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MANAGEMENT SOLUTIONS AS A SERVICE 

(MSaaS) 

1. Executive Summary  

The African retail and consumer environment is undergoing intense disruption driven 

by competitive pressure, rising operational costs, shifting consumer behaviour, 

regional expansion complexities, and tightening margins. In this context, businesses 

require highly skilled operational leadership to ensure profitability, consistency, and 

sustainable growth across multiple trading sites. 

Yet, most organisations — especially mid-tier retailers, franchise networks, and 

multi-site operators — cannot justify the expense of a full-time senior Operations 

Executive. As a result, many operate with gaps in execution, leadership alignment, and 

operational discipline, despite having strong strategic intentions. 

MSaaS (Management Solutions as a Service) fills this gap by providing fractional, 

hybrid, or fully outsourced operational executive leadership, delivering the capability 

of a seasoned Operations Executive at a fraction of the cost. 
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This model ensures: 

●​ Real-time oversight 

●​ Professionalised management systems 

●​ KPI-led governance 

●​ People development 

●​ Growth acceleration 

●​ Compliance and risk reduction 

●​ Sustainable operational discipline 

MSaaS is not a consultancy. It is a managed service, meaning it executes, leads, 

improves, and governs operations on behalf of the client with measurable outcomes. 

 

2. Company Overview  

MSaaS is built to serve businesses that rely heavily on frontline execution, consistent 

standards, and strong leadership systems. This includes retail chains, hospitality 

groups, franchisors, property operators, and service-based multi-site enterprises. 

The company blends three critical capabilities: 

1.​ Executive operational leadership grounded in 20+ years of African retail 

experience.​
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2.​ Structured management systems that enforce consistency, accountability, and 

measurable performance. 

3.​ Industry-specific tools and frameworks that accelerate improvement across 

people, process, and profitability. 

MSaaS operates as an extension of the client’s leadership team, ensuring that strategy 

is not only crafted but systematically operationalised — which is the largest failure 

point across African consumer markets. 

The offering is designed to be scalable, meaning a business can start with advisory 

support, expand to hybrid co-management, and ultimately shift to full outsourced 

operational leadership as needed. 

 

3. Founder and Principal Consultant – 

Gideon Van Niekerk  

Gideon Van Niekerk brings a comprehensive understanding of the complexities and 

pressures within African retail and multi-site operations. His experience spans 

leadership roles in South Africa, Namibia, and Botswana, giving him unique insight 

into cross-border management realities. 
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Career Highlights and Professional Strengths 

●​ Led multi-store environments across several regions, managing hundreds of 

staff. 

●​ Executed growth strategies including new store rollouts, relocations, and 

portfolio optimisation. 

●​ Developed and implemented performance systems for area managers and store 

leadership. 

●​ Orchestrated operational turnaround of underperforming stores and regions. 

●​ Oversaw major system transitions including POS upgrades, ERP alignment, and 

BI dashboards. 

●​ Built people-centric, high-performance teams with strong accountability 

frameworks. 

Value to MSaaS Clients 

His experience ensures that every engagement is rooted in practical, real-world 

operational leadership, rather than academic theory. Clients benefit from: 

●​ Deep commercial insight 

●​ The ability to diagnose and correct operational failures quickly 

●​ Proven track record in driving profitability 

●​ Strong people leadership and culture-building expertise 

●​ Understanding of Southern African workforce complexities and regional 

differences 
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4. Value Proposition  

“Executive-level operational leadership, available as a service.” 

The MSaaS value proposition rests on the belief that operational excellence is the 

single greatest driver of profitability in a multi-site business. However, operational 

excellence requires consistent leadership, structured systems, and stringent execution 

— all of which are seldom present simultaneously in mid-market African companies. 

MSaaS provides clients with: 

●​ Immediate access to senior leadership capability that would cost millions in 

annual salary if hired full-time. 

●​ A structured and scalable operations platform that improves performance 

across every store, region, and department. 

●​ Process discipline and people accountability, replacing fragmented or 

inconsistent management practices. 

●​ A technology-enabled governance environment, including dashboards, audits, 

operational scorecards, and performance systems. 

●​ The ability to accelerate growth without creating organisational instability or 

leadership fatigue.​
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Clients gain: 

●​ Strategic clarity 

●​ Operational consistency 

●​ Reduced losses 

●​ Higher margin retention 

●​ Better customer experience 

●​ Stronger leadership layers 

The value proposition is not only cost-based — it is fundamentally about 

professionalising the operational core of the business, which directly influences 

revenue, customer loyalty, and brand success. 

