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Abstract

Logistics is 2 management discipline that has been spoken about for years and is
yet to deliver the full potential that it purports to bring about. Excellence in
Jogistics has been identified as one of the major challenges that products related
organisations currently face fo ensure continued success in an increasingly

competitive, global market.

One of the key enablers to integration is the effective application of information
techuology. Most managers easily accept this ag fact but few are clear in
uescribing how this can be achieved.

Two prime works used as refsrence for this research are Bowersox’s research into
logistics, providing a reference framework on the role of logistics in organisations,
and Cilliers’s study of logistics at 150 South Affican companies, providing a
South African reference pokat.

It is the combination of the Bowersox attributes and the Cilliers quaiified sample
«f South Aftican companies that provides the basis for an exciting research
ipitistive establishing the role of information technology in achieving logistics

excellence in South Africa.

Both successfil and less successfil organisstions were measured against a set of

attributes to determine which were most crucial in achieving logistics excellence.

It is clear from the survey that logistics excellent companics have a marked
difference in their approach to information technology as compared {o those who
are pot logistics excellent. This is mapped out in the paper in some dotail and
some of the detailed responses may he somewhat of a surprise to the reader as they

challenge conventional wisdom
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The results of the survey wers encapsulated into a simple model, This should act
as a quick reference fo IT professionals seeking to play a leading role in driving

their company towards logistics excellence,

Information technology plays a vital role in achieving logistics excellence. This
paper provides some fnsight into the factors that are critical in achieving this goal.
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A
s

Research Background

1.1. Inbtroduction to the Research

Integrated supply chain management, also referred to as Logistics, is a
management discipline that has been spoken sbout for at least thirty years
(Sharman, 1984) and is yet to deliver the full potential that it purports to bring
about, Excellence in logistics has been identified as one of the major challenges
that products related organisations currently face to ensure continued suceess in an
increasingly competitive, global market (Fuller, 1993) (Cilliers, 1994), The
cornerstone to excellence in logistics is integration of the supply chain from raw

material producer to end consunzer,

Information technology is important to logistics and is claimed by many as one of
the key enablers fo integration across the supply chain, There is a large amount of
material raat describes the importance of logistics and its evolving role as a beard
ievel priority. Similarly, material describes the criticality of inforr .ation
technology in meeting this goal. A number of these have been used for this
research., The three prime works used as reference fi - this research are Bowersox,
{1994} Davenport, (1993) and Cilliers (1994). Bowersox, at the Michigan State
University, hag led a team doing deep research into logistics providing a good
reference framework on the rol> of logistics in organisations. He identified 2 list
of attributes that are critical to the successful implementation of integrated
Togistics. This is nsed as an ingredient to the theoretical conjecture used in this
research,

Davenport, (1993) a leading figure in process re-engineering, has analysed the

relationship between IT and processes with a view to achieving real economic

benefit. Some of his thoughts are nsed to further develop the theory,
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Cilliers, (1994) at the University of Pretoris, conducted a study of logistics at 150
South African companies, The study focused on what it meant to achieve logistics
excellence and used a framework to determine the level of excellence that had
been achieved by the organisations that were swveyed, This reference base iz

used to test the theoretical conjecture uged in this research.

1.2. The Problem and Reason for Rescarch

Most managers easily accept the fact that information technology is key to
ensiring exc<llence in logistics, but few are clear in describing how this can be
achieved. There is also little published research that supports information
technology managers in their quest fo put in place the information reqnivements to
support logistics exceilence, The net result, however, has been a very slow take-
on of integrated management principles. The reasons for this are not clear and
there is & need to provide information fo support information technology (IT)
managers in their quest to assist in achieving logistics excellence by providing
some empirical reference on how this has been achieved in more successful

companies,

It is the combination of the Bowersox (1994) attributes, the Davenport (1993)
process models and the Cilliers (1994) qualified sample of South African
uompanies that provides the basis for an exciting research initiative esiablishing
the role of information technology in achieving logistics excellence in Scuth
Africa. Both succegsful and less successfill organisations were measured against
these atiributes to determine whizh were most cmcial in achieving logistigs

excellence.

This report documents the b+ “kground, findings and conclusions of this research.
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1.3. Research Objectives

The purpose ot this research is therefore as follows:

1. To identify a set of issues of style that are criticnl in ensuring logistics
excellence.

2. To test these against a sefected group of IT managers.

3. To propose a model for applying IT to achieving logistics excellence.

4, To identify further research that can confribute to thiz subject and advance
logistics in South Afifca.

1.4. Structure of the Report

The report ig structured as follows:

Chapter 1 introduces the background to the research. It describes the research
objectives and highlights the limitations of the research and, by definition, starts to
identify further areas for fature research.

Chapter 2 reviews the current literature relevant to this subject. It firstly describes
the generic subject of logistics excellence. This is *hen related to the current
position in Souih Africa. Information {echnology and its bearing on logistics is
then explored in more defail drawing on some of the theoretical refationship
betwean process design and information technology.

Chapter 3 uses the summary material presented in the prior chapier to propose a
theoretical conjecture. This formed the basis of the research and thus the later

conclusions.

Chapter 3 describes the approach taken in preparing the research instrumert,
selecting the sample and conducting the research, The limitations of the research
and some further thoughts on future research topics are alsc described.
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Chapter 4 presents the evidence of the research, describing how the respondents
answered the survey.

Chapter 5 presents an analysis of the research resuits and the authers interpretation
of these resulis. Detailed quantitative findings are mcluded in Appendix E.

Chapfer 6 discusses the completeness of the research in meeting the research
objectives, identifies its sfrategic importance to Sonth African managers, and
proposes further research topics,

Chapter 7 lists the multiple references used in this analysis,

Finaily, the appendices include the more detailed supporting material. Here, the

research instrument, research sample, quantitative and qualitative findings and

other details are included.
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2.

Literature Review

Logistics is a very topical subject and much has thus been wriiten about it. To
focus the summary of the literature review, it was approached in fayers ag shown
in figure 2.1 below.

Information Systems & Logistics

Logistics in South Africa

Excellence in Logistics

Logistics
Management

¥Figure 2.1 Layered approach to Literature Review

This started with a generic understanding of logistics management, establishing a
common base to work from in a world where logistics is used to describe many

different things.

The review focused on Excellence in Logistics and how this could be defined and
measured, A useful model was found to assiat in this process.
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With the airm of making this relevant in South Aftica, the scant material describing

logistics and logistics excellence nationally was reviewed.

Finally, vardous pieces of information were stung together to establish a clearer
link between integrated logistice and how it is supported by information
technology.

Each following section in this chapter gradually moves from the generic to the
specific.

2.1, lLogistics Mianagement

The word “Logistics” iz used to describe many different things, both i a military
and management context. Logistics has many definitions, For the purposes of
this research, the definition recognised by the Council of Logistics Management,
deri-red from Ittman (1994} will be used:

“Logistics Management is the process of planning,
implementing, and controlling the efficient, cost effectwve
flow of storage of raw materials, in process inventory,
finished goods and related information from peint of
origin to point of consumption for the purposes of
conforming to cnsiomer requivements. This definition
includes inbound, outbound, intermal and  exteral
movements.” (Itiman, 1994)

A similar and very concise definition is that of the Institute of Logistics in the
United Kingdom.

“Logistics is the management of the entire supply chain. ”
(Ittman, 1994).
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This emphasises the importance of a holistic and integrated view of the supply
chain from raw material producer through to the end consumer, I is the
optimisation of this whole that is key to suceess. Tt has been found that optimising
parts of the chain inay lend to sub-optimisation of the chain overall. Conversely,
optimisation of the end-to-end supply chain may require the sub-optimisation of
components of the supply chain. Heron (1988) criticises the piecemeal planning
and manggement of international logistics as it ieads 10 needlessly high cosis
because it neglects the important tradeoffs among the various logistics functions.

For the past decade many writers have identified the importance of logistics
management. Most claiming that in their near futare (which differs vastly for each
author) logistics management will shape the strategic thinking of companies, In
each case they have described the critical importance of managing inventory out of
the supply chain and improving customer service as bemng the only ways of
achieving sipnificant cost reduction and differentiated service,

Sharman believes that original publication of material on the need for integrated
logistics goes back fo the 1960°s (Sharman, 1984). At this time (more than a
decade ago) he claims that there will be a “rediscovery of logistics” as a
mansgement priority. More recently, Fuller (1993) highlights logistics as being
“the noxt governing element of strategy ™. He believes that logistics will take up
its place at most boardroom tables. )

The complexity of implementing a true integrated logistics management process is
TJarge. This is probably one of the prime reasons for the slow take-on of effective

logistics management even though many writers have highlighted its importance.

There are two factors which now add reason to the quest for change, These are

Globalisation and Communication.
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Globalisation

At an ever increasing pace, the world economy is turning into a “global village”.
Trade barriers are being removed with the introduction of & munber of free irade
agreements, The IMF has issued a series of economic standards which drive
countries to adopt more open policies. Countries that have a history of v.ry tight
trade barriers and =xchange controls are opening in an endeavor to be more
acceptable to ylobal investors and as a prerequisite to selling their products on
global markets, This is particularly relevant in South Africa where, after decades
of political turmoil, the country now enjoys a period of political stability. The
liberation struggle, which inany believed would end in violent confrontation has
revealed a flare for negotiated settlement and seems to signal the start of increased

openness.

The new macro-economic strategy (GEAR) announced by the government in June
1996 embodies many aspects of international best practice for economic policy.
Job creation is a key objective and this is achieved through stimulating growth and
a mhuch greater le\;el of openness in dealing with the rest of the world,

Europe as an Example

In Europe this change in “openness” is driving a reshaping of logistics in cross
border covperation never seen before. Primarily it is a resuit of the optinisation
and rationalisation of expensive manufacturing facilities with organisations opting
to move goods effectively io where they are required, rather than manufactoring

" them close to point of consumption.
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This has particulariy been the case with the unification of Europs where, in the
past, a manufacturing facility would have been located in each of the national
markets. ‘These facilitics would have the capability to produce a complete
spectrum of products. Through optimisation ard rationalisafion process, focused
man:facturing facilities were created in certain countries which served the needs
of customers across Burope, Each of these revised manufacturing facilities wonld

produce a more focused set products based on their core capabilities,

As can be expected, this would significantly improve and optimise ine
manufacturing capebility of these plants. As would be expected, it poses a
significant burden on the logistics fimetion. Goods now cross Europe where in
the past they were simply move;i from a single manufacturing facility to multiple
points of usage and these points of nsage were typically relatively close to the
manufacturer. Pragmatism has driven a cumbersome manufacturing problem irto
a more flexible, logistics managemant problem. The chalienpge is to improve
logistics management at a pace that will compensate soon enough to switch in
focus. Across the globe there are examples like this that will escalate the

importance of logistics laking place now
Communication

Communication is both a major enabler to intepration and a driver of
globalisation. The cost of telecommunication is reducing each year. In the past,
the major cost of coramunication was in international linkages because of the high
costs associated with trans-continental, under water, fibiv-optic cables (BMI,
1997) Domestic communications were relatively inexpensive. As tne volwne of
traffic increases, the relative cost of international communications is reducing to &
forecast position where the cost in about 5 years will be negligible. Already, there
is a significant shake-up in the telecommunications industry as companies try and

adapt to this changing reality.
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The cost of international calls in Burope reduced over a ten year period from in
excess of two dollars a2 minutes to between fifty and ninety cents a minute in
today’s value of money. This is as shown in figure 2.2 below.

