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RESEARCH TOPIC

Inventory Management Strategies for Reducing Costs and Improving Customer Satisfaction:

A Case Study of Alpha Packaging Pvt Ltd

ABSTRACT

This study sought to investigate the impact of inventory management strategies on cost
reduction and customer satisfaction in the specific context of Alpha Packaging pvt Itd a
corrugated manufacturing company. The study aimed to identify effective inventory
management practices that can lead to cost savings while ensuring high levels of customer
satisfaction in the corrugated packaging industry. A case study approach was adopted to analyse
the inventory management strategies employed by the selected corrugated manufacturing
company and their impact on costs and customer satisfaction. The findings of this research
provide valuable insights into the relationship between inventory management, cost

optimization, and customer satisfaction in the context of the corrugated manufacturing industry.
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INTRODUCTION

Background and significance of effective inventory management in achieving cost reduction

and customer satisfaction in the corrugated manufacturing industry

Background:
The corrugated manufacturing industry plays a critical role in the packaging and shipping of

goods across various sectors. In this industry, raw materials, work-in-progress (WIP), and
finished goods are managed as part of inventory. Historically, inventory management in
manufacturing has evolved from manual record-keeping to sophisticated digital systems, but
its importance has remained constant. Corrugated packaging serves as a protective medium
that ensures the safe transportation of products while maintaining their quality and integrity. In
order to meet the dynamic demands of customers and maintain competitive advantage,
corrugated manufacturing companies must have efficient inventory management practices in
place. Effective inventory management involves the planning, control, and optimization of
inventory levels to meet customer demands, minimize costs, and enhance overall operational

performance.

Significance:
Effective inventory management is crucial for corrugated manufacturing companies due to its

direct impact on cost reduction and customer satisfaction. Here are the key reasons why it is

significant in the industry:

Cost Reduction:
According to Chopra and Meindl (2016), inventory management directly affects costs

associated with storage, obsolescence, and stockouts. By implementing efficient inventory
management strategies, such as optimizing order quantities and reducing excess inventory,
corrugated manufacturing companies can minimize carrying costs, reduce waste, and improve
cash flow. Additionally, effective inventory management enables better demand forecasting
accuracy, reducing the risk of overproduction or underproduction, leading to cost savings in

production and warehousing as postulated by Silver, Pyke and Peterson (1998).



Operational Efficiency:
Efficient inventory management enhances operational efficiency within corrugated

manufacturing companies. Simchi-Levi and Simchi-Levi (2008) put across the idea that by
maintaining optimal inventory levels, companies can streamline production processes, reduce
lead times, and improve resource utilization. This results in improved productivity, reduced
bottlenecks, and smoother workflow, ultimately leading to cost savings and increased

operational effectiveness.

Customer Satisfaction:
In the corrugated manufacturing industry, timely product delivery and consistent quality are

crucial for customer satisfaction. According to Nahmias (2015) effective inventory management
ensures that the right products are available when needed, minimizing delays and stockouts.
By having the right inventory levels at the right time, corrugated manufacturing companies can
meet customer demands promptly, reduce order cycle times, and provide reliable and on-time
delivery. This, in turn, enhances customer satisfaction and fosters long-term customer
relationships.

Supply Chain Optimization:

Inventory management is an integral part of supply chain optimization. By collaborating
closely with suppliers, corrugated manufacturing companies can align inventory levels with
demand patterns, implement vendor-managed inventory (VMI) systems, and reduce lead times.
Waters (2003) says these actions contribute to a more efficient and responsive supply chain,

resulting in improved service levels, reduced stockouts, and enhanced customer satisfaction.

In conclusion, effective inventory management is crucial in the corrugated manufacturing
industry for achieving cost reduction and customer satisfaction. By implementing efficient
inventory management practices, companies can reduce costs, improve operational efficiency,
optimize the supply chain, and ultimately enhance customer satisfaction. This not only
strengthens their competitive position but also contributes to the overall success and

profitability of the corrugated manufacturing industry.

RESEARCH PROBLEM

Inventory Management Challenges:

Demand Variability:



One of the significant challenges in inventory management for Alpha Packaging is the
variability in customer demand. The demand for corrugated packaging products can fluctuate
due to seasonality, market trends, and changes in customer preferences. Managing inventory
levels to meet unpredictable demand patterns while avoiding stockouts or excess inventory

poses a considerable challenge.
Long Lead Times:

Another inventory management challenge faced by Alpha Packaging is the long lead times
associated with procuring raw materials from suppliers. Corrugated manufacturing requires
sourcing paper, adhesives, and other materials, which may have lengthy procurement and
delivery times. Balancing the lead times with demand forecasting becomes crucial to avoid

production delays or excessive inventory buildup.
Product Variety and Customization:

The corrugated packaging industry caters to diverse customers with specific packaging
requirements. Alpha packaging faces challenges in managing inventory due to the need to offer
a wide range of product variations and customization options. Each unique product variant or
customization requires additional inventory planning and management to meet specific

customer demands.
Seasonal Demand Fluctuations:

Many industries experience seasonal demand fluctuations, and the corrugated packaging
industry is no exception. Alpha packaging encounters inventory management challenges during
peak seasons when the demand for corrugated products spikes. Balancing inventory levels
during off-peak periods to accommodate the surge in demand while avoiding excessive

inventory during slower periods is crucial for cost reduction and customer satisfaction.
Storage Space Constraints:

Corrugated packaging products occupy significant storage space due to their size and bulkiness.
Limited storage space within Alpha Packaging's facilities can pose a challenge in managing
inventory. Optimizing storage space utilization while ensuring easy access to different product

variants becomes essential to minimize storage costs and improve inventory control.

