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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

shipment 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 provides fast, safe and reliable shipment to and from its source and destination.  

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 our policy of quick delivery is of the utmost importance.

3. International Shipment – Competitive international shipping rates and the speed at which packages travel across borders.  MSS maintains its own security checkpoints which allow it to bypass customs agencies and the rigorous security checks therein.

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. We have not allowed this in the past because our 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.
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.
Project Description
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 would take data from tracking and route planning systems and integrate it to allow customers to track packages and schedule pick ups on a webpage. In addition the CRM system will allow us to centralize customer information in one location and allow us to reconcile conflicting customer information from past databases. The system should also keep track of delays or other problems in shipping and alert the appropriate employees so that the problems can be taken care of and the customers informed. 
Benefits
Implementing a CRM system will allow us provide services that will keep us competitive with our peers in the shipping business and will help us to build beneficial, long-lasting relationships with our customers. By providing customers with timely information that is relevant to their shipping needs, we will help to build these relationships which will lead to increased customer retention. The system should also help us streamline our operations by highlighting potential delays and problems in shipping routes.
Conclusion
Although customer relationships have always been of utmost importance to out 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.