Infernational Business

Single-line businesses have seen dramatic reductions in prices |

UKy {Franze) [Gemmany) {Beigium) {ay)

1. -

Figuvre 2,2 Reduction in Price of Enropean International Calls

This trend is even more marked in the United States where greater competition has
driven down costs. This is deseribed in the technology communication handbook
{BMI, 1997) in some detail with the various reasons for the increase in tension in
the telecommunication industry. It further speculates that international
commumication costs could rednce to close fo zero during the next five years. This
is because of the increasing capacity that is created throngh the launching of
satellites, Euwrope has been slow to follow the United States trend in reducing
costs, but the increasing global competition is likely to force this on to Buropoan

telecomumunications companies. '

Communication is the most important enabler in inter-company integration,
Flectronic Data Interchange (EDI) was never scen as successful as it conld have
been because it took time and required the use of very sophisticated and
cumbersome standards, The internet is driving a new wave of intercormectivity

that is shaping commerce into the future.
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When seen together, these trends in communication are likely to give rise to a

Izvel of interconnectivity between companies that has never been seen before,

The importance of cost

One of the critical issnes in management towards logistics excelience is a keent
appreciation of the fotal costs associated with lopgistics and eifective management

of these costs.

“FThe foundation of the integrated logistics management
concept is total cost analysis, which we have defined as
minimising the cost of transportation, warehousing,
inventory, order processing and infonmation systems, and
lot grantify cost, while achieving a desired costomer
service level.” (Stock & Lambert, 1987)

La Londe has been advocating this coneapt for more than 20 years (La Londe,
1970). The extent of the global need for sound logistics management is
hightighted in an aricle by Herkoff (1954}, A vast amount of the cost of products
is consumed in the delivery of the product to the shelf Fenkoff (1994) claims
that Ametican companies spent $670 billion — a gaping 10,5% of GDP — to wrap,
bundle, load. unload, sort, reload, and transport goods in 1994, The United States
gross national pipeline is so clogged with unnecessary steps and redundant
stockpiles that the grocery industry alone believes it can take $30 billion, or nearly
10% of its annual operating costs, out of the system. (Henkoff, 1994) This is an
exam:le of the immense power of optimising the supply chain across the industry
and reducing the costs associated with inefficiency compounded throughout the

chain.
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Summary

Logistics management has been identified as a priority for over thirty years, Take-
on of sound practices has been slow but the pace of chauge is increasing as
organisations across the globe start to improve their supply chains. These
organisations ave trading in markets where they typically would not have been
ircreasing the imperative for even more isolated economies to meet the challengés
of change. The next decade will see logistics management as one of the key board
level priorities and across the globe, organisations see logistics as one of the major
priorities to sipnificantly reduce the cost of product and to improve the availability

of product to end consumers.

2.2. Ezcellence in Logisticy

If we agree that logistics management is important to organisations in the future,
then it is important to identify those attributed that constitute good practice in
ensurtng a well integrated supply chain,

Bowersox (1994) identifies four competencies that Leed to be in place for logisties
excellence. ‘These are shown in figure 2.3 below:

Positioning

Integrati w

M gasurement

Figure 2.3 Logistics competency Maodel (Global Logistics Research Team,
1995)
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He describes these in some detail and concludes that it is only through the

simultaneous occmrence of all of these that logistics excellence can resuit.

The research done by Cilliers at the University of Pretoria (Cilliers et al,1994)

describes a framework for measuring logistical excellence on two dimensions:
= Individual excellence - The logistics practice of the individual company; and

o Value Chain excellence - The level of logistics excellence within the
extended value chain,

A measurement tool had been developed by the University of Pretoria which
identified attributes that indicated the level internal logistics excellence arid
further attributes that indicaied the degree of external Ilogistics excellence. A
copy of this measurement tool is included in Appendix B.

A comparison between these two research initiatives indicate a relatively good
correlation of aitribute. There ie approximately an 83% overlap between attributes
while all four areas in the competency model are covered in some way by the
attributes desctibed by Cilliers. The comparison between these models at a high
level is shown in Appendix C.

La Londe, (1994) describes companies moving towards a philosophy of integrated
logistics management as moving through stages of development:

“Companies have pursued three general stages in their
evolution into integrated logistics management; physical
distribution focus, internal linkages, and extemnal
linkages.” (La Londe, 1994)
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He then continues to describe a series of material flow loops as shown in figure

2.4 below:

‘ Vend, < ;i ‘n i Phynizal
endoy Frocuremen perationn Distiburios Cuttomer
Y\ )

| ——————

Htapge ¥

%
Stape 2
-, -

e
Slage 3

Figure 2.4 Evalution of the Iutegrated Logistics concept (La Londe, 1994)

He describes the progression as moving from the basic stage of simply managing
the physical distribution turough to the stage of integrated supply chain
management. This staging theory is aligned with the thinking of Cilliers who
found that the migration to “logistics excellence” (top right position on the matrix
below) required an initial focus on internal excellence followed by a focus on
extending this excellence to the rest of the logistics chain. Improvement needed to
take place along the path shown in figure 2.5 below. He continued fo describe a
few companies that were exceptions to this and believed they could achieve
supply chain excellence without getting their own operation in order but stated
that this was short lived and that the outcome was not achieved.

Tarpet S1aje
. (Logistics Bxcollanto)

Intzrhol Excellence

Fxiernal Excelicnco

Figure 2.5 Path to Logistics Excellence (Cilliers, 1994)
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In summary, logistics excellence can be measured both intemnally (within the
organisation) and extemally (across the supply chain). Excellence requires the
close attention to Positioning, Agility, Iniegration and Measurement,

2.3. Logistics in South Africa

Logistics is scen as 2 management priority across the globe and exceilence is the
answer to competitiveness into the fiture. As we relate this to South Afica, it is
of interest to understand why we should take this as being important and how
South African companies stack up to the atiributes of excellence,

South Africa has, in many ways, enjoyed the benefits of isolation in that
competition ~hat largely natiopal rather than truly global. As we reenter the
global market companies are suddenly faced with global competition and need to
take on world class praciices in order fo survive. Fourie (1994) describes the path
to re-enter the international markets, as requiring a realisation that it is a changed
situation. He continues to say that for South Afican companies to succeed they
will have to adapt or die.

This impetus for change is heightened by the fact that our competitois
internationally have been focusing on distribution improvements for some time
already and have made significant progress in this quest. The external and internal
forces active in business organisations force continned changes in these
organisaiions and in the role of the distribution executive. Masters (1994) claims
that the most noinble of these forces driving change were the increased cost of
performing distribution processes and the deregulation of the transportation

industry.”
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In South Africa we need to caich up this gap and then take a stride into a glob;ﬂ
leadership position — a major challenge. The Chair in Logistics at the Schoo! of
Management, University of Preforia and Andersen Consnlting conducts an annual
survey (Cilliers et al, 1994), as described earlier, titied: “Logistics Excellence in
South Afiica™, with the expressed objective of establishing a point of reference
that can be used by lngistics practitioners in South Afiica. Particular focus of the
1994 surVey was given to: {1) establishing a benchmark of where compantes are
positioned in logistics at present, (2) identifying major issues facing companies
today, (3) identifying major trends that are likely to emerge during the remainder
of the decade, (4) comparing current status and trends against results of a similar
survey conducted across Europe a year ago, and (5) providing a basis for this

becoming a repeated event with effective monitoring of trends into the firre.
“The role of IT is considered all-important by the majority

of large SA companies in the move towards effective
logistics management” (Cilliers et al, 1994)
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The results show that most organisations have not excelled on either of the two
dimensions (internal and external excellence) and this is depicted in the matrix
shown in figure 2.6 below.

Level
of
internal
| ogistics
Excellence

Level of Excellence throvghout
The Value Chain

Figure 2.6 Level of Logistics Excellence (Cilliers , 1994)

This figure shows & small number of organisations {11%) that have achieved both
a high fevel of internal excellence and a high level of external value chain
excellence. Most organisations (83%) fit into 2 mediocre category with 289 that
have favoured achieving internal logistics excellence before exploifing the value
chain. A smaller number (17%) have attempted to improve integration through
the value chain before achieving a high Jevel of inteynal exceltence. There are 5%

that were non-excellent on both categories.

The results of this survey were published in a report which is referenced in the
bibliography in the University of Pretoria. In summeary, it showed that the bulk of
South African organisations achieved a level of mediocrity in logistics, There
was a small percentage of organisations that identified as being logistically
excellent and a similar percentage which were identified as being very weak at
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logistics. As a result of this survey, it was possible to identify a list of pood
business practices that showed a marked difference between those organisations
that succeeded versus those that were performing Tess well.

24. Information Systems and Logistics

In achieving good logistics integration, information technology plays a pivotal
role. The veasor for this is best described in the Imtroduction to the logistics
research report produced by Fuller.

“The principle here is one bomowed from just-in-time
management: when information precedes the flow of
physical stock, that is, when the arrivals and departures of
products can be made to coincide with unprecedented
precision, companies can achieve more and more
consistent throughput.” (Fuller et at, 1993).

This is reinforced by La Londe (La Londe, 1994), who identifies Information
technology as one of the four major factors as shaping the development of
integrated logistics management thinking. He continnes to descrdbe how
Information Technalogy will be a major contributor to logistics problem solving
inio the fumwe. He also lists four primary factors that have shaped the
devel.pment of distribution thinking: scientific mansagement, data processing

technology, a customer focus, and profit leverage.”

The Bowersox team identified the importance of information sysiems in meeting
the objective of Jogistics excellence and furthermore concluded that worl o
related information systems will be a major management priority in the next few

years.