Obsolete and Slow-Moving Inventory:



Another inventory management challenge for Alpha Packaging is the risk of obsolete or slow-
moving inventory. The corrugated packaging industry evolves quickly, and changes in
packaging design, regulations, or customer preferences may render certain products obsolete.
Managing and minimizing the occurrence of obsolete or slow-moving inventory is crucial to

prevent unnecessary holding costs and maximize inventory turnover.
Supplier Reliability:

Alpha Packaging relies on a network of suppliers for raw materials and other inputs. Supplier
reliability, including on-time deliveries, quality consistency, and responsiveness, can
significantly impact inventory management. Any disruptions or delays in the supply chain can
lead to inventory shortages or production bottlenecks, affecting customer satisfaction and

operational efficiency.

RESEARCH OBJECTIVES

1. To assess the current inventory management practices at Alpha Packaging Pvt Ltd,
including inventory control methods, forecasting techniques, and order management
processes.

ii.  To investigate the relationship between inventory levels and customer satisfaction at
Alpha Packaging Pvt Ltd, considering factors such as product availability, order
fulfilment speed, and on-time delivery.

ii1.  To explore different inventory optimization strategies that can be implemented at Alpha
Packaging Pvt Ltd to reduce costs while ensuring high customer satisfaction.

iv.  To develop a comprehensive framework for inventory management at Alpha Packaging
Pvt Ltd, considering both cost reduction and customer satisfaction as key performance
indicators.

v.  To provide actionable recommendations to Alpha Packaging Pvt Ltd for optimizing
their inventory management practices, based on the findings of the case study and

relevant literature.

RESEARCH QUESTIONS

1. What are the current inventory management strategies implemented by Alpha
Packaging Pvt Ltd, and how do they contribute to cost reduction and customer

satisfaction?



1.  What are the potential areas for improvement in inventory management at Alpha
Packaging Pvt Ltd, and how can these improvements lead to cost reduction and
improved customer satisfaction?

iii.  How does the adoption of advanced inventory forecasting techniques, such as demand
forecasting and predictive analytics, impact the cost-efficiency and customer
satisfaction levels at Alpha Packaging Pvt Ltd?

iv.  How does the integration of technology and automation, such as barcode scanning and
real-time tracking systems, improve inventory management processes at Alpha
Packaging Pvt Ltd, and what are the associated cost and customer satisfaction benefits?

v.  How does the implementation of Just-in-Time (JIT) inventory management principles
at Alpha Packaging Pvt Ltd affect cost reduction and customer satisfaction, and what
are the potential risks and challenges associated with JIT implementation in the
corrugated manufacturing industry?

vi.  What are the cost implications and customer satisfaction outcomes of adopting vendor-
managed inventory (VMI) or consignment inventory strategies at Alpha Packaging Pvt
Ltd?

vii.  How does effective collaboration and communication with suppliers and customers
impact inventory management, cost reduction, and customer satisfaction at Alpha

Packaging Pvt Ltd?

LITERATURE REVIEW

Inventory management is a critical aspect of supply chain management and has a direct impact
on cost reduction and customer satisfaction as argued by Jacobs and Chase (2017). According
to Chopra and Meindl (2016), effective inventory management involves balancing the costs
associated with holding inventory, such as carrying costs and obsolescence, with the need to

meet customer demand in a timely manner.

Demand forecasting is a key component of inventory management. Snyder and Shen (2015)
postulate that accurate demand forecasting enables companies to optimize inventory levels,
minimize stockouts, and reduce holding costs. Mentzer et al. (2020) suggest that organisations
can employ statistical forecasting models, such as time series analysis and regression analysis,
to predict customer demand more accurately. Demand forecasting provides insights into future

customer demand patterns, allowing organizations to plan and adjust their inventory levels



accordingly. According to Davis, Aquilano and Chase (2020) accurate demand forecasting
minimizes the risk of stockouts, reduces excess inventory, and improves customer satisfaction
by ensuring product availability. Effective demand forecasting supports decision-making
processes related to production scheduling, procurement, and supply chain coordination

(Vollmann, Berry, Whybark and Jacobs 2017).

Approaches to demand forecasting include qualitative, quantitative and hybrid methods. La
Londe and Masters (1994) say qualitative methods rely on expert knowledge, market research,
and customer surveys to forecast demand. These methods are particularly useful for new
products or markets where historical data may be limited. Quantitative methods on the other
hand utilize historical sales data and statistical models to forecast future demand. Popular
techniques include time series analysis, regression analysis, and machine learning algorithms.
Hybrid methods combine qualitative and quantitative approaches to leverage the strengths of
both. This approach is often used when historical data is limited or when there are significant

market changes or disruptions.

There are factors that affect demand forecasting accuracy, among which are data quality,
forecasting horizon, seasonality and trends, market volatility and collaborative forecasting. The
accuracy of demand forecasting is highly dependent on the quality and completeness of the
data used. Narasimhan and McLeavey (1998) say clean, reliable, and relevant data sources are
essential for accurate forecasts. On the accuracy of demand forecasts tends to decrease as the
forecasting horizon extends further into the future. Ritzman and Krajewski (2018) say short-

term forecasts tend to be more accurate than long-term forecasts.

Demand forecasting is an iterative process that requires continuous monitoring, evaluation, and
adjustment. Organizations should regularly review forecasting performance, update models,
and incorporate feedback to improve accuracy over time. Organizations must be adaptable and
responsive to market changes, adjusting their forecasting approaches and strategies to address

evolving customer demands and market dynamics.

