DATA-DRIVEN HIRING   
UNLOCKING THE KEY TO EFFECTIVE  
SME RECRUITMENT PRACTICES

Your dog doesn’t know that you’ve 
bought expensive food for him because, 
for Buddy, food is just food. 
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It’s the same as sending a wedding invitation in an 
email or buying expensive dog food for your pet. An 
emailed invitation diminishes the value of the special 
event, and your dog doesn’t know the difference, because 
for Buddy food is just food. And there are many other 
examples of this in your business.

To come back to the coin tosses into the baths, there 
are also other behavioural and psychological principles at 
play here. 

For example, we are herd-like in our behaviour, and if 
we see other people tossing coins into the bath,  
we are likely to do the same. Not only that, but there is 
also the pressure of social proof and competition when 
other people see you being generous. What the point of 
tapping your card if nobody else sees it?

Why do businesses make decisions like this one without 
thinking it through properly? Part of it is that senior 
people are trained as ‘scientists’ or economists, and we 
are, in the western world, taught to win arguments,  
not to do what is intuitively right.

How do you solve that dilemma? 
Start by asking open-ended questions rather than 

questions where there is only one answer. This gives us 
more space to come up with more innovative solutions. 
For example, if Disney were asked to redesign the airport 
experience, what would change? Or if banks hired 
hospitality managers from restaurants and hotels, would 
that improve client experiences?

The tradition behind tossing coins into the Trevi Fountain comes 
from an ancient Roman practice of tossing a coin into a river or 
ocean to ensure that the gods who ruled these bodies of water will 
grant you safe passage. Traditionally you stand with your back to 
the Trevi Fountain and use your right hand to toss a coin over your 
left shoulder. This will apparently ensure good luck and that you will 
return to Rome in the future. If you have another two coins on hand, 
throwing the second coin into the Trevi Fountain will let you meet 
the love of your life, while the third coin will have wedding bells ringing. 
Photo & caption: www.tripadvisor.in/

It’s the same with the Roman Baths: you could solve 
your problem with coin damage, and perhaps even 
increase the amount of money that people throw in, by 
implementing little nudges to encourage fun of throwing 
coins into the right places, and subtle signs directing 
people to a particularly attractive fountain.

In real life there are rarely solutions to questions that 
are close to matric exam maths questions. You know the 
story: “If a bus leaves Pretoria travelling south on the N1 
highway at a steady 100 km/h, and another bus leaves 
Johannesburg travelling north at the same time travelling 
at 80 km/hour, at what point will they meet?”

How many times is there a traffic jam? What if the 
driver had to stop for a pee? That’s what happens in real 
life.

Another thing you can do to prevent this type of 
thinking is to get creative people like marketers, some of 
your staff, and a few of your customers together to come 
up with a bunch of great new, weird and whacky ideas. 
(Then implement them, but never, ever have them run 
past the finance team.) 

Sadly, top managers in most companies try whatever 
they can to make real people like customers and staff 
anonymous, when in fact we should be taking care of 
them and loving them. So they reduce everything to 
numbers in a spreadsheet instead of Koos and Busisiwe, 
who have families that depend on them, and whose 
happiness lies in our hands. 

Don’t get me wrong. Efficiency and productivity are 
important, but sometimes we also know that we need 
to focus on effectiveness. Rather than trying to change 
the world through science and logic, we need get a deep 
visceral understanding of what drives them, and then 
change how people see and perceive your business. 

We are all designed 
with a pretty lazy 
brain. Forcing people 
to think too much, 
changing what we are 
used to doing, burns 
a lot of brain energy.  
We react against it … 
make human sense, 
not scientific sense!
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We don’t have to mistreat people to make money, and 
the opposite is true: treating them well pays off big time.
Indeed, you can even turn a negative into a positive. 
Guinness beer is apparently really hard to pour for 
bartenders, and they hate doing it because it takes so 
long. So what did Guinness do? They changed their 
slogan to, “Good things come to all those who wait.”