Doc 1081.v2 97/12/03 08:41 AM 23



This was borne out by a question that was asked in their survey:

“*Among world class firms, managers report their firm’s
plan substantial development or replacement of logistics
operating systems within the next three to five years.”.

Respondents to the Bowersox (1994) survey indicated that 81,9% strongly agreed
or agreed with this statement. A mere 7,8% strongly disagreed or disagreed. This
is another indication of the importance of logistics in the upcoming years.

Masters and Polien (1994} reinforce these various views in some work done by
them in describing the evolution of logistics. They also relate logistics
management and Information Technology back to the importance of total cost
management as described earlier, They describe “Computers as providing the
means to address the most compelling reasons for integrating materials and
distribution functions — the dollars involved.™

In understanding integration, it is important to recognise the optimisation of the
whole distribution channef rather than the efficiency of any part of this, Gustin
(1994) describes this well and again highlights the importance of information in
this quesi. He d  hes the intportance of , central co-ordination of diverse
functional oblectives to effeclively assess relevant trade-offs properly He further
concludes that adequate co-ordination can only be achieved when sufficient

information support is available,

Many organisations have a fan. | al approach fo identifying, testing a.d using the
Iatest techniologies. It is a pragmatiz balance between innovation and stability that
will ensure logistics success. This . uestion will test the speed of technology take-

on as a function of logistics excellence.
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‘Writers agree that information is important to achieving excellence in logistics:

“Total supply chain management requires high levels of
computer-based information support; thus firms should
dedicate more resources to musomating logistics data in the
future” (Gustin et al, 1994)

1t is also interesting to note that for the past ten years, Andersen Consulting in
conjunction with the Council of Logistics Management, has compiled a list of
svailable logistics software. (CLM, 1996} In the logistics field alone there are in
excess of a thonsand logistics software packages compared with sixty-seven, ten
years ago. Technology is obviously an area where there has been significant

investment in driving solutions that support logistics excellence,

This is further supported by Bowersox who says thai a decision to postpone the
acquisition of new technology can have catastrophic long tetm implications.
(Bowersox, et af, 1992},

In sumrary information i critical to logistice and organisational snccess is
dependent on it, This is nicely encapsulated in the following quote from Mesher,
“In today’s krnowledge-driven economy, a manufacturer’s
future is based on an updated version of Darwin originai
theory: ‘survival of the fittest information system'..”
{Mesher ef al, 1994)

This is equally important in South Africa 2s demonstrated in the results from the
1994 survey (Cilliers et ai, 1994) which highlight: (1) infoxmation systems as key
to achieving an integrated logistics capability, {2) information systems are old and
will require replacement, and (3) the advantages of information technology (IT) is
not fully realised. )

Doc 1081.v2 97/12/03 08:41 AM 25



In this survey, 65 percent of the respondents viewed IT as critically important and
95 percent viewed it as important, (Cilliers et al, 1994} For those organisations
that werz embracing a comprehensive logistics strategy, (information) technology
was found to be a key enabler in achieving the required levels of internal and
external integration”

2.5. Integrated Approach to Process and Systems

As has been eluded to in earlier paris of this paper, logistics is a process that
covers a wide range of functions across an organisation. In order to integrate this,
it is said to be essential that a process view is taken of all of the functions that
support the logistics process, This is re-enforced by & wide range of writers in
logistice theory and in particular supported by Bowersox, (1992) who claims that &
carefill analysis should be conducted of the specific functions that are accountatie
to the logistics orgeanisation and to the degree to which their performance and
measurament are integrated. He sees this as heing one of the prime indicators of
the Tevel of logistics excellence in an organisation. This view is supported by
Cilliers, (1994) who claims that a balanced optimisation across ail functions is
more important then individual excelience in any one of the materials and

distribation activities.

It therefore seems that process change is an absolute pre-requisite fo effectiv.
logistics integration. This has a major impact on the approach to implementing
information systems, A nwmber of leading thinkers describe the importance of
sinltanecusly focusing on systems and processes. This is not specific to logistics

and relates to any suceessful implementation of change.
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For many years, Andersen Copsulting (Magee, 1985) have focused on the
importance of addressing strategy, process, technology and people simultancously.
This is as documented in their business integration mode] shown in fgure 2.7

below.

k . l'Buxiness Integratlon |

Figure 2.7 Andersen consulting Business Infegration Medel (Magee et al,
1985)

They contend that it is only though the successful simultanecus attention to ail of
these that a strategy of change is going tv show lasting benefit within the
organisation. There experience they have demonstrated that addressing one of
these without taking the nthers into account, forces the one chosen to revert back
to prior practice, or to be ignored completely, For example making chenges o a
system without the adeguaie aitention to new processes and the job descriptions of
the people involved, would cause the new system to be undermined to support
existing practices. They conclude that it is only through simultaneous attention to
all of these areas that a sirategy of change can be implemented.
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It is this style of implementing information systems that the author hes chosen to
explore further. In implementing information systems, there are a number of
traditional good practices that will ensure the quality of the information systein,
bt it is the style of linking process to information technology that the author felt
warranted further attention.

Davenport (1993) identifies the close link between these two areas - process and
IT to be critical,

He describes at some lengths the importance of a process view of an organisation
describing process improvement and innovation as being the best hope for creating
greater value out of the vast investment in information technology. He further
describes how organisations have tied at length to identify measurable
productivity benefits that are derived out of IT investments. The combination of
these two factors drives him to conclede that it is a virtual necessity to make uge
of IT to achieve process innovation.

Davenport (1993) attempts to identify empirical research that proves the
connection between process change, IT and economic bepefit. He states that this
does not exist although there are examples where this is clearly the necessity. His
conjecture is that the following mode] applies;

Information Process Eeonomic
Technology ¥ Change ¥ Outcome
1 Initiatives

Figure 2.8 The IT-Process-Productivity Relationship (Davenport, 1993)
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Davenport (1993) then analyses various categories of IT opportunity for achieving
process innovation. The one most relevant here is the “Infegrative” category,
(Davenport, 1993) More and more, companies that are finding it difficult to
radically iiprove process performance for highly segmented fasks split across
magy jobs are moving to a “case management” approach. In this type of process,
an individual or team completes, or af least manages, ail aspects of a product or
service delivery process. 1T is used to support this integration.

This is clearly the case in. logistics where components of the supply chain split

across different functions in a company.

The second area of reievance is “Disintermediation” where technology sllows the
removal of some of the players in the supply chain, It is becoming increasingly
clear in many industrics that human intermediaries are inefficient for passing
information between parties. IT is invariably wseful in copnecting buyers and

sellers and helping them exchange information about purchase transactions.”

This Huk between process and technology has been described in 2 number of
different contexts, not specific to logistics. It is, however, re-enforced by Dawe
{1994) who describes the reduction in costs and optimisation of the logistics
channel as requiring process and management improvements that are inextricably
linked fo the changes in technology. This is further borne out by an analysis
performed by Halverson (1995) where he analysed a classic example of where
information technology was being used fo transform a logistics organisation. He
described at length the retailers innovative use of technology to transform not only
the business itself, but aiso to improve the quality of life of the employses. He
described this organization as being a worthy role mode) as re-inventors of the
entire logistics process. (Halverson,1995)

It therefore seems as if the link between process and technology is paramount in

ensuring that the results are achieved out of any systems related project.
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This concept of process and IT is then applied mors specifically to the logistics
excellence where Copacino (Magee et al, 1985) identifies the hierarchical
approach of moving from the high level strategic intent in the form of customer
service down to the four major physical components, which include infrastructure,
people, systems and the processes, This is as described by and shown in the
logistics strategy implzmentation framework in figure 2.9 below:

' Implemeniation

Figure 2.9 Logistics Strategy Framework (Magee et al, 1985)

It is not the avthors intent to demonstrate that this model works, but it does appear
to be born out by experience and which been well documented in the book by
Copacino, He describes the importance of understanding logistics strategy and
then gradually transiating this into an integrated set of actions addressing the four
areas at the base of the pyramid of which IT and process aud two of the more
important, It is therefore fair to conclude that the Davenport (1993) theory that
has been shown to be applicable at a generic level is equally relevant in the areas

of logistics management.
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2.6. Summary Theoretical Conjecture

The Thread of logic that flows through this literature review can be summarised as

follows:

1. Infcgrated Logistics Management is a critical component of sirategy into the
firture

2. Logistics excellence requires a migration of performance from simple physical
distribution through to and integrated management of the distribution channel.

3. In South Africa logistics management is far from ideal and we have 8 major
challenge to overcome a backloy in improvement caused by isolation

4. A key enabler to goad, integrated logistics management is information and the
systems to support this.

5. Success in implementing logistics systems requires the simultaneous afiention

to processes reengineering,

This thread is drawn fiom a number of separate and non-related works. It is the
purpose of this paper to analyse these statements in a single context and establizh
whether they hold true. If not they will be rewarded nto what is found to be a
mote accurate set of guiding principles. The author summarised the various
statements into a gingle statement of theoretical conjecture. This was as follows:'

“Logistical excellent companies in South Afiica differ

from their lesser counterparts in the way they apply IT to

optimise the logistical performance in the style of enabling

IT solutions™.

The methodology to test this is described in the next chapter.
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3.

Research Methodology

The anthor made use of 2 broader questionnajre which was sent to a number of IT
managers. The information gathered was then analysed and follow-up interviews
conducted to verify resuits and to colleet qualitative support for findings.
Establishing a suitable measuring instrument and the gathering of data were the
two most time consuming activities. This chapter discusses how the measnring
instrument was established. It then describes how a representative sample was
selected to ensure alignment with earlier research completed by the University of
Preforia to facilitate leverage against prior research.

Finally this chapier describes the approach nsed to research and the analysis that

followed.
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3.1. Questionnaire

Following the review of material, described in chapter 2, the theoretical conjectute
was established. From this conjecture, a number of indicators were identified that
would prove or disprove the conjecture.

The following is a list of indicators required to establish the validity or otherwise
of the theorstical conjecture.

Indicator

Integrated gystems enviroitment
The level of intepration in the gystems environment may indicate
the extent i which systems play
Cast savings in implementing integrated systems
Are total logistics costs measured and ranaged?
The extent to which systems contribute to a value added Jogistics
Availability of end-to-end definition of the logistics processes

1se of the integrated Ingistics process in systems design

Are systems and new processes itrplemented concurrently

Latest technology tmplemented

Use of an integrated aschitecture

Establish the architecture prior o sysierns development
Methodolopy used in implementing systems?