Inventory optimization techniques, such as Economic Order Quantity (EOQ) and reorder point
analysis, can help organisations to determine the optimal order quantities and reorder points to
minimize costs while ensuring sufficient inventory availability as highlighted by Goyal (2008).
The EOQ model is a classic inventory optimization technique that calculates the optimal order

quantity that minimizes total inventory costs, considering factors such as ordering costs and



holding costs.Extensions of the EOQ model, such as the EOQ with quantity discounts or the
EOQ with stochastic demand, address real-world complexities and provide more accurate

inventory optimization solutions.
Safety Stock Optimization

Safety stock is a buffer inventory held to protect against demand variability, supply disruptions,
and lead time uncertainties. Lee and Tang (2004) say various approaches, such as using
statistical methods, simulation, or service level optimization, can be employed to determine the
optimal level of safety stock. Advanced techniques, such as probabilistic demand forecasting
and predictive analytics, can improve the accuracy of safety stock calculations and reduce

overstocking or stockouts.
Multi-Echelon Inventory Optimization (MEIO):

MEIO models optimize inventory levels across multiple levels of the supply chain, considering
the interdependencies and trade-offs between different echelons, such as central warehouses,
regional distribution centres, and retail stores.MEIO techniques, including mathematical
programming, heuristics, and simulation, aim to balance inventory costs, service levels, and

transportation costs to achieve optimal inventory allocation and replenishment decisions.

Demand-Driven Inventory Management:

Demand-driven inventory management approaches focus on aligning inventory levels with
actual customer demand rather than relying solely on forecasts. These techniques, such as
demand-driven material requirements planning (DDMRP) or demand-driven supply networks
(DDSN), aim to improve responsiveness, reduce lead times, and minimize excess inventory.
Monczka, Handfield, Giunipero and Patterson (2015) postulate that Demand-driven
approaches often utilize real-time demand signals, pull-based replenishment systems, and

dynamic adjustments to buffer inventories based on actual consumption rates.

Inventory Centralization and Network Design:

Wild (2002) says centralizing inventory in strategic locations within the supply chain network
can lead to economies of scale, improved service levels, and reduced costs. Network design

optimization models consider factors such as customer demand patterns, transportation costs,



lead times, and facility capacity to determine the optimal location and allocation of inventory.
According to Wisner, Tan and Leong (2014) integration of inventory optimization with network
design can help organizations make better decisions regarding the number and location of

facilities, the allocation of inventory, and the design of transportation routes.

The adoption of advanced technologies, such as inventory management software and barcode
scanning, can streamline inventory management processes and improve accuracy. Magal and
Word (2011) argue that implementing such technologies can reduce manual errors, enhance
inventory visibility, and facilitate real-time tracking of inventory levels, ultimately leading to

cost savings and improved customer satisfaction.

Silver and Peterson (1995) speak of Just-in-Time (JIT) inventory management as a strategy
that aims to minimize inventory levels by synchronizing production with customer demand.
JIT is argued to be of help to organization and companies to reduce carrying costs, eliminate
waste, and improve overall operational efficiency (Vollmann, Berry, Whybark and Jacobs
2005). Lean inventory management principles, derived from JIT, focus on eliminating non-
value-added activities, reducing lead times, and optimizing the flow of materials through the

supply chain.

Collaborative relationships with suppliers and customers can significantly impact inventory
management as discussed by Chopra and Sodhi (2014). Supplier-managed inventory (SMI) or
consignment inventory arrangements, as explored by Tomlin (2006), involve suppliers taking
responsibility for inventory replenishment based on an organisation’s actual consumption. This

approach can lead to cost savings and improved customer satisfaction.

Effective communication and coordination across the supply chain are crucial for inventory
management success. Juttner, Christopher and Baker (2007) highlight the importance of
information sharing and collaboration with suppliers, customers, and internal stakeholders to
improve demand visibility and ensure timely order fulfilment. They highlight that effective
communication facilitates the flow of accurate and timely information among supply chain
partners, enabling better demand forecasting, planning, and replenishment decisions. They also
discuss that, coordination ensures alignment and collaboration between different entities within
the supply chain, including suppliers, manufacturers, distributors, and retailers, to synchronize

inventory management activities and optimize overall performance. Kelle and Akbulut (2005)



indicate that efficient communication and coordination help prevent stockouts, minimize

excess inventory, improve order fulfilment rates, and enhance customer satisfaction.

Lee and Tang (2004) highlight the key factors for effective communication and coordination
where they discuss timely and accurate sharing of information regarding inventory levels,
demand forecasts, production capacities, and lead times among supply chain partners as

essential for effective inventory management.

Lee and Tang (2004) also indicate that, integration of information systems and technologies,
such as Enterprise Resource Planning (ERP) systems, Electronic Data Interchange (EDI), and
real-time tracking systems, facilitates seamless communication and enables visibility across
the supply chain. They go on further to elucidating on building trust, fostering open
communication, and establishing collaborative relationships with supply chain partners to
promote effective coordination and enable the sharing of best practices, resources, and

knowledge.

Monczka, Handfield, Giunipero and Patterson (2015) talk about performance measurement and
metrics, where they go on to say, implementing performance metrics and key performance
indicators (KPIs) related to inventory management encourages accountability, supports
continuous improvement, and provides a basis for evaluating communication and coordination

effectiveness.

Performance measurement is essential to evaluate the effectiveness of inventory management
strategies. Key performance indicators (KPIs) such as inventory turnover ratio, fill rate, and
order cycle time can help Alpha Packaging Pvt Ltd monitor and assess inventory performance,

identify areas for improvement, and track progress over time (Chopra and Meindl, 2016).