Remember, no matter who your customers are and how 
clever they are, we are all designed with a pretty lazy 
brain. Forcing people to think too much, changing what 
they are used to doing, no matter how superstitious, 
burns a lot of brain energy. We react against it, and it’s 
far better to make sure that we avoid this and make sure 
that everything we do is clear and makes human sense, 
not scientific sense. 

In the coin toss example, decision paralysis also 
contributes: if people are faced with a decision to do 
something odd or unusual from what they normally do, 
doing nothing is probably going to be the result. Even 
though that may be worse than any other choice.

Make life easy. The people around you  
will thank you for that … and so will your  
bank balances.
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Oliver Naidoo, Managing Director of JC Auditors, 
says last-mile logistics has been evolving as rapidly 
in the South African retail sector as everywhere else 
in the world, driven by the need for speed, efficiency, 
and sustainability. He says …

Key trends include the rise of  
same-day and almost instant delivery options,  

the strategic use of dedicated fulfilment centres,  
and the integration of innovative  

delivery models.

Smart. It’s a word most people aspire to be associated 
with. However, this buzzword of our times is no 

longer just a description for clever individuals. It has 
become critical for success in any industry or business. 
From smart homes to smart cities, smart now signifies 
the era of technical sophistication in which we operate, 
encompassing sustainability and eco-friendliness. 

It is a concept that is reshaping our world. Staying 
competitive in today’s rapidly evolving landscape requires 
businesses and individuals to embrace smart – smart 
thoughts and smart solutions. This principle is just as vital 
for the last mile – a crucial transport leg that can make 
or break a supply chain.

A study by leading consulting firm Deloitte found that 
the global average cost of last-mile logistics delivery 
accounts for 41% of the total delivery cost. The study 
found that worldwide there has been a deeper integration 
of intelligent technologies that has in turn resulted in 
a booming development of smart last-mile logistics 
solutions – all happening amidst ongoing efforts of 
improved efficiency and cost reduction. 

In this fast-changing technology landscape, Deloitte 
advises businesses to now continuously analyse and 
research their target markets to understand the specific 
conditions for which they are delivering logistics solu
tions. Beyond that, a clear and comprehensive strategy 
for smart last-mile logistics is essential if enterprises 
are to meet the expectations of these target markets, 
the study found.

LAST-MILE LOGISTICS

Embracing  
last-mile logistics  

for successful  
supply chains

By Catherine Larkin

Image: /www.vecteezy.com/

Oliver Naidoo

“
“

Amazon’s last mile centre in Rapho Township.

“Leading local companies like Takealot, Checkers, 
Pick n Pay and Woolworths are spearheading these 
initiatives. Furthermore, there is a growing emphasis on 
sustainability initiatives such as electric vehicles and 
optimised routing to minimise delivery costs and reduce 
carbon footprints.”

According to Renko Bergh, 
co-founder of CtrlFleet,  
understanding the final step in 
delivering goods is crucial for 
supply chain efficiency.  
He explains … 

Regarding the last mile, 
everyone wants to receive their 
orders as quickly as possible. 
Retailers are increasingly 

making efforts to optimise this stage. It is much more 
important than it seems at first glance. If a company 
fails in last-mile delivery, it can expect its customers 
to switch to a more successful competitor in this 
regard.

Recent polls show that about 65% of buyers want  
to track their parcels online and expect this to become 
available for all shipments. Companies already implemen
ting online tracking have reduced logistics costs by 
approximately 20%.

“Why is this feature in such demand? In most cases, 
buyers want to know the exact delivery times, and online 
tracking allows them to satisfy their requests. The tech
nology is not super new; GPS is typically used for tracking, 
so its implementation rarely causes problems and pro
vides many benefits,” says Bergh. “Tracking benefits both 
parties: the sender can monitor the parcel promptly 
and detect and address issues, while the recipient can 
see how their order is progressing and where it is at any 
given moment. The latter is even more critical: a satisfied 
customer equals loyalty to your company.”