Simmltancons comprebensive changs manzgement sirategy
Independent implementation of systerns (stores, puwrchasing, transport
management, production, efe.) '

These indicators were then translated into a number of questions. The measuring
instrument was being shared with three other students so the resulis of the three

analyses were consolidated into a single questionnaire.
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This questionnajre was then given to a professional research organisation to verify
the method, level of detail of question and to avoid ambignity. Once through this
scrutiny, a draft was given to five IT managers for their review. They were
requested to comment on the level of detail and on any guestions where the
meaning was not well understood. Their feedback was invaluable in coming to a
final questionnaire that counld be distributed.

3.2, Selecting the sample

The research sample was that used in the sw.. . ey conducted by the University of
Pretoria. It was essential for the hypotheses to be tested agaiast the same sample

base to maximise the correlutive value hetween the two bodies of research.

Having been invoived in the earlier research, the author assisted in selecting the
original semple base. This was done by identifying a selection of cornpanies
across the different consumer industries groups, The aim was fo snsure a
representrtion of different sized companies across moast of the supply chains of
consumcr goods. Care was also taken to identify companies in different stages of
the supply chain from primary producers through various intermediaries to the
retailers,

The list chosen for this survey consisted of 145 organisations that had responded
to the earlier research. A list of these organisations is inclnded in attachment D,

3.3. Collecting responses

In the earfier research the team had simed to identify the logistics manager as the
key respondent. For the purposes of this survey the research was aimed at their IT
counterparts. Initially questionnaires were addressed to “The IT Managesr” as the

names pf these individuals were not know.
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The initir response was poor. Thirteen responses were receivod in the first tw.ro
weeks, A concerted effort was then madz to gain the names of the It managers
through phone calls to the remaining organisations. During this process it was
identified that 4 of the businesses no lenger existed and three managers were not
interested in responding. ‘The rest claimed not to have received +;.» material.

A second mailing was therefore arranged directed to identified people. From this
second mailing a number of additional responses were veceived. This was biased
towards Logistics Innocent companies as is representative of the expected average
sample. In ensuring that there was a representative sample of both areas those
whom were kaown to be logistical excellent were further chased until 2 good
reference bage was aftained. The 30 respondents ave highlighted on e list in
attachment D. |

3.4. Data Capture and Analysis

Even with a sample size of 30 there is a vast amount of data that needs to t

processed. Without acc.ss to a statistics} modelling sofiware tool, this was done
using an Excel workbook, Raw data was -aptired on ope of the worksheets and
various forms of analysis were done in a number of further worksheets with
reference to the original worksheset. This allowed for 2 good level of integrity of
data across the base of various analyses with minimal duplication. This Excell

workbook is available to anyone doing further research in this area.
The datz captured was graphed in varions ways and initial findings were

documented. Based on the Literature Review and the interpretation of these

results, a draft model was developed to facilitate funher discussion.
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3.5,  Qualitative Confirmation

Armed with the graphical representation of results and the draft model described
above, five follow-up interviews were conducted with IT managers in differefi
industrics across different points in the supply chain. These provided exceflent

context to the quantitative results and resolved areas of apparent difference.

The mude! proved to be a good way of focusing the discussions and was further

refined in the process,

The findings of the quantitative and qualitative material were then summarised i1
Chapter 4, From this conclusions were drawn as described in Chapter 5 and
Chapter 6.
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4. Presentation of the Evidence

This chapter presents the results of the survey and the follow-up interviews. The

presentation of the data is deseribed in the following threc areas:

1. General research observations are described in section 4.1.
2. The findings from the quantitative analysis are described in section 4.2.
3. Feedback from the qualitative follow-up is included in section 4,3,

Thuse follow below:

4.1. General Research Observations

4.1.1 Demographics

As described in section 2.2, Bowersox (1989) identified a number of attributes that
need to be in place and thus measured for organisations, He firther stated that:

These attribuies are very similar across organisations regardiess of their position in
the supply chain, In his research, Bowersox (1989) suggested that regardless of
the type of company, similar menagement practices are used to implemeht

logistics excellence:

“The practices of leading edge firms are nearly identical
independent of the chaunel position.” (Bowersox, 1989)

These findings make it clear that the leading edge fimn can be expeeted to place a2

premium on specific managerial behavior regardless if they are manufacturing,
wholesale, retail, or hybrid organisations.
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The aim was, however, to get a good spread of responses from a number of
different industries and a crozs-section of the supply chain. This was successful as

depicted in Figure 4.1 and Figure 4.2 below:

Industey Segmentation : By Excellence Classification
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Figure 4.1 - Demographics of sampie by industry and level of excellence

Value Chain Segmentatlon: By Excellence Classiflcation
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Figure 4.2 - Demographics of saraple by position in supply chaia and level of

excellence
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It is important to recognise that the level of logtstics excellence was based on the
perceptions developed during the prior Cilliers survey after imterviews with the
logistics managers in each organisation. To ensore thaf this basis was valid, one
of the questions asked in the survey questionnaire sent out for this research was

for the IT managers to rate their organisations logistics performance,
4.1,2 Correlation between surveys

The two surveys (original Cilliers research and this research) were conducted
using very different approaclies and about fourteen months apart. Adding to the
complexity, the surveys were answered by different riembers of the targel
organisations, Cilliers interviewed the logistics managers {or equivaient) and
these questionpaires were sent to the Information Technology (IT) tunager {or

equivalent).

One of the questions asked in the IT survey was the rating o 7 logistirs excellence.
Tﬁc responses by the IT managers matched the original analysis 100% providing a
level of comfort that linking these two sets of results provided a valid basis for
further analysis,

4.1.3 Quality of Results

The Cilliers analysis was done by preparing a structured questionnaire and
personally interviswing the respondents. This was a labour intensive activity that
ensured a high degree of zecuracy of logistics reference information.

The questionnaire sent to the IT managers was well structured and tested for

ambiguity and simplicity with a number of IT professionals. Most responses were
detailed showing a high level of commitment to accuracy.

Doc 1081.v2 97/12/03 08:41 AM 39



Some of the critical questions in the survey were asked in two different ways

allowing for comparison of results.

Finally, selected interviews were conducted fo verify the findings and fo discuss

the implications of these on the IT professional.

Any analysis is subject to misinterpretation and ervor, but the above points
emphasize that this material provides a relatively reliable source of information.

4.2. Quantitative Findings

In this section findings as they relate to the theoretical conjecture in Chapter 3 are
described. This provided extremely interesting and yielded reasonable but not
predicted results. Some areas posed as more obvious questions were answered in
the reverse of expectation supported by comments that clearly explained the initial
incorrect perception. A number of areas are described - one point to a section -
and these are then drawn into the dralft model in section 4.3 for further qualitative

follow-up.

4.2,1 Logistics Excellence

As described in the overview of research material, one of the important reference
poinis was the level of logistics excellence. One of the first points of clarity was

the assurance that there was a good split of organisations inio these two categories.

Of the 30 respondents there were 16 that were classified, as per the Cilliers (1994)

model, as “logistics excellent” and 14 classified as “logistics innocent”.
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Logistics excellence is a key Jeterminant in the rest of the sarvey so it was
important to ensure that there was a sound reference base to be used for the rest of
the analysis. As described in section 4.2,2, there was a large correlation between
the two different sets of questions and it was ensured that there was a good mix of
responses of “excellent” and “innocent™ companies. Referring back fo the
brealtdown of demographics in fighre 4.1, it can be cleardy seen that there is glso a
mix of “innocent” and “excellent” companies cross-industry. 'With reference to
figure 4.2, it is aiso clear that there was a2 mix of “innocent” and “excellent”

corapanies cross the supply cham,

During the rest of this analysis, reference will be made to “innocent” and
“gxcellent” companies. This is fo allow for a good split between the two groups
within the sample. As evidenced by the distribution of organisations in figure 4.3
below, this is simply to identify those strategies and practices tha! are uysed by
“excellent” comparies over those that are not achieving as great performance, For
the purposes of analysis, all those that achieved 51% and greater on the Cilliers
analysis scale were classified as being excellent while all those that were 50% and
below were classified as being “immocent”, It is recognised that the organisations
that fit close to this boundary line have very similar performance but for the
purposes of analysis, it was necessary to draw the line at some point.
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Figure 4.3 - Distribution of sample contpanies by their relative logistics excellence
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For the remainder of section 4.2, reference will be made to “innocent” and

“excellent” companies as per the analysis above.
4,2.2 Information Technology and Logistics

As would be ecxpected, all organisations that were spoken fo, identified
information technology as being criticaily important to achieving logistics
excellence, The reason for this was that as the integration of the supply chain
" between organisations started taking place, it was ctitically important to share
information in this channel, Omne of the organisations polled, identified a
inventory saving of in excess of 25% that yesulted after an agreed improved
sharing of information between all of the players in a specific supply chain. This
was initially done at preat expense through manual exchange of the information
via telefax. This additional effort and cost was easily offiet by the inventory
savings bul was onerous to sustain, So, in parallel with the manuat
implementaticn, a technology project identified the critical information and shared
this through electronic data interchange (EDI). The Paretto principle was used in
identifying the most critical information that needed fo be exchanged first. This
was given the highest priority with the implementation project. Others followed

as time would permit.

The respondent company identified that the most critical barrier that needed to be
overcome in geiting this flow of information working, was establishing the
necessary trusl to enable the information fo be made available. It appears that
South Afiican companies etill have the belief that information is power. The

respondent company had the following words of wisdom for them:

“It ig not information that gives power, the power lies in shared information.™
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Other qualitative feedback identified during the course of the survey further
highlighted the importance of information fechnology in achieving logistics

excellence.

“Logistics is dependent on an information rich

environment.” {(survey Respondent, 1996)

“Information Technology emgbles supply chain
transparency and visibility.” (survey Respondent, 1996)

4.2.3 Iinportance of Methadology
As described in the theoretical conjecture, it was important to identify how
relevant & methodology was in driving the approach to achieving logistics

excellence. To this end, the following question was asked:

“Dao you believe a formal methodclogy is required to develop both the logistical
process and the supporting information technology?”

As can be seen in figure 4.4 below, the copverse of what might have been

expected was the result.

‘ cant nccant .
Campaniss Cormpanies !
Sample Spiit i

Figure 4.4 - Imporiance of Methodology to Logisties Exeeilence
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Those companies that were “excellent” in logistics scemed to indicate that
methedology was not the most critical success factor to achieving logisties
excellence. The key ingredient was identified by them as being an integrated
approach. In subsequent discussion, respondents indicated the importance of
taking a top level view of the integration requirements and translating that info an
integrated programme of change. Then, through the appropriate use of selected
methodologies or techniques could he pulled together to support the progrumme,

“Innocent” companies be contrast, identified the importance of an infegrated
methodology in achieving logistics excellence, In discussion, this was identified
as being a “holy giail” that they hoped to find. They were looking for a simply
laid out instruction booklet that could direct their efforts in achieving logistics
excellence. = A clear message to those companies is that an integrated
methodology, that pravides for the requirements of all organisations, is clearly not

available.
There were a number of qualitative quotations that added substance fo the
quantitative feedback given above. There are two that summed up the general
sentiment of logistics excellent companies:

“Logistics excelflence will only become a reality if an

integrated approach is followed™; and

“an integrated methodology will help but is not essential”.