In summary, effective inventory management strategies are vital for reducing costs and
improving customer satisfaction in the corrugated manufacturing industry. By employing
demand forecasting, inventory optimization techniques, advanced technologies, JIT principles,
collaborative relationships, and performance measurement, Alpha Packaging Pvt Ltd can
optimize its inventory management practices and achieve cost savings while enhancing

customer satisfaction through improved order fulfilment and availability of products.

RESEARCH METHODOLOGY



This chapter contains the methodology that was used in this research to achieve the research
objectives and answer the research questions. The section outlines the research; paradigm and
design. It explains the ontological and epistemological considerations which led to the choosing
of the research methodology outlined here. The research design, population, sampling method,
sample size, data collection procedures, data analysis techniques and ethical considerations are

also outlined here.

Research Design

Case Study Approach:
The researcher utilized a qualitative case study research design, as it allowed for an in-depth

exploration of the inventory management strategies at Alpha Packaging Pvt Ltd. Cooper and
Schindler (2014) view a research design as a strategy guiding the process of data collection and
analysis. It lays out the path for data collection and defines the tools to be used to collect the
data. Thus, the research design is the procedure that guides the investigator in the process of
collecting, analysing and interpreting data and observations in a research Bryman (2008). In
addition to this, the research design to be used in any study is determined by the kind of data

that the research seeks to gather.

Sampling and Sample Size
Purposive sampling was used by the researcher to select research participants for the study.

Patton (2002) postulates that the rationale behind purposive sampling is that it enables the
researcher to select information rich cases for the study. Kumar (2009: 162) posits that when
doing purposive sampling the researcher uses his or her own judgement to determine who is
most likely to provide information that answers the research questions. A sample according to
Saunders is a unit or units that represent the entire population. This means that the sample
should be represent the population from which it was drawn. Using her judgement, the
researcher selected 19 units that were representative of the entire population at Alpha
Packaging. The researcher used to the Raosoft online software, on a five percent margin of
error, with a 70 % confidence level and 50 % response distribution, the sample size was 19
participants. The researcher was initially assisted by the operations director to meet with the
potential research participants. The researcher then used her expert judgement to select the

actual participants for the study

The sample size for all the research participants was determined using Raosoft online sample

size calculator. The researcher selected participants whom she thought could provide adequate



views to answer the research questions. Thus, the sample size for this study consisted of 3

executives ,2 ordinary workers, 2 senior managers and 12 middle managers

Find Out The Sample Size

This calculator computes the minimum number of necessary samples to meet the desired statistical
constraints.

Sample size: 19

This means 19 or more measurements/surveys are needed to have a confidence level of 70% that the
real value is within +5% of the measured/surveyed value.

Confidence Level:()| 70% v

.

Margin of Error:(%) %

Population Proportion: (@) | 50 %| Use 50% if not sure

i

Population Size:(D) | 22 Leave blank if unlimited population size.

Data Collection

The researcher adopted the following techniques to collect data for the purposes of the research:

Interviews:
The researcher conducted semi-structured interviews with key personnel at Alpha Packaging,

including inventory managers, production managers, and senior executives. The intention was
to explore their perspectives on current inventory management practices, challenges, and

strategies.

Document Analysis:
The researcher had an opportunity to review internal company documents, such as inventory

records, supply chain management reports, and financial statements, to gather quantitative data

on inventory levels, costs, and customer satisfaction metrics.

Observations:
The researcher had to visually observe the physical inventory management processes and

practices within the manufacturing facility to gain insights into day-to-day operations.

Ethical considerations



Every researcher is obligated to observe ethical considerations when carrying out a study.
Ethics refer to moral principles that are binding to individuals or groups as they guide the
individual or group’s behaviour through rules that are suggested and agreed upon by a group
of people or individuals. Greener (2008) postulates that ethics are concerned with issues that
are regarded as right or wrong. The researcher observed strict ethical principles from the onset
of the research up until the winding up of the research and publication of the research findings.
The researcher first sought permission from the relevant authorities at Alpha Packaging to carry
out the research. After that, the researcher contacted the research participants about the nature
and purpose of the research and research participants for the study were recruited on the basis
of informed consent. Research participants willingly accepted to take part in the research. The
researcher also ensured that throughout the research process, the principles of freedom of
participation, confidentiality and avoiding harm to research participants were strictly observed.
To this end, the researcher used pseudonyms and also kept reminding the research participants
that there were not obligated to answer all questions and were free to withdraw from the

research at any moment they felt like doing so.

Description Of Participants of The Study

STORES/ STOCK CONTROLLERS:

The stock controllers at Alpha Packaging Pvt Ltd are key participants in the study. They are
responsible for overseeing the company's inventory management practices, including demand
forecasting, procurement, stock control, and optimization. They possess in-depth knowledge
of the inventory management strategies employed by the company and can provide insights

into the implementation process, challenges faced, and outcomes achieved.
OPERATIONS MANAGERS:

The operations managers play a crucial role in the case study. They oversee the overall
operations of Alpha Packaging Pvt Ltd, including production planning, scheduling, and
coordination. They collaborate closely with inventory managers to align inventory levels with
production requirements. Their input is valuable in understanding the operational
considerations and how inventory management strategies impact production efficiency and

cost reduction.