 

5. Core Service Tiers  

Advisory Model (Part-Managed Leadership) 

This tier provides strategic and operational guidance without day-to-day control. 

Components: 

●​ Executive coaching for operations leaders​
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●​ Operational diagnostics and performance audits 

●​ Process optimisation recommendations 

●​ KPI and dashboard design 

●​ Monthly strategic sessions 

●​ Escalation point for leadership 

●​ Support during seasonal or peak trading periods 

Value Delivered: 

This tier ensures the leadership team gains clarity on operational priorities and 

receives expert insight into recurring issues. Businesses that need guidance but still 

prefer internal execution leadership benefit most from this model. 

 

Hybrid Model (Co-Managed Leadership) 

A combined leadership structure where MSaaS and the client jointly manage 

operations. 

Components: 

●​ Shared operational control 

●​ Co-management of store performance 

●​ Joint oversight of KPIs and reporting 

●​ Leadership coaching and capability uplift 
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●​ Support for property, expansion, and productivity initiatives 

●​ Project-based interventions (store revamps, training programs, turnaround 

initiatives) 

Value Delivered: 

Clients benefit from strengthened operational layers, accelerated improvement, and 

shared accountability. This model is ideal for companies preparing for growth, facing 

performance challenges, or undergoing organisational transition. 

 

Full Outsourced Model (Managed Service) 

MSaaS assumes full responsibility for the client’s operational environment. 

Components: 

●​ Full operational leadership function 

●​ Weekly operational cadence management 

●​ Staff capability oversight 

●​ Process management and compliance 

●​ KPI governance and real-time reporting 

●​ Standardisation across all sites 

●​ Cost reduction and margin improvement initiatives​
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Value Delivered: 

Clients gain the performance of a professionalised operations division without the 

burden of building one internally. This is most effective for: 

●​ Private equity portfolio companies 

●​ Multi-region retail chains 

●​ Turnaround or restructuring environments 

●​ Owner-run businesses needing executive capacity​

 

 

6. Key Differentiators  

1. Real Executive-Level Expertise 

Clients are not paying for theoretical consultants but for a seasoned leader who has 

lived the realities of multi-region retail execution. 

2. Cost-Efficient Leadership Capacity 

The MSaaS pricing model reduces leadership costs by 30%–50%, unlocking 

operational excellence without increasing corporate overhead. 

3. Proven Store and Multi-Site Operating Models 
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The MSaaS operating system includes: 

●​ SOP libraries 

●​ KPI scorecards 

●​ Operational audit frameworks 

●​ Leadership capability matrices 

●​ Area manager toolkits 

●​ CX measurement models 

4. Africa-Ready Approach 

The model incorporates African operating realities such as: 

●​ Labour intensity 

●​ Infrastructure volatility 

●​ Regional workforce dynamics 

●​ Inconsistent supply-chain environments 

5. Data-Driven Execution 

Dashboards, checklists, audits, and performance trackers enforce measurable 

progress, not subjective judgement. 

6. People-Centric and Culture-Driven Leadership 

The MSaaS philosophy builds leadership capacity, empowering internal teams rather 

than replacing them. 

​ ​
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7. Service Modules  

Below each module has been transformed into a strategic pillar with full explanations. 

 

Module 1: Operational Excellence  

Operational excellence is often the single biggest differentiator between profitable 

and underperforming retail environments. 

MSaaS Delivers: 

●​ Operational standardisation across stores and regions 

●​ Store operations audits 

●​ Sales and margin improvement programs 

●​ Stockroom optimisation, replenishment cadence, and shrinkage control 

●​ Execution of weekly and monthly operational cycles 

●​ Retail compliance: LRA, OHASA, POPIA 

●​ Store-level energy management and sustainability planning​
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Value Proposition: 

Proper operational excellence ensures: 

●​ Lower shrinkage 

●​ Higher sales density 

●​ Predictable store performance 

●​ Reduced operational errors 

●​ Improved customer experience 

●​ Consistency across all locations​

 

 

Module 2: Strategic Growth Enablement  

Growth is not merely opening new sites — it is about ensuring that every new venture 

is profitable, sustainable, and aligned with long-term strategy. 

