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Marriage of convenience

SPECIAL REPORT: CP All matches students with 7-Eleven jobs to ease crunch, writes Srivipa Siripunyawit

iven the record of the past years,
it is certain that the hunger for
expansion of the country’s retail

business will carry on in the

future with more intense compe-
tition waiting around the corner. Above all,
the convenience store sector has continu-
ously welcomed new rivals and extracted
massive investment from existing key play-
ers each year.

According to one retail expert, in 2013
the convenience store sector grew by
8-10%, down from 18-22% growth a year
earlier, mainly due to weaker consumer
purchasing power. This year the ongoing
political impasse has dampened consumer
confidence and spending. But based on a
study by Kasikorn Research Center, sales
from overall retail business are forecast
to grow by 3-5% this year, up from 2.8%
in 2013.

At the end of last year, convenience
stores numbered 12,000 nationwide. Of
the total, 62% or 7,450 stores were 7-Eleven
stores run by CP All, the biggest player in
the industry, while the rest were outlets
of FamilyMart by Central FamilyMart
Ltd, Mini Big C by Big C Supercenter and
Lawson 108 by Saha Pathanapibul Plc and
Lawson of Japan.

CP All is Thailand’s biggest convenience store operator, with 7,500 7-Elevens nationwide

S "

The retail giant Tesco Lotus recently
joined the chorus by introducing its first
convenience store in Bangkok, called 365,
with a planto open five stores by year-end.

The market still has ample room to
grow as more and more people
adopt hurried lifestyles. The
popularity of ready-to-eat
meals on easy-to-fetch shelves
continues to draw customers.

Another virtue is that
convenience stores require
a smaller space to operate,
typically 80-200 square metres,
compared with other retail
types. The difficulty in finding
good commercial locations
and spaces these days makes
the convenience store seg-
ment more attractive and an easier fit in
local communities nationwide.

The boom in convenience stores means
greater manpower is required. Yet, given
the existing labourshortage in the country,
this huge demand may not be easily filled.

So what about top player CP All?
How has it handled personnel demand
while opening 500-550 7-Eleven stores
each year? What are the strategies it has
employed to recruit, manage and retain
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Suraphan: Balanced
scorecard a key tool

a 130,000-strong countrywide workforce?
Last year’s acquisition of cash-and-carry
glant Siam Makro brought CP All's scale of
operations to a still-higher level.

The secret lies in strategies and tools
such as a proactive recruitment scheme,
long-term human resource managemernt
and development (HRM and HRD) and
a prudent succession plan. Furthermore,
the opening of the Panyapiwat Institute of

Management (PIM) has played a vital role
in delivering much-needed manpower.

AT 7-ELEVEN
CP All aims to open 600 more 7-Eleven
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NUMBER OF CONVEN

Stores outslde petrol statlons 7,906

m 7-Eleven 4,462 4,920 5,350 5,842
= Others 3444 3,963 4423 3,684
Stores inside petrol stations 2,012 2.075 2135 1.988
m 7-Eleven 808 870 926 980
u Others 1,204 1,205 1,209 1,008

Source: CP Al

stores this year, bringing the total to 8,100.
Of those, about half are com-
pany-owned and half are fran-
chised. Some 45% ofthe stores
are in Bangkok and nearby
provinces, while 55% are in
other provinces. On average,
10 million customers visit a
7-Eleven each day.

CP All counts 50,000 people
working for the holding com-
pany, plus 80,000 working at
7-Eleven stores.

“This is huge, but we can
now fulfil 90% of our demand,”

says Suraphan Pussadej, CP All’s assistant

chief executive for human resources. He
credits the use of balanced scorecard, one
of the HRM tools, as an essential tool to
help manage the company’s people.
With the use of balanced scorecard,
the company can foresee the direction

in which it is heading and forecast man-
power needs. The scorecard also meas-
ures performance and creates employee
engagement.

“With this tool, we know exactly how
many people we will need in the near
term and for which units,” Mr Suraphan
explains. “That enables us to plan ahead
about where we will get these people from.
Meanwhile, our strong brand attracts
people to apply for jobs.”

The company’s proactive recruitment
method has worked well. Recruiting staff
normally spend a lot of time and even live
in local communities targeted for new
stores in order to network with people —
getting to know those potential employees.

“Having a good connection with the
staff of local administrative organisations
also helps a lot,” Mr Suraphan says.

RETAINING STAFF

Recruiting staffis one thing; retaining staff
is another. Both are equally important. At
one 7-Eleven store, 12-15 emplovees (full-
and part-time staff) are required, depend-
ing on store size and customer volume. The
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Sompop: Alliances
with key companies

team comprises one store manager, three
assistants and elght or more cashiers and
general staff.

Training staff is costly, so the ability
to retain them is essential. In the past,
monthly turnover stood at 10-12%. Today
the rate is down to 6%.

One practical step is to
employ workers living close
to the store, cutting travel
time and expenses while
letting them stay close to
their families.

A good pay scale and
transparent career path are
also keys. According to Mr
Suraphan, 7-Eleven’s pay and
benefits are competitive when
compared with other key play-
ers in the retail sector.

“Our career path is clear. Within three to
four years the staff at the store can become
an assistant store manager, and within two
years after that he or she can become a
manager. Next step is district manager,
department manager and field consult-
ant. In the long run, he or she can even

become a general manager.”

BUILDING TALENTS
CP All founded PIM, a corporate univer-
sity, in 2007 to ensure the sustainability of
its human resources.

Today PIM offers education from the
vocational to the doctorate level with an
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enrolment of 9,000 students. Courses are
offered in business administration, engi-
neering, logistics and more. The latest
faculties include aviation and hotel and
tourism management.

Students in the modern trade manage-
ment faculty, the highest-demand course,
are regularly sent to 7-Eleven stores for
on-the-job training with pay. The course
guarantees a job after graduation. Scholar-
ships are also granted.

“For this course, students spend two
years in the class and another two years
in the stores,” says PIM president Sompop
Manarungsan. “They get paid while work-
ing and we also grant scholarships for 50%,
70% and 100% of total tuition fees. Nor-
mally the four-year bachelor course costs
about 200,000 baht. The scholarships really
open up opportunities for those under-
privileged students.”

The university has forged alliances
with logistics, retail and IT companies to
produce graduates qualified for specific
businesses and tasks.

Mr Sompop says PIM has eased the
labour shortage problemin the retail sector,

particularly at 7-Eleven stores.

“Thailand has had a seri-
ous labour shortage and the
retail sector requires a large-
scale workforce. PIM aims
not only to solve this shortage
problem but also build talents
and leaders.”

The official campus is at
Amata Nakorn in Chon Buri
province. Additionally there
are 10 learning centres in
Banglkok and adjacent prov-
inces, as well as others in the

North, Northeast and South.

A NEW TREND

According to Vilaiporn Taweelappontong,
a partner at PwC Consulting (Thailand)
Ltd, more and more companies are set-
tingup learning and training centres, often
called academies or universities, to edu-
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cate and train potential employees and
alleviate labour shortages.

“Thisisa currenttrend, as most compa-
nies and organisations are in serious need
of qualified staff to fill specific demands
at their businesses,” says Ms Vilaiporn.
“They can’t really rely on the outside, so
now theyhave tointernally produce those
talents themselves.

“Thailand’s retail sector is unique
because Thails possess a different behav-
iour and demographic. So the sector has
alarge number of talents to fill.”
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