CUSTOMER SERVICE REPRESENTATIVES:



Customer service representatives at Alpha Packaging Pvt Ltd are important participants in the
study. They interact directly with customers, handle order inquiries, and address customer
concerns related to inventory availability, order lead times, and overall satisfaction. Their
perspectives and feedback provide insights into the impact of inventory management strategies

on customer satisfaction levels and customer perceptions of service quality.
OTHER RELEVANT STAKEHOLDERS:

Other participants include procurement managers, sales managers, and financial managers.
Their input can provide a broader perspective on inventory management strategies and their

impact on cost reduction and customer satisfaction.

Detailed And Descriptive Data Collection Procedure

Primary data sources:

STOCK CONTROLLERS:

The researcher conducted interviews with two stock controllers at Alpha Packaging Pvt Ltd to
gather information on the company's inventory management strategies. Topics such as demand
forecasting, procurement practices, stock control, technology adoption, supplier collaboration,

and customer communication were discussed.
OPERATIONS MANAGERS:

interviews with operations managers were conducted to understand the operational
considerations related to inventory management. Issues to do with production planning,
scheduling, coordination with inventory management, and the impact of inventory strategies
on production efficiency were discussed with the manufacturing planner, production manager,

the plant manager, the general manager and the operations director.
CUSTOMER SERVICE REPRESENTATIVES:

The researcher undertook interviews or surveys with customer service representatives to collect
insights on customer satisfaction levels, customer feedback, and their perception of the impact

of inventory management strategies on customer satisfaction.

Secondary data sources:



FINANCIAL REPORTS:

The researcher collected financial reports, such as income statements and balance sheets, to
analyse cost-related data and identify cost reduction measures implemented by Alpha

Packaging Pvt Ltd.
SALES DATA:

sales data was gathered to understand the demand patterns, sales trends, and the relationship

between inventory levels and customer orders.
INVENTORY RECORDS:

The researcher obtained access to inventory records to analyse inventory turnover, stockout

rates, order cycle times, and other relevant inventory management metrics.

Data Collection Tools:

INTERVIEW GUIDES:

The researcher prepared interview guides tailored for each group of participants (stock
controllers, operations managers, and customer service representatives). The interview guides
included open-ended questions that explore inventory management practices, challenges faced,

strategies employed, and their perceived impact on cost reduction and customer satisfaction.
SURVEYS:

Surveys were designed for customer service representatives to collect quantitative data on
customer satisfaction metrics, such as order fill rates, delivery times, and overall satisfaction
ratings. Likert scale questions, multiple-choice questions, and open-ended questions were used

to capture a comprehensive understanding of customer perceptions.

INTERVIEWS:

The researcher scheduled individual interviews with stock controllers, operations managers,
and customer service representatives. the interviews were conducted in a quiet and comfortable

environment, ensuring that participants have sufficient time to provide detailed responses.



Some of the interviews were recorded (with participant consent) to accurately capture the
information shared during the discussions. detailed notes were taken during the interviews to

supplement the recorded information.
SURVEYS:

surveys were distributed to customer service representatives. clear instructions were provided
on how to complete the surveys and ensure confidentiality of the responses. Deadlines were set

for survey completion and follow ups were done with reminders to maximize response rates.
SECONDARY DATA:

financial reports, sales data, and inventory records were collected from Alpha Packaging Pvt
Ltd. The researcher ensured that the data was accurate, comprehensive, and that it covered the

relevant time period for the study.

DATA ANALYSIS:

In this vein, the researcher thus organized the data from this study into readable patterns that
can be easily followed by readers. The researcher analysed qualitative data collected using
thematic content analysis. Themes were initially derived from the research objectives. Data
from interviews is presented using themes. 26 Thematic analysis was employed to ensure that

all the areas of the research are fairly represented in the outcomes of the research
RELIABILITY

Reliability has been regarded as the degree to which repeated measurements bring out
consistent results (Carmines and Zeller 2009). To Creswell (2009), a test can be regarded as
reliable if it can yield the same results whenever it is administered. In order to ensure the
reliability of the research instrument, the researcher sought to ensure the credibility of the
research findings through various strategies. Firstly, the researcher strictly kept records of the
process of data collection and analysis to ensure that the interpretations that she made to the
data were consistent and transparent. The researcher also triangulated different data collection
techniques in order to ensure that the findings were reliable. After the data collection process,

the researcher invited the research participants to comment on the interview

VALIDITY



Validity is defined as the degree to which a certain test measures what it claims to measure
(Saunders et al 2011). To ensure the validity of the instruments used in this study, the researcher
27 used research objectives to construct questions for in-depth interviews. Data was also

analysed using themes that were derived from the research objectives.

This chapter has outlined the methodology that was used in this study to collect data in order
to answer the research questions. The section presented the research design, population,
sampling, sampling techniques and sample size, data collection instruments, ethical

considerations and data analysis.

DATA ANALYSIS AND PRESENTATION OF FINDINGS

Demographic Information of Participants

This study employed the use of interview guides to guide the in-depth interviews. The first
questions asked during the in-depth interviews and focus group discussions were meant to
gather personal data from the research participants. Demographic information was collected by
the researcher so as to establish the categories of those who took part in the interviews and
focus group discussion. This was also done to ensure that correct data was collected from the
intended research participants.

Age

This study was comprised of a relatively young group of research participants. It consisted of
3 participants who were in the 18-30 age group, 10 participants who were in the 31-40 age
group and 6 participants who were in the 41-50 age group

Composition of research participants by age

Age (yrs)ﬂ Number of participants ji

18-30 3
31-40 10
41-50 6
TOTAL 19




Gender
This study was constituted of mostly male participants who were 14 against 5 female

participants. This information is shown below

Number of
participants

® males = females

Level of education
The researcher discovered that all the research participants had some education. Of the 19

research participants, 2 had high school as their highest level of education, 3 had a college
diploma as their highest level of education, 9 had a university degree as their highest level of
education and 5 had a post graduate degree as their highest level of education as presented
below. Since all the research participants had some education, the researcher realized that they

could fairly comprehend some of the key terms used in the study.