4.2.4 Investment in IT

Having established in section 4.2.2 that information fechnology is important in the
strive towards Jogistics excellence, it was now necessary to establish the extent of
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investment required in information technology. To this end the following
question was asked looking for the level of agreement with the following
statement of a scale of 1 to 7;

“A significant investment in IT and related technology is a pre-requisite for

logistical excellence.”

As shown in figure 4.5, “excelient” companies answered this question with an
average of 5.7. As can be seen, there were two organisations that answered a level
3. Further probing identified that these two organisations had pursued an
integrated systems technology strategy for some time. They therefore had an
integrated systems environment across all aspects of their company already. They
did not feel that an additional ..gpificant investment in information systems was
required to achieve logistical excellence and with subsequent probing seid that,
had they not gone through the prior infegration, that it would require a significant
further investmmint to achieve the results that they had achieved. If these two
responses are even an average weighting, the response to this question by

“excellent” companies is 6.1.
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Figure 4.5 - Level of Agreement Significant Invesument being Required in IT
and Related Technology (Excellent Companies)
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In tesms of the applicability of significant investment in IT being required for
success within the “excellent” companies surveyed, this average is 5.2. Most of
the “excellent” companies had already achisved a high level of integration and
therefore, were less convinced shout their need to future invest in information
techniology. For conf’ .ous iuprovemeni purposes, they still felt that a relatively
high level of investme:  rould still be required. With *innucent” companies, the
responses were in the reverse of “excellent” companies. They generally identified
thai an investment of I'T was i portant but an average score of 5.5 as shown in
fizure 4.6 below. This seems io indicate that they have followed a strategy of
lower investment than “excellent” companies and were feeling the results. Most
of the “innocent™ companies, however, identified that they needed a greater lovel
of investment than was typically required and answered 5.9 on average to the
question of applicability of IT spend in their environment.
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Figure 4.6 - Level of Agrecement to a Significant Investment being Rejuired
in IT and Related Technology (Innocent Companies)

In summary, an investment in information technology and related technology is
secn as being important, For those organisations that have a sound intepgrated
systems environment, the investment in achieving logistical integration is likely fo
be lower. For those that have 2 fragmented systems environment, significant
investrzents are going to be required to achieve the levels of integration that are

necesgary for logistical oxcellence.
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4.2.5 Pvocess vs Functional View

The conjecture, identified in chapter 3, was that Jogistical excellence could only be
achieved if an organisation ook a cmss-functional view of the logistical processes
and supported these by goed informetion technology. Integration of the materiat
supply chain clearly requires that all physical and logical functions are integrated
in a streamlined end to end process sllowing for the clear visibility of
inefficiencies. This view was supported through a question asked in the survey
which again required a luvel of agreement from 1 to 7 on the statement.

“A process rather than a functional view is taken in system: applications.”

As can be seen in figures 4.7 and 4.8, there is & high degree of support for the fact
that a process view is importani. Both “excellent” and “innocent” ~»mpanies were
in general agreement with this statement with an average response of5.5.
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Figure 4.7 - Level of Agreementi to the need for Process rather than
functionai view of systems (Excelient Conpanies)
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functional view of Systemns {Innocent Companies)

Also clearly identifiable in the above two praphg is the fact that “‘excellent™
companies are applying process integration a preat deal more than “innocent”
companies. “Excellent” companies rated application at an average of 5.1

“Innocent” companies rated the same at an average of 4.5.

In suminary, a strong support for the process view of systems ag compared to &

functional view,
4.2,6 1T Implementation and Process Change

As described earlier, Davenport (1993) describes a relationship between
information technology initiatives and the economic outcome. He states that in
various categories of Il, proce.s innovation can only be achieved if the
information technology initiative is followed by a sound approach to process
change. He illustrates this in two particular categories of IT change:

integrative change or where disintermediation is required.

In attempting to verify this, respondents were asked for their level of agreeraent on
ascale of 1 to / to the following statement:

“It is important that IT implementation is always accompanied by process

change”,
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The answer to this had 2 wide range of values which did not seem to provide

support for the Davenport (1993) iypothesis. As can be seen in both fgure 4.9

and figure 4.10, responses were largely divergent with respondents either being

strongly for or strongly against the statemeni. This indicated that the question was

ambiguous with the potential of being answered in different ways.

o~
"« -

etAgraement |
{mApplicable |

Number af Companies
M W & th

-

Sample Spiit

Figure 4.9 - Levr! of Agreement to the Need for I'T Implementation to be

secompanied with process change (Exceflent companies)
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Figure 4,10 - Level of Agreement to the Need for IT Implementation to be

accompauied with process change (Innocent companies)
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It was, therefore, necessary to probe this in more detail through follow-up
questions from selected respondents. During the conrse of this follow-up, the
nature of the ambiguity became apparent as did the reinforcement of the
Davenport {1993) hypothesis,

There are a number of information fechnology initiatives which take some effort
to implement but are primarily focused on substituting elements of process with a
more efficient automated method. In these sitvations, the process stays constant
but time is saved. As has been described earlier, savings in time have a significant
imipact in reductions in inventory and improvements in customer service when

dealing with logistics.

Therefore, in answer to the question in the survey, those orgunisations that
identified this, answered with a low level of agreement because of the word

“always” in the question,

In situations where information technology is being used as 2 lever to integrate the
supply chain or disintermediate, the respondents fully supported the hypothesis
raised as part of the theoretical conjecture in chapter 2. In other words, where a
move was being taken away from a funciional view to a more integrated process
view, the mere implementation of information teclinilogy would not achieve the

expected economic benefits without a significant process re-engineering effort,

4.2.7 IT role in Internal Process integration

The nexi significant gquestion was the level of agreement to the following
statement:

“Firms cen achieve a high level of infernal process integration required for
logistical excellence without striving for o similar level of internal information

systems integration,”
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This question had a marked unambiguons response. The “excelient” companies
had 1 average response of 2.73 as shown in figure 4.11 below. Ii, therefors,
clearly showed that the converse of the statement was true. This indicated that a
high level of internal process integration is dependent on a similar level of interal
information system integration. Companies, therefore, with well integrated, cross
functional systems could expect a higher level of performance when striving for

process integration,
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Figure 4.11 - Level of Agreement to the Achievement of Internal Process
Integration without I'T (Excellent companies)

An interesting result was obtained to the question on applicability of process and
IT integration in the “excellent” companies. The expoctation would have been to
find a simifar response to the level of agreement as you would expect the
“excellent” companies to be following the trend that would yield excellence, This
was not the cage as is highlighted by the five respondents who gave a weighting of
5 to their level of agreement. These five were therefore saying that there was not a
clear dependency in their organisation between the process integration and the IT

integration.
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It was again necessary fo probe respondents directly to identify the reason for this
discrepancy. The responses to this follow-up fell into two categories. Two of the
respondents (the same two whom answered 5 to the agreement part of the
question} had extremely focused their operation to deliver a unique niche service
to the supply chain. Their entire business was serving that niche and doing so
very effectively, They had a number of independent techmical systems that
supported the different parts of their business and did not feel that there was a high
level of dependence between the ability to achieve process integration in the
absence of good integrated systems.

The second category of respondents identified that they believed that the
dependence of infonmation technology integration and process integration was 3
described earlier. In fheir respective ofgmlisaﬁons they had not achieved the level
of information technology integration internally that they would like. They had,
however, achieved a high level of process integration through manual methods as
deseribed earlier. They were currently initiating projects to improve the efficiency
of these processes through information technology., They therefore were not as
strong on the immediate need in their organisation for a close dependence between
process and information technology although they agreed that the best result was
achieved when this did in fact happen, Market pressures did not always allow the

time required to achieve both of these simultanecusly.
With “innocent” companies, as shown in fipure 4.12 below, there was not a high

level of consensus on either of these questions., This may be one of the reasons

that these organisations fit into the “innocent™ category.
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Figure 4.12 - Level of Agreement to the Achievement of Internal Process

Integration withont IT (Innocent companies)

In summary, information technology is important in achieving internal process
integration. The more inteprated the systems are cross finction, the eagier it is to
achieve internal process integration. “Excellent” companies have achieved this
level of integration or have alternatively compensated for it through less efficient
manual methods.

4.2.8 IT mole in External Process integration

The next ares of focus was on external integration, Here tho responses were very
similar, in ways, to the question on internal integration. In the survey, respondesits
were asked fo give their level of agreement to the following statement;

“A high leve] of external process integration with pariners requires a high Jevel of
I'T support™,

The response to this question from both “excellent” and “innocent” companies
was unarobiguous agreement as demonstrated in figure 4.13 and 4.14 below.
“Fxeellent” companjes answered this with an average of 5.9 and “innocent”

companies gave it an average of 5.3.
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Figure 4,14 ~ Level of Agreement that External Process Intogration reguired
with IT (Innocent comipanies)

It is on this measure that the difference between “excellent” and “inmocent”
companies was most marked. “Excelient” companies answered the applicability
question giving an average of 5.1. This was as compared to the applicability
amongst “innocent” companies of abont 4,1 - & full point behind. The response to
this question intrigued the author whi.  prompted him to discuss it in a bit more
detail amongst the respondents. In the same follow-up discussions he identified

the reason for this marked difference.
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“Bxcellent™ companies feit that one of the prime reasons for the pressure on their
achievement of logistics excellence came through the additional pressure that was
provided by the other partners in the supply chain once the intent had been agreed
to achieve a greater level of supply chain integration amongst the various partners
in the chain, This teaming gave rise to a heightened need for integration.
Integration could only be achieved through a focus on information technology
and, once the information technology was in place, a great focus on achieving the
desired level of performance. The access to information by teaming partners gave

visibility and focus to the weak areas of performance,

1t theszfore seems as if this is one of the most significant contributors to achieving
logistical excellence. Those companies that are embarking on a programme of
improving logistica! excellence should take heed from this and look to involving
a8 many of the partners in the supply chain as early as possible in the process,

4.2.9 Farly adoption of new technologies

Is it necessary to be on the bleeding edge of information technology to achieve
logistical exceilence? This is the question that was aimed to be answered through
the 1equest for a level of agreement on the following statement:

“Early adoption of new technologies is a prerequisite for logistical excelisnee,”

The answer to this guestion was inconclusive. For both and “exceilent” and
“innocent” companics the average rasponse was 4.5. This is only marginally
above the mid-point of the 1 to 7 range which would be 4. The responses to this,
as shown in fiptre 4.15 and in figure 4.16, were also very emratic without any clear

preference for any specific trend.
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Figure 4.16 - Level of Agreement that Early adeption of new Technologies is

important for Logistical Excellence (Innocent companies)

The conclusion to be drawn from this is that the early adoption of new
techniologies can be of assistance in some circumstances but it is not an sbsolute
pre-requisite for achieving logistical excellence, The prime focus m achieving
logistical excellence is on infegration both internal and external. A large amount
can be achieved by focusing relatively average technologies on the internal and
external IT integration.
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4,2,10 Integrated change package

The last guestion in this section asked for the level of agreement to the following
statement:

“Deployment of an integrated change package, created through the concurrent
design of process, systems and change management interventions, is critical for

successful IT deployment in logistics processes.™

This was an all entompassing guestion that included a number of different
concepts but that focused on the need for a good business integration approach to
implementing logistical solutions. Both “excellem™ and “inmocent” companies
identified this as being important with an average response from both of 5.6, This
is as shown in figure 4.17 and figure 4.18 below.
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Figure 4.17 - Infegrated change package (Excellent companies)
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Figure 4.18 - Integrated change package (Innocent companies)

“Excellent” companies were marginally better than “innocent” companies in
achieving the level of integrated change that they 5. ,uired. During the subsequent
follow-up diseussions, respondents identified fhat £+ - e “l-equipped to take
and adequate and concurrent view of processes, tecl..ologies and the impact on
people simultaneously. This had cansed the failure of some of the initiatives anid,
those that succeeded only did this with a great level of post-conversion
determination from the project sponsor. It was this drive that ensured that the
necessary changes to process and people were retro-fitted during the course of the
implementation effort. This took longer and was highly immotive at times.

In summary, good support for a greater level of business integration applied fo

change initiatives,

4.3. Proposed Model

In reviewing the samumary resuits as identified above, a number of trends, criticps
success factors and guide lines were identified as being very relevant in the search
for logistical excellence. These findings were summarised inte a draft model as
shown in figure 4.19. In this model, the aim was to simply encapsulate the best
practice thinking of the survey respondents in a form that could be easily
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communicated and easily followed without detailed reference back to the findings

described above.

Integration '

Supply
Cros A

funstionat { Logistics ) CTain
Exceilence /Tarnems

Methodologicak
Approach

Enabling Technologpy
Pracess Bxcetlence

Figure 4.19 Summary Key Issues in the Style of Logisilcs Excelience thongh
T

This model assumes that the goal is to achieve a strategy of logistics excellence.
Thic ecds fo be property defined and will adhere to and drive out the principles of
integratiun, cross functional process orientation, including supply shange partners,
and a sound methodological approach. Using these principies the strategy wi'll
then b~ .aplemented using a concut-ent approach of enhancing the logistics
processes and implemeniing the correct enabling technologies. This package of
change is then enabled through behavioural cheange in people and is used to
leverage that change ultimately achieving the logistics excellence 1 sults. These

results need to be properly measured and made visible.
This was the draft model that was taken to 2 number of IT managers. Discussions

with them were documented in the form shown in Appendix F. Results of these

discussions are summarised in Section 4.4 below.

Dac 1081.v2 97/12/03 08:41 AM 59



4.4, Qualitative Feedback

Using the model described in section 4.3, the author arranged interviews with five
IT managers in logistics related companies. The purpose of these interviews was
to get their feedback on the model as a u.eful tool in assisting in achieving
logistics excellence. Their comments were documented in the form shown in
attachment F, For purposes of anonymity, these forms have been excluded from
this report. Their comments were useful in validating the model and adding
further refinement to it. Their comments are inuluded in the following sections
and these are then used to shape a revised model shown and described in section
53.3.

4.4.1 Excellence Principles

While there was general agreement that the poinis raised in the second band of the
model were key priticiples in achieving logistics excellence, it wag clear that this
was not an inclusive list. There were other key principles that hiad been identified
by Bowersox (1994) and Cilliers {1994} that had been excluded {rom this model.
I discussed this at some length with two of the respondents who felt that it was
important to establish these principles but that this would differ from company to
conmpary and could best be achieved by reference to the oripinal works. They saw
the value in this model as driving the IT profassional to get a clear grasp on the
overall logistics excellence objectives and then the underlying principles that

would be crifical in their envirchment,

In discussion with them, the author therefore revised that band to be more generic,
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4.4.2 Pecple

All of the respondents emphasised the abselute importance of people in achieving
logistics excellence. The other aspects highlighted to the left of the people
iriangle provided a solid foundation on which excellence could be built. This
foundation also helped lift people to achieve greater performance. If was,
however, the chenge in people behaviour that achieved the required level of

excellence,

This change in people behaviour tequired a very strong leadership focus and an

ennbling environment that encouraged high performance.

It was not the author’s purpose to dwell on the importance of behavioural change
ag this has been done by many auﬁmrs in hehavioural sciences. The IT
prafessional who 15 looking at fransforming an organisation through the use of
information technolagy, needs to cnsure though that adeguate aitention is given to
this behavioural change.

4.4.3 Measurement

The respondents again concurred that measurement was a very effective tool in
making any programme of change focus on the outcome rather than just on the

process of geting there.

Many examples were given by the respondents of how this had worked. The
respondents were all in the logistics “excellent” category and this could thus be
expecied. One of these examples was particularly striking and therefore bears

mentioning in this report.
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A large South African retait group simed at a logistics excellence target of three
days delivery from supplier to the retsil store at a significantly reduced cost. Their
performarnce to date had averaged at around four to five weeks for the same event.

Starting with this outcome in raind, they decomposed this info a series of key
performance measures which were made visible at the oniset of the programme
and then monitored throughout the development effort. They became the centre of
focus driving the design decisions in the varions enabling technologies and in the
significant process changes. Once the intplementation started to take place, these
measures provided the basis for ensuring that the correct onfcomes were realised,
The particuiar respondent spent a large amount of the interview reinforcing the
model a5 a whole and, in particular, focusing on measurement as being the
backbone to success. It is af his insisience that the author has cxtended the

meastirement process to cover the entire programme life cycle.
4.4.4 Process Excellence

Each of the respandents confirmed the importance of sound principles, good
enabling techinology, process excellence and delivery through people. With many
of them, the author got into significant debate around the sequence of these, Sorie
feit that enabling technology was a starting poiut as indicated in the diagram,
while others felt that the importunce of process was the comerstone on which
enabling technology was built.

During the course of the debate, it became evident that many ol the examples they
chose o demonsirate that the enabling technology sometimes came first, had little
bearing on achieving logistics excellence. There was also a very strong argument
which supported process excellence being more importart. As has been described
earlier, achieving logistics excellence is 2 move towards process integration. It is
therefore very evident that a clear understanding of the integrated processes is 2
prerequisite foundation to any changes in technology for the people.
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1t is therefore the conviction of the anthor that thete may be many situations in the
implementation of information technology where the sequence could be different,
However, in achieving logistics excellence it is imperative to get the process view
aligned and clearly entrenched prior to choosing the enabling technology,
Detailed procedures that link the process and the technology should be agreed as
part of the addressing the behavioural chanye of paopie.

The author therefore changed the sequence of these two headings on the medsl.
4.4.5 Summary Feedback

QOverall, the respondents were very supportive of this model and said that it
provided a very good basis for shaping an prioritising change in & programme fo

achieve logistics excelience. The results of these discussions are included in a

description of the revised mode! in section 5.3.
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5.

Analysis of Results

In the resuits, there is large amourt of information as summarised ovt ~f the
survey, It is imporfant to relate this back to the theoretical conjecture. 'n <cing
this, the section be..w first looks at the extent to which the five statemen:: in
section 2.6 were sapported through the results and then secondly, looks at the
statement of theoretical conjecture included in the same section establishing
whether this {ruly helds. Section 5.1 below analyses each of the five statements
ar d section 5.2 analyses the statement of theoretical conjecture,

5.1, Analysis of Literature Review Summmary

At the end of the literature review in section 2.4 the author summarised a thread of
Togic that inciuded 1he following five statements ;

1. Inteprated Legistics Management ig a critical component of strategy into the
fuiure,

2. Logistics excellence requires a migration of performance from simple physical
distribution through to and integrated management of the distribution channel.

3. In South Africs logistics managemert is far from ideal and we have a major
challenge to overcome a hacklog in improvement caused by isolation.

4. A key enabler fo good, integrated logistics management is information and the
systems to support this,

5. Success in implementing logistics systems requires the simultaneous attention

to processes reengineering.

Each of these statements will be analysed in more detail in the foilowing sub-
sections 5.1.1 through 5.1.5, )
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5.1.1 Integrated logistics management

Literatore review seemed to indicate the impurtance of integrated logistics
management and that this would become an inereasingly critical component of
strategy into the future. This has been bome out by a number of research

initiatives and writers that have been cuoted in chapter 2.

The purpose of this survey was not fo establish whether this fact held. It was
taken a3 an agsimnption as this had bzen shown through the survey by Cilliers
(1994). It had the prime focus of identifying how organizations viewed logistics.
In that survey, it was clear that organisations sought logistics excellence although
many were not meeting the excellence mark, The lack of logistics achigvement
was again identified as described in secticn 4.2.1.

In summary, logistics excellence is important and was seen imporiant by the
selected group of companies who were chosen out of the sample that was used for
the Cilliers {1994) survey.

5.1.2 Integrated management of the distribution channel

The theory identified the absolute importance of moving away from a very
functional focus of the different components of the logistics chain into an
infegrated management of all processes throughout the distribution channel. This,
again, is a fact that was established as part of prior surveys. Bowersox (1993)
describes this relationship in some detail and this was re-enforced through the
sample that was surveyed by Cilliers (1994). This survey being a selection of the
respondents in the Cilliers (1994) survey, it can be assumed that this is a view beld
by them.
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In particular, when they were asked whether a process versus functional view was
important in achieving logistics excelience, there was an overwhelming vesponse
that this was important as identified in section 4.2.5. It can therefore be assumed
that this group of companies re-affirmed the thinking in the literature and felt that

cross function integration was paramnount in achieving logistics excellence.
5.1.3 Sonth African logistics backiog

The summary thread out of the Literature was a clear indication that South Afiica
was far behind many of iis competitors in the field of logistics mansgement, A
results on Iugistics excullence described in section 4.2.1 cleatly re-enforce this
view. uhere ig a relatively smaﬁ proportion of organisations that achieved a
greater then fifty percent on this measure and even those were grouped with &
average of seventy-two percent, The average for the sample as a whole was sixty

percent.
5.1.4 Information systems and enabler

The hypothesis put forward in chapter 2 describes information systems as a key
enabler to achieving logistics excellence. This was founded on the basis that
logistics required the optimisation of a wide range of activities across a supply
chain, For thiz to take place effectively it requires an intensive amount of
informatton and it was real time and current. If is one of the key linkages on
which this thesis is based.