Renko Bergh

“

“

Companies already implementing online tracking have reduced 
logistics costs by approximately 20%. Image: https://nicecamsm.best/

The importance of the last mile is exemplified by 
Amazon, the world’s leading online retail platform. So 
much so that Amazon built its own last-mile solution to 
achieve faster delivery, lower costs and deliver a better 
customer experience.
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Amazon workers move packages into delivery vans.  
Photos: Suzette Wenger, https://lancasteronline.com/

For Amazon, the last mile remains the differentiating 
factor for competitiveness. The retailer maintains that 
consumers worldwide are demanding new experiences 
on the last mile – not only more visibility on shipment 
status, but shorter time frames for deliveries. 

Considering that the last mile, in all probability, holds 
the most expense for the supply chain, doing it smarter 
makes sense. Failed delivery, for example, can so much 
as double the cost of the last mile’s logistics. 

In South Africa where logistics is already expensive, 
it comes as no surprise that cost is a critical factor when 
it comes to those last few kilometres. 

“Managing high costs remains one of the biggest 
challenges in last-mile logistics in South Africa, especially 
in meeting consumer demands for faster delivery,” 
says Naidoo. “Urban congestion and efficient return 
management are also significant hurdles. Balancing cost, 
speed, and customer satisfaction remains a delicate 
and ongoing challenge for retailers.”

According to Naidoo, the explosive growth of 
e-commerce in South Africa, mainly since the Covid-19 
pandemic, has significantly influenced last-mile logistics, 
increasing delivery volumes and heightening customer 
expectations for rapid and reliable service. He says …

Companies like  
Mr D Food and Uber Eats  
have revolutionised delivery 
services, compelling retailers 
to adopt innovative solutions 
to keep pace with increasingly 
demanding consumers 
and enhance operational 
efficiency. “

“

Photo: Valentyn Ogirenko, Reuters, https://qz.com/
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Craig Langton, Founder and CEO of Hero Motorcycles 
South Africa and Last.Mile.Fast, says last mile logistics has 
become the differentiator in e-commerce fulfilment. “ 
It arguably plays the most important role in e-commerce 
fulfilment. With the e-commerce explosion in South 
Africa, we have seen retailers panic and adopt to quick 
outsourced motorcycle delivery services as a route to 
market. Most motorcycle service providers offer a last-
mile delivery service that is outdated, expensive, with 
poor infrastructure, environmentally unsustainable with 
little or no focus on customer experience or rider safety.”

He says the growth of the sector has certainly high
lighted the need for more sustainable solutions, more 
efficient motorcycle brands, utilising technology and 
smart solutions. “The growth in the sector has also forced 
a change for more customer focus, while offering a more 
product inclusive solution,” he adds. 

Technology: Catalyst of change 
In 2021, Gartner conducted research showing that by the 
beginning of 2025, approximately half of the companies 
involved in delivery-related activities were not only 
ready, but would invest in data collection and analytics 
solutions in the last mile space.

The company says nowadays, it is all about customer-
centric transport management solutions that focus on 
managing the delivery process, which is how consumers 
and the products they order come together.

According to Bergh, the role of last-mile analytics is 
another fast-growing concept. He explains …

Last-mile analytics includes  
an analytical dashboard – an informative  

screen displaying all current and past data.  
It also entails heatmaps. 

These allow for evaluating new promising areas 
for creating delivery centres – for example, identifying 
a location with many orders but poorly optimised logistics.  
It also includes digital reporting. This significantly saves 
time. You don’t need to create schedules and analytics 
manually; many solutions generate this automatically 
in digital format.”

“
“
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According to Gartner, while 
the last-mile delivery techno-

logy market remains extremely 
fragmented, demand for these applications continues to 
grow, gathering interest from shippers and carriers alike as 
the need to optimise processes, reduce costs, and become 
more customer-centric increases. It says it is time to 
redefine the value in supply chains, and the last mile 
is critical in this.

