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1. Company introduction

Quality is the set of characteristics and features of a product or service necessary to fulfill the
nature or agreed need of the customer (ISO 9000).

1.1 History, overview and business coverage:

Created 10 years ago by merging 3 companies
Business in Europe and Asia (minor)

Road transportation for freight and passengers
1,200 Lorries and 350 buses

2,800 employees (2,200 are drivers)

1.2 Location and Organization

Utrecht (Netherlands), head office: 220 employees, 1 director

International Board of Directors (IBDs)

Strategy & Policy: Report to IBD, develop and prepare policies on behalf of IBD.

Financial Control: Report to IBD, control financial account of head offices and international
account, prepare financial analysis of long term customers and report economic and political
situations to IBD

Freight: carriage of goods, long haul road transportation, lorry drivers

Passengers: passenger traffic, motor coach drivers, bus trip contracts with travel agencies
Logistics: ensure vehicle capacity is used as profitable as possible. Help to solve problems by
close contact with other head offices

Maintenance: maintain trucks and buses with minor and major overhauls and minor repairs and
rebuilds in own garage, sub-contract for other works

Sales: obtain orders for Freight and Passenger Dept, local sale office Mgt., long-term contract and
one-off orders

Admin Dept: manage finance of head offices (debtors and creditors), salary

HR: recruitment, hire and fire

Dusselfof (Germany), head office: 180 employees, 1 director
Freight
Passengers
Logistics
Maintenance
Sales
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Admin Dept
HR

Orange (French), head office: 140 employees, 1 director
Freight
Passengers
Logistics
Maintenance
Sales
Admin Dept
HR

Local Sales offices: 2 to 4 staff

1.3 Orders

80% long term orders, 2 months in advance
20% urgent and one-off orders

2. 1TCIT system

2.1 Hardware in ITC

Different size of cluster of servers, largely the same configuration.

Utrencht
LAN
A cluster of 4 servers, 800G HDD
3 production servers
1 test server, for software suppliers and IT personnel
Web-based emulators (FEfL%%3i)  and web browser
Dusseldof
LAN
3 servers in a cluster, 400G HDD
Web-based emulators and web browser
Orange
LAN
3 production servers in a cluster, 300G HDD
Special software and terminal
Local Sales offices
Web-enabled terminal emulators for inputting orders into SHIPPING and TRAVEL
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12 sales offices, three PCs( 2 workstation, 1 server) with LAN

8 sales offices, 2 PCs with dialup
WAN
Provided by an external telecom supplier, interconnect head offices. Unstable WAN connection
leads to loss of transaction and complaints form users to IT dept.

2.2 IT ServicesinITC

Identical high automatic financial, dispatch and planning at three head offices.

ADMIN: Used by Admin Dept to prepare financial report. Link to SHIPPING and MAINTAIN
system, generate invoice and handle payment issues. Varies the greatest between countries as
due to different local legislation.

SHIPPING(# BT #. & 4): used by Sales Dept., sales office and Freight Dept to handle goods
transportation orders. Link to Exchange with ADMIN and PLANNER.

TRAVEL (FiBITH &%) : used by Sales Dept, Sales office and Passengers Dept to handle
passenger transportation orders. Based on the first version of SHPPING but no link to ADMIN.

PLANNER (8B &%) : Handle logistic, generating orders, personnel and maintenance
schedules. Feed back to SHIPPING and TRAVEL, 95% automatic planning with 5% manual
handling.

MAINTAIN (#BEIH RS : Used by Maintenance Dept., Link to PLANNER and ADMIN.

OFFICE: OA software.

3. Organization of IT

No Single central IT Dept.

Head of local Administration Dept. is responsible for IT in 3 head offices and regions
Bi-monthly meeting by 3 head of Administration Dept. for IT policy and plan in the next 6
months

Development and maintenance are outsourced.

Head of Admin spend 50% time for IT issues

System and Network managers report to head of Admin

Utrecht : 5 system managers
System Manager: system HW and SW
App Manager: Testing, changing and resolving minor app problems
Network Manager: all WAN and LAN in ITC
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2 Junior Manager: First level support to users

Dusseldof and Orange: 4 system managers
System Manager: system HW and SW
App Manager: Testing, changing and resolving minor app problems
2 Junior Manager: First level support to users

Local Sales office

An employee, solve common problem, complex problem outsource to external supplier via HQs

Current situation
IT function could contribute to ITC business objectives, IT resources are reasonable
deployed and organized
Depts in different counties work together
IT infrastructure is well organized and documented, easy to manage

4. Current situation and challenges

4.1 Current situation in ITC

i

Increase demand on timeliness transportation from long-term contracts with “Just-in-time’
concept

ITC cannot fulfill the needs due to the way of order processing

The utilization rate of fleet(¥ 4 FIFZH, FH %) is low

4.2 Business opportunities for ITC:

Disappearance of border in Europe increase the potential for International freight
transportation
Improved economic in Eastern Europe
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5. Policy and Objectives

5.1 Strategy

Order or freight information must be supplied to relevant Dept. within 1 hour of receipt, 24
hours a day

Set up a system for communication between head offices and drivers

E-message exchange system via network for clients to place order and query

Give each head offices more autonomy

Involve third parties to help achieve planned projects including IT projects

Put ITC on the map as an e-company, setup web site for client to query packages and
consignments(fEi& ).

5.2 Policy

Use IT to change business-handling processes for improving utilization and fulfill
“Just-in-time” concept.(Strategy and Policy Dept.)

5.3 Objectives

1. Increase efficiency of IT service
Can increase stability and efficiency of ITC daily business by increasing the speed of problem

solving and reduce system down time efficiently.

2. Expand faster in the direction of Eastern Europe
Shorten the lead-time to market when open a new office, and improve ITC competitive
competence

3. Improve the provision of services to existing customers
Increase the quality of IT service, in time fulfillment of requirement from ITC core business
aspect with satisfied customer

4. Show positive image to potential customers with strongly using of IT for efficiency and
effectiveness
With the existing infrastructure but optimized IT daily operation processes, bring the art of IT
technology effectively to the daily business of ITC, improve image of ITC with cost effective
resources and satisfied customer society.

Copyright © 2008 14 I T & HB & O AT 12
Web: www.sinoserviceone.com Email: Info@sinoserviceone.com

PDF CfH{# ] "pdfFactory Pro" i kA6 www. Fineprint.cn



http://www.sinoserviceone.com
mailto:Info@sinoserviceone.com
http://www.fineprint.cn