The result presented in the previous chapter supported this linkage in a number of
different ways. This linkage is described in some detail in section 42.2, the
essence of which s encapsulated in the following quote from one of the

respondents:
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“Logistics is dependent on an information rich

environment”

The interesting responses about investment in IT ir sec.on 4.2.4 give a great deal
of insight into this linkage. In summary, those o:guanisations that were “logistic
excellent”, did not feel that they needed further significant investment in IT.
Those, however, who were “logistic innocent”, identified investment in IT as
being one of their top priorities. An average of 6.1 out of a possible 7 powaits is »
very convincing argument for the importance of IT in supporting logistics

excellence.

The importance in the investment in IT was focused eround integration. There
was little support for always attempting to be at the "leading” edge of technology.
As described in section 4.2.9, early adoption of new technologies was not seen to
be critical to success in logistics. The success came through the linkages and this
came through integration.

In summary, IT is a key enabler in that it drives out the linkages and assists in
managing the large volumes of information required to successfully opilmise a2
logistics supply chain.

5.1.5 Simultaneous attention to process and FT

The final key component of the thread of logic described in section 2.6 related to
the association between implementat'on of systems and implementation of
process. This was based on the work put forward by Davenport (1993) where he
described the economic outcome as being dependent on the fnfonnation
technology initiative and assoc  »d process change. He said that in the ficld of IT
the only way of achieving the economic outcome was through the correct attention
to process change. |
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There seem fo be a lot of support for this theory and the question is whether or not
it was demonstrated in logistics systems,

Unfortunately, as Jescribed in section 4.2.6, the prime question that was asked
yielded an ambiguous response. It took the follow-up qualitaiive questions to
establish why this was the case. This is described in some detail in section 4.2.6.
In summary, where 2 move was being taken away from a finctional view to a
more integrated process view, the mere implementation of technology would not
achieve the expected econemic benefits without significant process re-engineeting
cffortt.  However, in situations where technology was simply replacing
components of the chain with the aim fo automate an existing part of the process,

significant process change was not required.

Therefore there seems to be a lot of supnort for the solid attention to hoth IT anid
to process in situations where the organisation is driving towards a significant
behavioral change as is the case when aiming to move towards a state of logistics
excelleice and a move fromn the cuwrent sixty percent average fo something much
more significzut in the case of South Afiica,

The linkage between process and IT was further described in sections 4.2.7 and
4.2.8. In both of these, there was unambigucus agreement that to achieve the
level of internal or external process integration required for logistical excellence
demanded a similar level of information systems integration - internally and
externally.

5.2. Analysis of Theoretical Conjecture

As described in Section 2.6, the theoretical conjecture that the author set out to

prove or disprove was as follows:
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“Logistical excelient companies in South Africa differ
from their lesser counterparts in the way they apply IT to
aptimise the logistical performance in the style of enabling

IT solutions™.

As described in each of the preceding sections, there is a clear thread of

differences between logistical “excellent” companies and logistical “innocent”

companies. These differences are listed in table 5.1 below.

Area of Difference Refer to Section
Share information across the supply chain 422
Use a methodological approach to implementing change 423
adapting it as required.
Have an information rich environment 422
Are flexible in their use of methodology 423
Have an integrated approach to implementing system 42.3
and process change
Invest wisely in IT aiming at integration rather than state 424
of the arf change
Have integrated information systems 424
Have a process versus finctional view of logistics 425
Implement IT and process change simultaneously 426
Use IT as a jever to achieve internal logistics excellence 427
Use IT as a lever to achjeve external process integration 4238
Are not at the forefront of technolngical development 429
Have an integrated approach to change 42.10

Figure 5.1 Differentiators of Logistics Excellent Companies
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As described in Chapter 4, the differences between logistical excellent companies
and logistical innocent companies are significant and the gaps, with some, as large

as a point or a point and a half on a seven point scale.

5.3. Revised Style of Logistics Excellence Model

What storied as a series of loose concepts has therefore been pulled together into a
model whick provides a conceptusl reference point for IT managers. This can be
used to identify the various critical comaponents of a programme and o articulate

their priority in a logistics organisation.

This refined model is shown below in figure 5.2,

Programme Management

Principles of
Internal Entepration

Process Excellence
Enrgbling Technology

Figure 5.2 Sununary Key Issues in the Style of Logistics Excellence though

The sequence of this model runs from inside to out apd from left to right. At the
core to achieving logistics excellence is a shared vision by the top management of
an organisation on the outcome they need to achieve, This vision positions them
as delivering the requirved customer service to the different segments of the market
that they choose to support, This vision must be cleer and concise and must be
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ensily transizied into a set of key measures to be referred to during the course of

the implements.ion programme.

Under-pinning this vision are a series of customised principles that describe how

~ the organisation intends achieving that vision. These principles would include the
major operating intent of the organisation as it relates to logistics. In consumer
organisations, the internal integration principles wonld cover most departtnents
across the spectrum of the organisation. It is therefore often the case that the
logistics excellence vision is given a subtly different name and becomes the vigion
for the organisation at large. For those organisations that truly achieve logistics
excellence, this is definitely the case.

Principles desc: e to cover the internal organisation are then extended to cover all
major stakeholders in the extended supply chain. It is this combination of a high
level vision under-pinned by the principles of internal integration and .ext'emal
supply chain integration that form the foundation for achieving a sonnd logistics

exceltence.

The next important aspect is the process view of the crganisation. This, «t first
glance, appears fo hie the simplest layer. It is, however, the most complex. This
requires the breakdown of barriers that are entrenched for vears as the functional
orientation of an organisation has become embedded in 2 political and hierarchical
structure, A good understanding of the processes and how they will support the
underlying principles is a further absolute prerequisite to achieving logisﬁ;:s
excellence. This, as described earlier, is as a result of the necessity for integration
that is brought sbout by integrated logistics. It can only be achieved by a process

orientation and a focus on process infegration,

it is then the task of thz IT professional to ensure that any implementation of
information technology to achieve logistics excellence is preceded by these fust
four steps. If not properly addressed, these four areas will be addressed as part of

the implementation of the technology which will slow its progress and sometimes
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give rise to suspending a mission critical programme of change, Enabling
technologies are critical to achieving the level of integration that is required fo
achieve logistics excellence. Technologies must be chosen primarily for their
ability to achieve the level of process integration rather than their state of the art

nature.

Ultimately, it iz the people that will make the difference befween logistics
excellence and failure in a programme of change. lnvolvement of those people in
achieving that outcome is a key ingredient to tiie process that is followed by the IT
professional. Tt is through this process that excellence in logistics will result, This
process must be properly managed with an effective methodology. This is not
necessarily a single ideal methodology but could alse be a series of related
approaches and techniques that are carefilly crafted inlo a programme of change
that has clear oufcumes and a good understanding of the path to achicve them.
This programme must take cognisance of all of the different aspects mentioned
above. It needs a clear focus on the vision, the principles, the process excellence,
the enabling teclmology and a focus on the people. Any one of these wouid be
disregarded at the peril of the entire programme.

Finally, a focus on measurement established as early as possible in the programme
will foous the overall programme on the outcome and Jdrive it to achieving the
excellence vision, These menasures must be very visible and must provide the
point of reference to make ongeing changes to the overall programme where

necessary.

This model, establishes & clear basis for the IT professional to help shape a
programme of change to achieve Jogistics excellence. It is recommended that this
be used a fiamework for a dedicated workshop at the outset of such a change
nrogramme to shape the thinking of all stakeholders and ensure that they afl are
tucused around the same end goal, The author believes that experience will show
this to have a significant impact on the lavel of success achieved in a logistics

excelience programme,
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6.

Conclusions

6.1. Background

This research project started out with a series of independent research {indings
written about information technology in general, logistics excellence in general
aird the relationship between process and information technology. The key theme
of this research initiative was to analyse the relationship between information
technology and logistics cleaily focusmg on the siyle that is vsed to implement
information technology towards the goal of achieving logistics excellence.

Work done by Bowersox (1994) was used fo establish some fundamental
principles of logistics excellence. These principles were shown to be supported by
the respondents in this survey.

This logistics framework was used as part of a survey conducted by the University
of Pretoria by Cilliers (1994). Cilliers also established a reference framework for
identifying logistical excellent companies, He did this against two major variables
each having a number of measures. These two major variables were the level of
internal logistics excellence and supply chain logistics excellence (the external
focus), Cilliers {1994) conducted a survey of 120 companies ard was able fo
establish the level of logistics excellence for most of these. There was a clear
correlation between the meesures identified by Ciiliers (1994) and the excellence
principles identified by Bowersox (1994},

The combination of Bowersox (1994) and Ciiliers (1994) clearly therefore
provided sound research basis that provided both a measuring instrument of
logistics excellence md a sample set of logislics companies that had already been

meagured againet this sef of criteria,
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6.2, Differences in Style

In the course of the research conducted in this survey, the anthor was then able to
send a questionnaire to the same sample set used by Cilliers (1994). A quarter of
these organisations responded which provided a good analysis base to be used by
the author to look at the relationship between logistics excellence and the style of
implementing information technology.

The results of this swvey are described in detail in the earlier chapters. Qverall,
they demonstrate significant differences in the approaches used by logistical
excellent companies and those that do mot portray the same level of logistics
excellence, The following are some of the critical differentiators identified within
logistical excellent companies:

s they share information across the supply chain;

¢ they use a methodological approach to implementing change adapting this as is
required to suit their own environment;

+ they have an information rich environment;

» they are flexible in their use of methodology;

« they follow an integrated approach to implementing system and process change
simulianeously;

= they invest wisely in IT aiming at integration rather than state of the art change;

» they have integrated information systems;

s they have a process versus fonctional view of the logistics organisation;

# they implement information technology and process change simultaneously;

« they use IT as a lever to achieve internal logistics excellence and integration;

s they also use IT as a lever to achieve integration and excellence across the
supply chain;

s they are not at the forefront of technological developtnent; and

= they have an integrated approach to change.
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6.3. Recommended Style of Implementinyg Logistics Change

As part of the research initiative, a framework was develope which describes the
interrelationslup between information technology and the programme of change
needed fo implement logistics excellence. The model below was developed
during the course of this research and was validated against five major IT

managers.