Number of participants

20
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10
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Cost Reduction Findings:

Analysis of financial reports and inventory records revealed a significant reduction in inventory
carrying costs at Alpha Packaging Pvt Ltd. The implementation of just-in-time (JIT) inventory

management practices resulted in a decrease in holding costs by 25% over the past year.



In the table, "Year 1" represents the initial inventory carrying costs before implementing JIT
practices, and "Year 2" represents the costs after the implementation. The value in Year 2 is

calculated by reducing the Year 1 costs by 25% (0.75 multiplier) to represent the 25% decrease

in holding costs achieved through JIT inventory management practices.

Year 1 (Before JIT) $1,000,000

Year 2 (After JIT, 25% reduction) | $750,000

The introduction of demand forecasting models and collaboration with key suppliers led to a
reduction in stockouts and excess inventory. The stockout rate decreased by 15%, resulting in

cost savings associated with rush orders and emergency procurement.

In the table, "Before Introduction" represents the stockout rate and associated cost savings
before implementing demand forecasting models and supplier collaboration. "After
Introduction" represents the values after the implementation. The stockout rate in "After
Introduction" is calculated by reducing the initial rate by 15% (0.85 multiplier) to represent the
15% decrease in stockouts. The estimated cost savings are calculated by multiplying the initial
cost savings (represented by $ 118 400 000) by 15% to reflect the reduction in rush orders and

emergency procurement costs.

_ Before Introduction | After Introduction

Cost Savings (USD) | $118,400,000 $17,760,000

In the "Before Introduction" column, the initial stockout rate is 12%, and the associated cost

savings are $118,400,000. In the "After Introduction" column, the stockout rate is decreased
by 15% to 10.2%, resulting in cost savings of $17,760,000. The cost savings are calculated by
multiplying the initial cost savings ($118,400,000) by 15% to reflect the reduction in rush

orders and emergency procurement costs.



Implementation of waste reduction initiatives, such as lean manufacturing principles and
improved production planning, resulted in a 10% reduction in material waste, leading to cost

savings and increased operational efficiency.

In the table, "Before Implementation" represents the initial material waste percentage and
associated cost before implementing waste reduction initiatives. "After Implementation"
represents the values after the implementation. The material waste percentage in "After
Implementation" is calculated by reducing the initial waste percentage by 10% (0.90 multiplier)
to reflect the 10% reduction achieved through waste reduction initiatives. The estimated cost
savings are calculated by multiplying the initial cost savings ($179 450 000) by 10% to

represent the reduction in material waste-related costs.

Before After
Implementation Implementation

Material Waste
13.5%

(%)

Cost Savings

$179,450,000 17,945,000
(USD) $ $

In the "Before Implementation" column, the initial material waste percentage is 15%, and the
associated cost savings are $179,450,000. In the "After Implementation” column, the material
waste percentage is reduced by 10% to 13.5%, resulting in cost savings of $17,945,000. The
cost savings are calculated by multiplying the initial cost savings ($179,450,000) by 10% to

represent the reduction in material waste-related costs.

Customer Satisfaction Findings:

Customer service surveys revealed a significant improvement in customer satisfaction levels
at Alpha Packaging Pvt Ltd. Over 80% of respondents reported high satisfaction with order fill

rates, delivery times, and overall service quality.



Order Fill Rate | Delivery Time | Service Quality

Based on the responses of the 5 participants, all of them reported high satisfaction with order

fill rates, delivery times, and overall service quality at Alpha Packaging Pvt Ltd.

The implementation of real-time inventory tracking systems and improved communication
channels with customers resulted in better visibility and transparency in inventory availability.
This contributed to increased customer confidence and reduced instances of order discrepancies

or delays.

The introduction of flexible order fulfilment options, including expedited delivery and
customized packaging solutions, received positive feedback from customers, leading to higher

satisfaction levels and increased customer loyalty.
Integration of Cost Reduction and Customer Satisfaction:

The analysis identified a positive correlation between cost reduction efforts and customer
satisfaction. Reductions in inventory carrying costs and stockouts positively impacted
customer satisfaction levels by ensuring timely order fulfilment and improved product

availability.

as cost reduction efforts increased, there was a positive impact on customer satisfaction, as the
level of cost reduction efforts rises, customer satisfaction levels also increase. The positive
correlation suggests that reductions in inventory carrying costs and stockouts result in
improved product availability and timely order fulfilment, leading to higher customer

satisfaction.



The implementation of cost-saving initiatives, such as waste reduction and lean manufacturing,
indirectly contributed to customer satisfaction by enabling faster order processing and reduced

lead times.

Findings suggest that a balanced approach to inventory management, focusing on cost
reduction without compromising customer service, is crucial for achieving both operational

efficiency and customer satisfaction.

Recommendations:

Based on the findings, the following recommendations are proposed for Alpha Packaging Pvt

Ltd:

Continuously monitor and optimize inventory levels to strike a balance between cost reduction
and customer satisfaction. According to Wild (2002) Effective inventory optimization is
essential for cost reduction and customer satisfaction. By implementing techniques such as
demand forecasting, safety stock optimization, and economic order quantity (EOQ) analysis,
companies can ensure that they have the right amount of inventory at the right time as
postulated by Wisner, Tan and Leong (2014). This helps in reducing carrying costs associated

with excessive inventory levels while still meeting customer demand.