Bergh says there is no doubt that more and more 
South African companies are coping and adapting to this 
changing environment. 

The biggest challenge, however, remains implementing 
the required software applications that can provide the 
required outputs.

“Some of these applications that retailers find challen
ging to source and implement include logistics manage
ment. This allows for tracking trends, addressing issues, 
and improving service. Another is optimised delivery 
routes. This software calculates the fastest and most 
convenient delivery route by analysing road congestion 
and considering other factors like package dimensions, 
delivery location, and more,” he says. 

“Integration with other services and businesses can also 
be challenging. Automation allows businesses to connect 
to complex delivery networks, create networks, and offer 
them for partner use. This expands their presence where 
it was minimal or absent.”

He says effective businesses seek to cut costs where 
they can, while retaining high customer satisfaction. 
“The technology associated with modern last-mile 
operations affects 20% to 30% of a business’s delivery 
cost. Businesses that can reduce costs by the same 
amount stand to gain a competitive edge and win more 
customers and revenue.”
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According to Bergh, last-mile delivery trends dictate 
business conditions, such as data collection on deliveries, 
real-time online tracking, environmental friendliness, 
process automation, and various delivery options. This 
enhances customer loyalty, improves the company’s 
image, optimises logistics, and expands the customer base.

Langton says the traditional high cost of last-mile 
delivery can be reduced by over 30% by adopting more 
sustainable service providers using new technologies. 
“Investing in new solutions that reduce delivery failures 
and offering a wider range of products beyond what 
a traditional rider and box can deliver makes a significant 
impact. It’s all about providing a bespoke, customer-
focused delivery service.”

He says the traditional high cost of motorcycles for 
last-mile delivery can now be avoided with a more 
sustainable B2B, B2C, and return mile service. As the ‘drop 
fee’ comes under pressure, service providers often reduce 
costs at the expense of customer experience and rider 
safety. However, the days when the quickest delivery was 
prioritised over cost are coming to an end.

“Current trends in motorcycle deliveries focus on 
providing a more efficient, customer-focused and lower 
cost service,” he says. There is also a strong emphasis 
on reducing carbon emissions and enhancing packaging 
sustainability.” 
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Sustainability takes centre stage
Nowadays, the environmental 
impact is always close to any supply 
chain discussion, says Liesl de Wet, 
a sustainability expert and chairperson 
of the Road Freight Association’s Green 
Transport Interest Group. “With the 
Climate Change Bill now approved, we 
can expect to see significant changes

in the road freight sector,” she recently said at a gathering 
of road freight transporters.

This is South Africa’s first comprehensive piece of 
legislation to guide the country’s transition to a greener 
and more resilient economy. 

While it delivers the framework and roadmap to a low-
carbon and climate-resilient South Africa that has signed 
the Paris Climate Agreement, committing itself to cutting 
emissions between 350 and 420 million tonnes by 2030, 
it also brings about change.

De Wet says what this change will look like remains 
unknown. “What we do know is that it will introduce 
sectoral targets to reduce emissions. What these targets 
look like and how they will impact the road freight sector 
specifically is still unknown.”

This is because the transport sector has yet to be 
divided by the Bill and is currently considered one. 
However, this approach could be more practical. Freight 
must be separated from passenger transport and 
categorised by sea, road and air mode.

“Sustainability in last-mile logistics is a pressing  
concern in South Africa, where the environmental impact 
of delivery vehicles and packaging waste are significant 
issues. Several companies are taking proactive steps to 
address these challenges and set a benchmark for the 
industry,” says Naidoo.

One of the leading sustainability issues is the high 
carbon emissions from traditional delivery vehicles.  
To combat this, various retailers have started integrating 
electric vehicles into their delivery fleets. These include 
Takealot, Woolworths, and Faithful to Nature, amongst 
other e-commerce retailers. Adopting electric cars reduces 
carbon footprints and aligns with global environmental 
standards.