MSaaS Delivers: 

●​ Market entry strategy with region feasibility scoring 

●​ Location grading (A, B, C nodes) 

●​ Lease negotiation and property portfolio optimisation 

●​ New store opening processes 

●​ Supplier scorecarding and commercial optimisation 

​ ​
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●​ Financial modelling for expansion scenarios​

 

Value Proposition: 

A disciplined growth model prevents expensive mistakes. With property costs rising, 

labour increasing, and margins tightening, companies cannot afford misaligned 

expansion. MSaaS ensures every new store or channel delivers optimal return. 

 

Module 3: People and Leadership Development  

Retail and hospitality fail when leadership capability is weak. MSaaS builds depth in 

operational leadership layers. 

MSaaS Delivers: 

●​ Leadership competency frameworks 

●​ Area Manager and Store Manager development 

●​ Talent mapping and succession grids 

●​ Coaching programs 

●​ Performance culture design 

●​ CX and customer service training​
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Value Proposition: 

Leadership capability determines: 

●​ Store-level consistency 

●​ Culture and morale 

●​ Customer experience 

●​ Execution reliability 

●​ Talent retention 

Companies with strong leadership pipelines outperform competitors by 30%–40%. 

 

Module 4: Transformation & Change Management  

Transformation requires structured change, not random interventions. 

MSaaS Delivers: 

●​ Turnarounds of underperforming regions 

●​ Organisational redesign 

●​ Process re-engineering 

●​ Retail system migration oversight 

●​ Mergers and acquisitions operational integration 

●​ Continuous improvement frameworks​
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Value Proposition: 

Businesses evolve, markets shift, and systems modernise. Without structured change 

management, organisations face disruption, resistance, and performance 

deterioration. MSaaS guides companies through change with stability and confidence. 

 

8. Global Benchmarking  

MSaaS is built on global management outsourcing best practices. 

Global Models Used as Benchmarks 

●​ Fractional COO/CIO/CEO services in USA and Europe 

●​ Managed Retail Operations in UK and Middle East 

●​ Hospitality Management Outsourcing globally 

●​ Retail Transformation-as-a-Service models in high-growth markets 

Africa Advantage 

Because Africa has not fully adopted this model, MSaaS gains: 

●​ First-mover advantage 

●​ Ability to shape category norms 
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●​ Reinforcement through local expertise​

 

 

9. Key Performance Indicators  

KPIs transform operational management into a measurable science. 

Categories of KPIs 

●​ Financial: margin, shrinkage, sales density 

●​ Operational: compliance, execution, availability 

●​ People: training compliance, retention, performance 

●​ Customer: NPS, repeat customer rate, wait time 

●​ Process: audit scores, turnaround time, SLA adherence 

These KPIs become the backbone of operational governance. 

 

10. Why This Matters in Africa  

African markets require solutions tailored to: 

●​ Labour-heavy operations 
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●​ Multi-format retail landscapes 

●​ Geographical spread 

●​ Variable infrastructure 

●​ Limited leadership bench strength 

MSaaS ensures operational excellence despite these complexities by delivering mature 

leadership and structured systems. 

 

11. ROI: The Financial and Strategic Impact 

of Professional Operational Management 

A professionally structured operational function is not a cost — it is a ROI engine. 

Key Drivers of ROI 

1. Sales Uplift (3%–12%) 

Through improved execution, stock availability, replenishment cadence, and customer 

experience. 

 

​ ​
​ ​
​ ​

​ Page | 20  
 
 



2. Margin Protection (2%–5%) 

Through correct pricing, markdown management, and supplier performance 

governance. 

3. Shrinkage Reduction (0.5%–2%) 

Through SOP compliance, service, stockroom optimisation, and training. 

4. Productivity Gains (8%–15%) 

Aligned staffing models, improved process flow, and workload rationalisation. 

5. Reduced Cost-of-Leadership (30%–50%) 

MSaaS replaces a full-time executive’s salary with a scalable solution. 

6. Reduced Staff Turnover and Training Costs 

Leadership development stabilises the workforce, reducing recruitment and training 

expenditure. 

7. Improved Property Decisions 

Better location grading saves millions in lease commitments, while improving sales. 

​ ​
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8. Faster and More Profitable Growth 

A standardised playbook accelerates profitable openings. 

Total ROI Expectation 

A well-governed operational environment delivers: 

●​ Total ROI of 5x–12x on MSaaS fees 

●​ Sustainable cost savings across stores 

●​ Increased profitability and reduced risk exposure 

In short, MSaaS is a profit-generation model disguised as a leadership service. 

 

The service model delivers measurable returns, reduces risk, and ensures a sustainable 

foundation for growth. 
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