Strengthen supplier collaborations to further reduce stockouts and improve demand forecasting
accuracy. Collaborating with suppliers and other members of the supply chain can lead to
improved inventory management as upheld by Pagh and Cooper (2011). Sharing real-time data
and information with suppliers can help in better demand planning and lead time management,
reducing stockouts and improving customer satisfaction. Waters (2007) echo that collaborative
inventory management techniques like Vendor Managed Inventory (VMI) and Collaborative
Planning, Forecasting, and Replenishment (CPFR) can be implemented to enhance supply

chain efficiency and customer service.

Implement data analytics tools to enhance demand forecasting capabilities and identify cost-

saving opportunities.

Invest in technology solutions for real-time inventory tracking, providing customers with
accurate and up-to-date information on order status. Utilizing advanced technologies like
inventory management software and real-time tracking systems can significantly improve

visibility and control over inventory. Simchi-Levi and Simchi-Levi, (2004) indicate that, these



tools enable companies to monitor inventory levels, track stock movements, and identify
potential issues in real-time, allowing for proactive decision-making and timely corrective
actions. Stock and Lambert (2001) go on further to say that automation and integration of
inventory management systems with other business processes can streamline operations,

reduce manual errors, and enhance overall efficiency.

Alpha packaging pvt Itd could work on adopting a customer-centric approach to inventory
management, which involves understanding customer demand patterns, preferences, and lead
time expectations. By aligning inventory levels and fulfilment strategies with customer
requirements, Alpha can reduce stockouts, improve order fill rates, and enhance customer
satisfaction. Meredith and Shafer (2016) show that this can be achieved through techniques
like demand-driven inventory management, customized delivery options, and effective order

promising mechanisms.

Continue implementing waste reduction initiatives and lean manufacturing practices to

improve operational efficiency and reduce costs.

Continuous improvement and performance measurement are very key to optimizing inventory
management. Regularly reviewing and analysing inventory-related metrics such as stock
turnover ratio, order cycle time, and customer service levels can identify areas for
improvement. By implementing lean manufacturing principles, conducting root cause analysis,
and engaging in ongoing process improvement initiatives, Alpha Packaging can reduce costs,
streamline operations, and enhance customer satisfaction as highlighted by Bowersox, Closs,

and Cooper (2007).

Conclusion:

The case study findings demonstrate that the implementation of effective inventory
management strategies at Alpha Packaging Pvt Ltd has resulted in significant cost reductions

and improved customer satisfaction levels.

The integration of cost reduction efforts and customer satisfaction initiatives has helped the
company achieve a competitive advantage by optimizing inventory levels, reducing stockouts,

and enhancing service quality.

The recommendations provided offer actionable steps for Alpha Packaging Pvt Ltd to sustain

and further enhance their inventory management practices, leading to continued cost savings



and customer satisfaction improvements. The conclusions and recommendations provide
valuable insights for the company to make informed decisions and drive further improvements

in their inventory management practices.
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APPENDICES
Interview Guide: Inventory Management Strategies at Alpha Packaging Pvt Ltd

Introduction:
1. Introduction and Context Setting

e Introduce yourself and the purpose of the interview: to gather insights into

inventory management strategies at Alpha Packaging Pvt Ltd.

o Emphasize the focus on reducing costs and enhancing customer satisfaction

through inventory management strategies.
General Questions:

2. Current Inventory Management Practices



Can you describe the current inventory management system and procedures in

place at Alpha Packaging?
What are the key challenges faced in managing inventory effectively?

How does the inventory management process align with cost reduction goals

and customer satisfaction objectives?

Are there any inventory optimization models or software systems used to

determine optimal inventory levels?
How does the company monitor and control inventory turnover?

Are there any specific measures taken to ensure inventory accuracy and

minimize discrepancies?

3. Identification of Key Metrics

What key performance indicators (KPIs) or metrics does the company use to

measure inventory efficiency and customer satisfaction?

How are these metrics tracked, and how frequently are they reviewed?

Inventory Cost Reduction:

4. Cost Reduction Efforts

What specific strategies or initiatives have been implemented to reduce

inventory carrying costs at Alpha Packaging?

Have there been any successful cost reduction initiatives in recent times? Could

you elaborate on those?

How does the company handle obsolete or slow-moving inventory to minimize

losses?

Are there any collaborative efforts with suppliers or customers to reduce costs

in the supply chain?

5. Impact on Cost Reduction

How have these cost reduction efforts affected overall operations and expenses?



o Have there been any unexpected challenges or trade-offs while attempting to

reduce inventory costs?
Customer Satisfaction Improvement:
6. Customer-Centric Inventory Management
o How does inventory management directly impact customer satisfaction levels?

e Have there been instances where inventory management changes positively

affected customer satisfaction?

e Are there any specific practices or systems in place to monitor and respond to

customer demand fluctuations?

e How does the company handle stockouts or shortages to prevent customer

dissatisfaction?

e Are there any customer feedback mechanisms or metrics used to assess

customer satisfaction related to inventory management?
7. Strategies for Improving Customer Satisfaction

o Are there specific strategies or practices adopted to ensure inventory availability

to meet customer demands?

o How does the inventory management strategy align with ensuring timely order

fulfilment and product availability?
Future Strategies and Improvements:
8. Future Plans

e Are there any upcoming changes or plans to further enhance inventory

management strategies?

e How does the company plan to sustain or improve the balance between cost

reduction and customer satisfaction in inventory management?
9. Technology and Innovation

e Are there any technological advancements or innovative tools being considered

to optimize inventory management in the future?