Another critical issue is managing packaging waste, 
says Naidoo. “Woolworths is one of the prominent South 
African retailers known for its sustainability efforts and 
has been leading the way in reducing packaging waste. 
They have implemented recyclable and biodegradable 
packaging for their products. Woolworths also encourages 
customers to return used packaging through their in-store  
recycling programme, ensuring that packaging materials 
are reused or recycled, thereby reducing landfill waste.”

Some argue that EVs aren’t any greener than cars that run on fuel. 
After all, electricity is produced by fossil fuels too. www.lta.gov.sg/

Liesl de Wet

LAST-MILE LOGISTICS continued …

According to Naidoo, optimising delivery routes to 
reduce unnecessary mileage is another effective solution 
to improve last-mile logistics – not just from a carbon 
footprint perspective but also when it comes to cost and 
efficiency. “All South Africa’s large retailers have invested 
in advanced route optimisation software to streamline 
their delivery processes. This technology helps to 
minimise travel distances and fuel consumption, thereby 
reducing emissions. The use of route optimisation not 
only benefits the environment but also improves delivery 
efficiency and reduces operational costs.”

Furthermore, he says, dedicated fulfilment centres are 
gaining traction. These are warehouses or stores located 
closer to urban areas and customers. Checkers Sixty60, 
the on-demand grocery delivery service by Checkers, 
uses dedicated fulfilment centres to ensure faster and 
more efficient deliveries. By identifying specific stores in 
ideal locations closer to customers, they can reduce the 
distance travelled by delivery vehicles, leading to lower 
emissions and quicker delivery times.

Langton says motorcycles offer a viable option for last-
mile logistics, making them more sustainable and capable 
of reaching every sector of the market at a lower cost  
per drop and with reduced carbon emissions. 

Around 40% of logistics costs are incurred in the last 
mile. New motorcycle brands with smart IOT and smart  
delivery boxes can securely deliver anything from chronic 
medications to mobile phones. By lowering the cost 
of last-mile delivery and increasing market share, this 
approach is certainly the way forward. Retailers can 
benefit from smarter, more efficient route optimisation, 
including return mile services.
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LAST-MILE LOGISTICS continued …

Calculating a vehicle’s efficiency doesn’t begin and end with the fuel it 
carries, but should take into account all the factors that go into building 
and running it. Blue Planet Studio, Getty Images. www.autoweek.com/

A new study finds that depending on the location, in some cases 
an equivalent or even bigger reduction in emissions could be 
achieved by switching to lightweight conventional (gas-powered) 
vehicles instead of electric power vehicles. https://news.mit.edu/

Fostering transformation and driving change
Naidoo highlights that it is not just about environmental 
sustainability but the overall bigger picture of delivering 
on customer expectations and needs. He adds, “Customer 
experience is paramount in last-mile logistics. Ensuring 
timely and reliable deliveries, providing real-time updates, 
and offering flexible delivery options and easy returns 
(reverse logistics) are essential. Retailers can continually 
improve customer experience by actively seeking and 
acting on customer feedback to refine their delivery 
services.” 

Adds Langton, “To reduce last mile costs, an all-new 
approached is required. Customer experience is now 
considered as the new focus and disruptor in last mile 
deliveries.”

Speaking about the use of motorcycles in particular, 
he says the days of procuring the cheapest or outdated 
models are over. “Now, the focus is on motorcycles 
built to the highest quality, designed to offer the lowest 
total cost of ownership while increasing rider safety and 
ergonomics, and still ensuring environmental sustain
ability. New motorcycle brands utilising technology have 
proven to increase efficiency and reduce the total cost 
of ownership by 50%. These bikes are designed with 
improved rider ergonomics, enhanced safety features, and 
solutions to prevent rider fatigue, theft, and hijacking.”
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Bergh says some retailers are opting for hybrid delivery 
models to deliver the much-needed efficiency required. 
“This is where companies try to combine outsourced  
and in-house delivery capacity to meet transportation 
and human resource demands as effectively as possible. 
It’s far more convenient to use a partner’s ready-to-
go infrastructure when quickly growing and scaling 
a business in new cities,” he says. 

