Hi James,

Attached is an edited copy of our Assignment 1.  I edited #1 and took out #3.  I did not think it was needed after editing #1.    Please choose an area to edit, edit it and then forward this to Daniel with an updated list of what needs revising.  I believe that leaves #2 and #4.  If you see anything that need to be revised on what I did please feel free to do so.  (It’s very late and I hope I’ve got my part done right.)

REVISIONS NEEDED:

1. Under 'Proposed System,' we need to elaborate on how the CRM system

actually works.  My guess is she wants something along the lines of

"Customers are surveyed and this information is input into a database by

a secretary which is later referenced by a Management Information System

to support decision making about how to make customers happier."

2. Under 'Proposed System,' how exactly will the system keep track of

delays and other problems in shipping?  Who will enter this information?

 What are some examples of other problems?  Basically, think of how you

would enter these problems into a database and explain it.

3. Everything from "A satisfied customer..." to "... lost shipments and

late deliveries." needs to be rewritten to describe the proposed system

as it is relevant to the points made in these paragraphs.  Her comment

simply states "These paragraphs describe nothing about the proposed system."

4. Under 'Benefits,' the entire section needs to be revised.  Needs to

include specific benefits such as cost effectiveness, time efficiency,

product guarantees etc.  Specific examples of benefits that will be a

direct result of this system.

PLEASE NOTE::  Do not use "we", "us", "our" or any variation.  We are

apparently a consulting firm, keep that in mind.

Please remember to send this to Daniel, who will send his revisions to back to

Matt.  Try to have this completed before Sunday night/Monday afternoon

so we can revise it one last time before submitting it again on Tuesday.
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Overview


Masterminds Shipping Service (MSS) was founded on August 28, 1907 by James Casey and Claude Ryan in Seattle Washington. 102 years later MSS has grown by leaps and bounds.  It operates in every corner of the Earth and employs over 400,000 people. It has a very rigid schedule to ensure that every package reaches its destination on time. MSS is always working 24/7 to make sure that customers are getting their moneys worth. Last year MSS brought in over $ 51 billion and made a profit of $ 3 billion. There are many logistical and technological problems that arise on any given day. The ways these problems are solved are numerous. 


We will analyze and develop a system to coordinate the scheduling and shipping of packages to their destinations as well as maintain company records with regard to employment and finances.

Products / Services


MSS currently provides shipment of packages both domestically and internationally.  All relevant services including postage, packaging, tracking and other necessities and commodities are provided to customers upon request.  Additionally, MSS provides money-back guarantees on damaged goods and excessively late deliveries.  MSS provides competitive international and domestic shipping rates as well as guaranteed delivery, contingent upon the delivery method requested.

Business Process

There processes that drive MSS consist of the following:

1. Shipment Processing – MSS establishes distribution hubs throughout the nation as well as internationally.  Shipments are processed online or at a particular office location and are then sent to these distribution hubs.  From these hubs, the packages are sent to local mail carriers for delivery.

2. Transportation/Resource Allocation – MSS strives to use its resources in the most efficient way possible.  The use of a specific set of vehicles to honor the policy of quick delivery is of the utmost importance.

3. International Shipment – MSS maintains its own security checkpoints which allow it to bypass customs agencies and the rigorous security checks therein.  Packages are screened at these locations and then forwarded to the appropriate distribution hub for processing in the respective region(s).

4. Shipment Tracking – Allows the customer and MSS to track packages both for convenience as well as information gathering.

5. Customer Relationship Management – MSS most vital business process.  Many resources are allocated to this particular process because the business does not exist without the customers.

Problem Statement

Although attempts have been made in the past to implement a formal CRM system, they have never really taken off and as a result there is inconsistent information about each customer that is scattered throughout various databases. We will need to find a way to reconcile these databases and implement a CRM system. 

Though the current system can provide up-to-date tracking information, the only way for customers to access this information is by phone. This can be inconvenient for customers who need to track large volumes of shipments or customers who want a fast text report of the package history. The current system also does not allow users to schedule a pickup at their location. MSS has not allowed this in the past because the route planning system does not allow for it. Additionally, upper management fears that allowing customers to schedule their own pickups will take too many drivers away from their routes, increasing delivery costs. However, this has become the customers most commonly requested service and our competitors now offer it.

Proposed System

The proposed project is to implement a CRM system that will support customers by allowing faster, more convenient, and more detailed information about their packages.

          
The proposed CRM system is an RFID package tracking system.  This tracking application would automate parcel check-in and enable electronic tracking of all packages.  RFID readers (which holds digital information in a microchip) will track each parcel as it is loaded onto and unloaded from a truck, train or airplane during the process of transportation and delivery.  The system will automatically notify a customer of the process of their package status and delivery by e-mail, fax or mobile device of their choice. 

This will provide efficient and accurate way of tracking packages and a way to provide customers with quick access to up-to-date information. Also with this new system MSS can notify the sender about a problem with incomplete delivery due to an incorrect address, an absent addressee or a routing error.  


The proposed CRM system is to implement a package tracking application.  This application is a tracking tool that customers can use on their own Internet or intranet sites.  Tracking system allows the customers to log and track the status of their package(s).  Once the customer ships their package, they have the ability to track it any time and anywhere 24/7 online.  This reduces administrative workload and allows MSS to focus more time on processing.  

Once the Data Entry Clerk receives the package, the clerk ensures the accuracy and completeness of customers’ documentation.  This information is entered into the database.  After all information is entered into the system, the customer is given a shipment number.  Information will be given about where the package is while in transit by entering the shipment number.  

The package tracking application offers:

-Track by E-mail: open an e-mail client and create an e-mail message.  Compose 

 and send the message.  A detailed tracking response will be automatically 

 returned to you.

-Signature tracking: you can obtain Proof of Delivery information with signature 

 image, full name and delivery address of recipient.  

-Mobile tracking: you can obtain information about shipment on mobile device 

 via text message.  

Benefits
The proposed CRM system would reduce shipping errors by as much as 75 percent through the use of RFID tags. Shipping errors cost MSS approximately $22 million last year, and with the new system MSS should be able to save as much as $16 million. The proposed system would also reduce call-center utilization by 15 percent, yielding a savings of approximately $9 million.
There are also intangible benefits to implementing a CRM system. The new system will allow MSS to provide services that will keep them competitive with their peers in the shipping business and will help MSS to build beneficial, long-lasting relationships with customers. By providing customers with timely information that is relevant to their shipping needs,  the proposed system will help MSS to build these relationships which will lead to increased customer retention. 

Stakeholders

The current culture is very invested in the system, the workers in the call center are afraid that they will no longer be needed if customers can access package information online. The drivers believe that they may have to double their workload if they have to pick up and deliver packages. The IT department is not sure how to design a website that will integrate with the package tracking system to allow customers access to tracking information, and the route planning system will need to be seriously upgraded or completely replaced in order to allow for scheduled pickups.

Conclusion

Although customer relationships have always been of utmost importance to our company, in the past CRM systems were not as necessary as they are today, and Masterminds Shipping Service has been slow to adopt formal systems, and when they have tried they have not met with enough buy in from employees. Today a CRM system is vital to business success. If we are not able to strengthen our relationship with our customers, they might switch to our competitors who have already implemented such systems.
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