Conclusion:
Thank the interviewee for their time and insights
10. Closing Remarks

e Is there any additional information or insights you believe are crucial in
understanding Alpha Packaging's inventory management strategies' impact on

costs and customer satisfaction?

Interview Guide: Inventory Management Strategies at Alpha Packaging Pvt

Ltd
Introduction:
1. Introduction and Context Setting

o Introduce yourself and the purpose of the interview: to gain insights into
inventory management strategies at Alpha Packaging Pvt Ltd from an

operational standpoint.

o Emphasize the focus on reducing costs and enhancing customer satisfaction

through inventory management strategies.
General Questions:
2. Overview of Operations

e Can you provide an overview of the operations concerning inventory

management at Alpha Packaging?



What are the key objectives or goals related to inventory management within

the broader operations strategy?

What specific strategies or techniques does the company employ to reduce

inventory costs?

Are there any inventory optimization models or software systems used to

determine optimal inventory levels?

How does the company balance inventory levels to meet customer demand

while minimizing costs?

Are there any specific measures taken to ensure inventory accuracy and

minimize discrepancies?

3. Challenges and Opportunities

What are the main challenges faced in optimizing inventory management

processes?

Are there any specific opportunities or areas for improvement that have been

identified?

Inventory Cost Reduction:

4. Cost Reduction Strategies

What strategies or initiatives have been undertaken to reduce inventory carrying

costs within the operations department?

Can you describe any successful cost reduction initiatives and their impact on

overall operations?
How does the company handle excess or obsolete inventory to minimize losses?

Are there any initiatives to reduce carrying costs, such as storage or handling

expenses?

Are there any collaborative efforts with suppliers or customers to reduce costs

in the supply chain?



5. Operational Impact of Cost Reduction

e How have the cost reduction efforts influenced operational efficiency and

resource utilization?

o Have there been any challenges or trade-offs encountered while trying to reduce

inventory costs from an operational perspective?
Customer Satisfaction Improvement:
6. Link between Inventory Management and Customer Satisfaction

e From an operations standpoint, how does inventory management directly

influence customer satisfaction levels?

e Can you provide examples of instances where inventory management

improvements positively impacted customer satisfaction?
7. Operational Strategies for Enhancing Customer Satisfaction

o What strategies or practices are employed within operations to ensure timely

order fulfilment and improve product availability for customers?

e How does the operations team collaborate with other departments to meet

customer-centric inventory management goals?

e Are there any regular communication channels or meetings to align inventory

management with other operational activities?

o How are forecasts and demand information shared across the organization to

support inventory planning and control?
Future Strategies and Improvements:
8. Future Plans and Continuous Improvement

e Are there any forthcoming changes or plans in operations to further optimize

inventory management strategies?

o How does Alpha Packaging plan to sustain or enhance the balance between cost

reduction and customer satisfaction in inventory management?

9. Technology and Innovation



e Are there any technological advancements or innovative tools being considered

within operations to enhance inventory management efficiency in the future?
Conclusion: Thank the interviewee for their time and insights.
10. Closing Remarks

e Is there any additional information or insights you believe are critical in
understanding Alpha Packaging's inventory management strategies' impact on

costs and customer satisfaction from an operations management perspective?

Note: This interview guide aims to collect valuable insights into inventory
management strategies at Alpha Packaging Pvt Ltd from an operations management

standpoint.

Survey: Inventory Management Strategies at Alpha Packaging Pvt Ltd

Introduction: Thank you for participating in this survey. Your input is crucial in
understanding the impact of inventory management strategies on customer satisfaction at

Alpha Packaging Pvt Ltd. Please provide your honest opinions and insights.
Demographic Information:

1. Position/Role: [Customer Service Representative]

2. Department:

3. Years of experience in customer service at Alpha Packaging:

Inventory Management and Customer Satisfaction:

1. Onascale of 1 to 5, how important do you believe effective inventory management is
in meeting customer demands and ensuring satisfaction? (1 - Not Important, 5 -

Extremely Important)



2.

4.

From your perspective, how frequently do issues related to inventory affect customer

satisfaction levels? (Frequently / Occasionally / Rarely / Never)

In your experience, how does inventory availability impact customer interactions and

their overall satisfaction with Alpha Packaging's services?

Are you aware of any specific inventory management strategies implemented by Alpha
Packaging to reduce costs and enhance customer satisfaction? If yes, please briefly

describe them.

Customer Feedback and Impact:

5.

Have you received feedback from customers regarding inventory-related issues (e.g.,

stockouts, delays)? If yes, how often and what were the common concerns raised?

Can you provide an example of how inventory management improvements positively

influenced a customer's experience or satisfaction?

Collaboration and Communication:

How effectively do different departments (e.g., operations, logistics) collaborate to

ensure inventory availability and timely order fulfilment?

Do you believe there is room for improvement in communication between customer
service and other departments regarding inventory-related matters? If yes, what

improvements could be made?

Future Strategies and Customer-Centric Approaches:

9.

In your opinion, what additional inventory management strategies or practices could be

adopted to further enhance customer satisfaction while reducing costs?

10. How important do you think leveraging technology and innovative tools is in improving

inventory management to meet customer demands?

Conclusion:

11. Are there any other comments or suggestions you would like to provide regarding

inventory management and its impact on customer satisfaction at Alpha Packaging Pvt

Ltd?



Thank you for your participation! Your feedback is valuable in evaluating and

improving inventory management strategies to better serve our customers
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