“Building such an infrastructure from scratch takes too 
much time and can lead to avoidable mistakes. However, 
when you need to launch a new product, having an 
in-house delivery service handle those logistics is better. 
This can give you the most control over the quality of 
the customer experience; everyone delivering the product 
follows the same unified company standards and is 
invested in seeing work go well.”

He says last-mile delivery trends dictate business 
conditions, such as data collection on deliveries, real-
time online tracking, environmental friendliness, process 
automation, and various delivery options. This enhances 
customer loyalty, improves the company’s image, optimises  
logistics, and expands the customer base.

Made4net warehouse management at Sprouts Farm. https://made4net.com/

https://pngtree.com/
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More technology can be expected in last-mile logistics. 
RFID technology, which allows for the rapid scanning of 
multiple items or packages, is already being leveraged to 
improve inventory management and order fulfilment. 

It also improves accuracy in delivery tracking and 
reduces errors while enhancing the much-needed 
visibility and transparency demanded throughout the 
supply chain today. More so, each piece of tech will 
have to be deeply integrated with all others. Technology 
service provider Made4Net states the connection 
between a company’s Warehouse Management System 
(WMS) and last-mile delivery might only be obvious 
when there are integration data flows and real-time 
viewing throughout the supply chain. 

When these systems are connected, it allows companies 
to track inventory from the dock door to the customer’s 
door, giving a better view. 
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Catherine Larkin is a communication 
and marketing professional, specialising 
in Logistics, Transport and Supply Chain. 
Her company, CVLC Communication, is 
a corporate public relations, communication, 
marketing and events consultancy. Its 
services range from full secretariat support, 
project management and administration.
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Langton predicts that with e-commerce continuing 
its upward trajectory, the focus will remain on reducing 
carbon emissions. “Currently, independent fleet owners, 
responsible for up to 70% of last-mile deliveries, often 
purchase the cheapest motorcycles available, neglecting 
rider safety, environmental sustainability, and issues 
like carbon emissions, noise, and consumable pollution. 
Retailers’ realisation and accountability in purchasing 
sustainable solutions will have the most significant 
impact in South Africa, driving the change toward a safer, 
cleaner, and more sustainable future.”

Naidoo says last-mile logistics will remain prominent 
in the future. “The shift towards online shopping and the 
resulting changes in consumer behaviour are significant 
drivers of innovations in last-mile logistics. Addition
ally, collaboration between retailers, logistics providers, 
and technology companies is crucial for developing and 
implementing effective last-mile delivery solutions.”



WAREHOUSE MANAGEMENT

The lingering impacts of inflation, continued 
e-commerce growth and the return of the store 

shopping experience are having a significant impact on 
today’s supermarkets. Retailers must continue to innovate 
to delight their customers, and many are turning to 
technology and automation to remain competitive.

Amit Levy, EVP of strategy and sales for Made4net, 
a global WMS software provider, said …

A significant number of grocers 
worldwide have adopted Warehouse 
Management Systems (WMS) to 
streamline their operations. A WMS 
helps supermarket retailers manage 
their inventory more effectively, 
streamline operations, reduce costs, 
enhance customer satisfaction, and 
adapt to changing demands and 
regulations.

Image by NanoStockk, www.canva.com
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WMS technology  
enables supermarket  
retailers to stay competitive,  
meet consumer expectations,  
and be prepared for future challenges.

Understanding warehouse  
management systems
The simplest definition of a WMS is a software solution 
designed to optimise and streamline warehouse opera
tions, including inventory management, order fulfilment, 
and labour efficiency. According to supply chain and 
enterprise solution providers, enVista, WMS software has 
come to encompass how you receive inventory, how you 
store it, how you pick items for shipment and how you 
know when to order more.

Because there’s so much interconnectivity built in, soft
ware naturally makes these processes cleaner, easier to 
track, and less susceptible to human error. WMS software 
solutions offer visibility into a business’s entire inventory 
and manage supply chain fulfilment operations from the 
distribution centre to the store shelf or customer door.

However, not all warehouse management systems are 
created equal. Although a WMS can be comparatively 
analogue, it does not mean it has to be; just because 
some warehouse management systems come with every 
feature available, it does not mean you must adopt them 
all. When searching for the right WMS system for your 
business, it’s a matter of finding what’s right for you with 
a system that is flexible enough to adapt as external 
factors and conditions shift or the business grows. 

Please note that WMS is not to be confused with 
Warehouse Control Systems or Warehouse Execution 
Systems, WCS and/or WES, but how they overlap should 
be understood.

www.forbes.com/

The main advantages of a WMS
Over the past four years, the grocery sector has faced 
numerous challenges, including pandemic-related fears, 
safety concerns, inflation, and constant supply chain 
disruptions. These difficulties have highlighted the critical 
need for technology that enables supermarket retailers  
to stay competitive, meet consumer expectations, and  
be prepared for future challenges.

A WMS delivers many benefits including …

Increased efficiency and accuracy: A WMS optimises 
warehouse processes, reducing errors and improving 
inventory management, which is essential for meeting 
consumer demands promptly.

Cost savings: By streamlining operations and reducing 
labour costs, a WMS helps retailers manage expenses 
more effectively, ensuring they can adapt without 
incurring unsustainable costs.

Enhanced flexibility: With advanced technology, 
retailers can create new, effective processes and quickly 
pivot to meet changing consumer demands and market 
conditions.

Real-time data management: A WMS provides 
comprehensive data collection and management, 
enabling better decision-making and strategic planning to 
maintain consistent profit margins.

Scalability: As retailers expand their offerings, a WMS 
supports scalability, allowing them to manage increased 
inventory and delivery options efficiently.

Using a warehouse management system
Your warehouse management process incorporates all 
the steps your staff needs to get your products from your 
warehouse to your customers – quickly and efficiently.  
This primarily consists of inventory delivery to your ware
house and how that inventory gets stored, in addition 
to order picking, packing and ultimately shipping to 
customers.

Our consulting partner, enVista,  
explains that a WMS manages …
l �Inventory reception/tracking – The first step in your 

WMS’s responsibilities begins when the inventory 
arrives. You need to track what arrives, when it arrives 
and store it in a way that allows you to retrieve it 
quickly.

l �Shipping – This includes the delivery options and 
shipping services offered to customers. Your WMS 
includes the completed order details and provides order 
tracking details for the customer.

l �Picking and packing – When an order comes through, 
it must be quickly and accurately picked from its 
storage location to match a client’s order. A WMS 
should generate pick lists for each picker to retrieve 
items in the most efficient way. From there, a packer 
will place items securely in a shipping container.

l �Reporting – Your software not only tracks where the 
inventory is in the system, but it can provide records 
that summarise the health of the overall system. These 
reports indicate how quickly orders are fulfilled and 
how accurate your fulfilment is, leading to data-driven 
decisions.
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Key differences between types  
of WMS software
There are four primary types of warehouse management 
systems …

l �Standalone systems – These are dedicated on-
premise warehouse management systems that are not 
integrated with other supply chain functions. They are 
Ideal for small to medium-sized businesses that need 
basic warehouse functionalities without extensive 
supply chain integration.

l �Supply chain modules – This is a WMS module that 
focuses on warehouse operations as part of a larger 
supply chain management software system that 
manages all activities required to create and deliver a 
product.

l �Enterprise Resource Planning (ERP) modules – ERP  
software is a powerful tool where the WMS is integrated  
into a broader software system encompassing almost 
all aspects of your business. An ERP System includes the 
warehouse management system features discussed and 
rolls them into a package combining things like supply 
chain planning, accounting, customer relationship 
management, human resources and more.

l �Cloud-based systems – These systems are hosted on 
the cloud and accessed via the internet. A cloud-based  
warehouse management system can supply the same 
benefits of a more traditional WMS, while also provid
ing faster implementation and lower total cost of 
ownership.

What is the best WMS for my business?
This depends on your specific business and the options 
potential vendors provide. Choosing the best WMS vendor 
for you means choosing a warehouse management 
system that solves the specific requirements you need  
to be fulfilled. 

According to Amit Levy, EVP of sales and strategy at 
Made4net, “Most of the reputable WMS vendors are 
going to be able to handle all of the basic functionality 
you need, and most likely they will enable you to improve 
how you’re performing today. But many of these vendors 
will provide more functionality than you need and you 
may only use a portion of the available functionality.

Having a good understanding of your warehouse 
complexity is key as more complex facilities require more  
WMS functional breadth and depth to support your 
needs, while less complex operations often require less 
functional robustness. You don’t want to overbuy or 
underbuy.”

You’ll also want to look for a vendor with a background 
in the supermarket industry. This will yield a better fit 
WMS to match your food distribution needs.
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Must-haves for a supermarket retail WMS
Real-time inventory management: Ensure accurate 
tracking of inventory both in-store and in the warehouse.

Seamless online integration: Sync inventory levels with 
online ordering platforms to prevent stockouts and avoid 
order substitutions or refunds.

Omnichannel order handling: Efficiently manage orders 
from various platforms, offering multiple fulfilment 
options for customers.

Scalability and flexibility: Easily incorporate new 
fulfilment facilities like in-store fulfilment centres and 
micro-fulfilment centres.

Comprehensive data visibility: Provide data at every 
touchpoint to enhance visibility and improve forecasting 
capabilities.

Automation and robotics Integration: Support the 
integration of automation and robotic technology to 
streamline processes and improve employee training and 
retention.

Rapid fulfilment capabilities: Meet consumer 
expectations for next day or same-day fulfilment, often 
within mere hours.

Expirable goods management: Track and manage the 
shelf life of products, ensuring compliance with stock 
rotation requirements and minimising waste.

Real-time traceability: Maintain the ability to quickly 
trace and manage inventory in case of recalls, ensuring 
consumer safety.

Image: https://marsner.com/

Warehouse management system 
implementation tips
Once you’ve selected the best system, you must turn 
your attention to execution. enVista explains that 
warehouse management system implementation requires 
planning and proper expectations. You need to know the 
timeline and must consider the internal shareholders 
responsible for seeing it through. 

There are other serious dos and don’ts of WMS imple
mentation you must keep in mind in order to efficiently 
manage the scope of the project such as budgeting for 
testing and training. Again, one size does not fit all when 
it comes to WMS implementation. 
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Steps in planning for a WMS implementation …

l �Set expectations for the project

l �Consider who will ‘own’ the WMS

l �Plan your WMS implementation timeline

l �Get your IT team involved in your WMS project early on

l �Determine your requirements before starting the vendor 
selection process

l �Avoid modifications to control project costs

l �Incorporate testing, training, and go-live elements into  
your project budget

l �Manage project scope instead of forcing shortcuts

Conclusion
The lingering effects of inflation, ongoing e-commerce 
growth and the resurgence of in-store shopping are 
significantly impacting today’s supermarkets. To stay 
competitive and meet customer expectations, retailers 
are increasingly turning to technology and automation. 

Many grocers worldwide have adopted warehouse 
management systems (WMS) to streamline their opera
tions. A WMS helps supermarket retailers by managing 
inventory more effectively, reducing operational costs, 
enhancing customer satisfaction and adapting to 
changing demands and regulations. This adoption enables 
supermarkets to innovate continuously, offering a seam
less shopping experience both online and in-store. SR
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