Programms: Management

/

\ Lagistics
Excelience

Results

Principles of
Intemal Integrafion

Peaple
(Behaviou’

Logistics
Excelience

" Principles of Supply
Shain Infegration

Figure 6.1 Summary Key Isvues in the Style of Logistics Excellence though

This model is described in section 5.3 in some detail and in summary suggests that
the achievement of logistics excellence starts with a clear vision esiablished by the
organisation, This vision is under-pinned by an operationp] intent describing the
principles for achieving internal logistics excellence and excellence throughout the
supply chain. This operational vision is enabled through a clear understanding of
the processes that are required to achicve this vision.

The IT professional then translates this clear foundation info the IT ensblement
that is required to support it. This IT must focus on achieving integration rather
than being the absolute state of the art, A programme of change is then put
together taking info account all of these aspects and the people behavioural change
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all focusing on & clear achievement of 2 set of measures that collectively will

ensure that the vision is achieved.

This framework should provide the IT professional with a good starting point at
the outset of a programme of change. This czn be used to provide the basis of 2
workshop including the major staleholders to help ensure that sll aspects of the
programme are thought about and included in the overall planning. Those IT

professionals whom have seen it embraced it with some enthusiasm,

6.4. Research Limitations and Key Assnmptions

Early in the review of this subject, it was identified that there are many
components of information technology that have an influence on the ability to
achieve logistics excellence. Some of these include:

1. The alignment on the IT strategy with the logistics straegy,

2. The scope of information technology deployed.

3. The ievel of technical integration,

4. The decentralised or centralised nature of the application architesture.

5. The maturity of the organisation in its use of technology.

The aim of this research was focus on the metheds and approaches used in
achieving logistics excellence (the style) and not to coroprehensively look at IT
and logistics, Industry conld gain from further research that covers many of these

related topics.

The chosen sample is a small subset of South Afiican products companies,
Referep.e was made to practices currently used internationally but the practices
were only tested in South Africa. The results provide a good reference point for
South African practitioners but should not necessarily be seen as a global
benchmark.
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The author beleves that most of the findings could be applied universally and
would be a usefnl reference point for IT professionals across the globe. Priorities
may vary elsewhere and this research could provide the basis for finther research

elsewhere in the world.

Much comment was raised during this research on the relationship between IT,
process/change and the leverage it has on behavioural change in people, The
anthor has made reference 1o some of these implications but further research
would be beneficial in analysing this in more detal,

Finally, these guidelines and the resulting framework have been put together based
on a number of disconnected bits of experience from many leaders in delivering
information technology solutions to South Adiican companies. The results appear
{0 hold a theoretical basis for taking forward. The next logical step would be to
apply this in a practical environment and fo test its relevance, end to end, in a real
life simation. Such a piiot project would be a good way of further adding to this
research and putting a practical reference base around this theoretical construct,
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Appendix A - Research Questionnaire

On the following pages is a copy of the questionnaire used in the research. Notice
that this include questions not referred to in this report. These were used by three
oflier students who made use of the same research insirzment.

Information Technology and Logistics in South African Business
Department of Information Systems
University of the Witwatersrand

Dear Sir/fMadam,

Four masters students from the Department of Information Systems at WITS are currently
conducting ressarch into the role of Information Technology in the Logistics process of business in
South Africa . The research is conducted among IT managers, or their senior reports answering on
their behalf,

Fleage help us by filling in this form honestly and openly. Your response will. be treated with
utmoat confidence, and your identity will not be divulged to anyone.

Please feel free to phone any of the students during offive hours. They will be happy to assist you

with auy queries that you may have.:

Francis Callard (011)-774-4654
Peter Franz (011)-328-3000
Herman Eveit (011)-774-4600
Jaap van der Merwe (011)-773-5700

Thank you for taking part in this survey.
DAN REMENYI ;: PROFESSOR IN INFORMATION SYSTEMS

Please remember that the snccess of this survey depends on you!
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When you have filled in your form, please put it in the ¢aclosed
envelope, seal it and return it by post to:

IT and Logistics Survey
Department of Information Systems
Private
Bag 3
WITS
Johannesburg, 2050

before Jaly 30, 1696 or ASAP thereafier.

GUIDELINES ON HOW TO FILL IN THE QUESTIONNAIRE

A. Please answer all questions.
B. Please do not circle or tick any numbers in the shaded areas - they are for office use only.
C. Please complete all questions exactly in the sequence as indicated in the questionnaire.

D. In this questionnaire the abbreviation “IT” refers to both Information Technology and
Information Systers.

Definition of Logistics:
Logi - 3is the process of planning, inip:lementing and contyolling the efficient flow and storage of
raw materialy, in-process inventory, finished goods, services and related information, from point of

origin, to point of ronsumption {including inbeund, outbound, internal and external movements)

for the purpuse of conforming to customer requirements.

COMPANY PROFILE?

Company Name: —

Responded Name:

Position:

Telephone Nmmise; :

Please circle the nurber which tells us where you fit in. Please ciicle only one box in each sectics:.
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1. Please provide information only about the company or organisation where you are functioning,

excluding any parent or sister company? {Circle one box enly)

Consumer Product Manufacturing

Int. Use

Industrial and Automotive

2

Chemical / Oil and Gas

Retail Distribution

Healtheare

Utilities

Ceniral or Local Government

Nlojwiaslwin] -

2, Where are you positioned in your industry supply chain? (Circle one box only)

Primary Producer

Int. Use

Processor / Manufacturer

3

1,
2.
‘Wholegaler / Distributor 3
Retailer / Distributor 4,

3. Logistics classification (To be post coded - for internal use only)

Int, Use

Category 2

l 4

QUESTIONS

1. Thinking about your organisation, on & scale of 1 to 7, iow will you rate the level of logistical

performance. Use the following rating scale and circle one box only

Lixcellent

Int, Use

Yery Goc. '

10

Good

Average

Not Very Good

' Poor

| Totally Useless

= e e s e o ]
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2. We want to assess the relative importance and performance of various criteria for e rofe of

information technology in your organisation. D

o Step 1 before you do Step 2,

STEP ONE

STEP TWO

Please indicate in the first column of the inbles
below, on a scale of 1 to 7, the imporiance of

the following criterin for the role of

information techmology in your organisation.
Use the following rating scale to indicate your

Tesponse:

7 = Critically Impottant

6 = Very Important

5 = Important

4 = Of Average Importance

3 =Not Very Important

2 = Net Important

1 =Not Important at Ali

0 = Not Applicable to your organisation

Please indicate in the second column of the
tables below, on a scale of 1 to 7, how well youn
p'erceive your organisation to be performing
currently on each of the criteria. Use the

following rating scale to indicate your response:

7 = Bxcellent

6 = Very Good

5 =Good

4 = Average

3 =Not Very Good

2 = Poor

1 = Totally Useless

0 = Not Applicable to your organisation

Information Systems sapport for the 1mportance | Int. | Performance | Int,

following Business Processes in your Use ) Use

organisation.
1. | Purchasing 1L, 24,
2. | Inventory Control 12, 25,
3. | Order Processing 13. 26.
4, | Freight and Audit Payment 14, 27.
5. | Sales Forecasting 15, 28,
6. | Warehouse Management 16. 29,
7. | Vehicle Routing and Scheduling 17. 30
8. | Freight Consolidation 18, 3l
9. | Distribution Modeling 19. 32,
10. | Supply Chain Monagement 20. 33.
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11. | Alternate Logistics Supply Route Selection 21, 34
12. | Track and Trace of Goods in Transit 22 35,
 13. | ETA Prediction of Goods in Transit 23. ‘ 36.
Required Processing Frequency for Importance ] Int. | Performance | Int
Logistics support in your Organisation Use Use
1. |Real-time Tracking of Goods 37. 44,
2. | On-line Processing of Logiétics Transactions 38. 45,
3. | Baich Processing of Logistics Transactions | 39, 46.
4, | On-line Supply Chain Management 40, 47,
5. | Off-line Decision Support 41, 48 -
6. | On-line Updates of your Logistics State 42, 49,
7. | Daily Updates of your Logistics State l 43, ) 50.

3, We want to assess the relative importance and usage of various technologies in the logistics

processes within your organisation. Do Step 1 before you do Step 2.

STEP ONE:
Please indicate in the first column of the table below, on a scale of 1 ta 7, the uuporanee of the
following technologies for the logisties processes in your organisation. Use the following rating

scale to indicate your response:

7 = Critically lmportant

6 = Very Important

5 = Impotant

4 = Of Average Importance

3 =Not Very Important

2 = Mot Important

1 = Not Important at All

0 = Not Applicable tu your organisation

STEP TWO
Please indicate in the second column of the table below whether your organisation atilises the
specific technology in your logistics process. Please tick the box in the Usage columm with a v'if

your organisation uses the technology.
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The application of Technologies to the | Ymportance | Inf. Usage Tat.
Logistical Processes iz your Organisation. Use Use
1. | Bar Coding 51, 70.
2. | Autymated Siorage and Retrieval Systems 52, 71.
3, | Automated Material Handling Equipment 53. 72.
4. | Computers On-board Delivery Vehicles 54. 73,
5. { Local Area Networks 55. 74,
6. 'i‘CP-IP Wide Area Network 56. 75.
7. | Hand-held Data Entry Devices "7, 76.
8 (80386 Based Personal Computers 58, 7.
0. | 80486/ Pentium Based Parsonal Computers 59. ‘."R._
10. | Document Scanning Systems 60, 9.
11, | Client/Server Technology 61, 80.
12. | Mainframes 62, 81,
13, [ UNIX Servers 63. 32,
14. | Microsoft Windows Operating System family 64, 33.
15, | IBM 0O8/2 Operating System family 63, 24,
16. | SAP Sofiware 6o, 85.
17, 1 Upstream EDI with Suppliers 67 86,
18. | Downstream EDI with Customers 68, g7.
18, | Blectronic Funds Transfer (POS/EFTPOS) 69, 88.
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4, We want to assess the relative importance and usage of IT at various places of lopistical

significance within your organisation. Do Step 1 before you do Step 2.
STEP ONE:

Please indicate in the first column of the table below, on & scale of 1 to 7, the importance of IT at
the following places of logistical significance within your organisation, Use the following rating

scale to indicate your response:

7 = Critically Important
6 = Very Important
5 =Important
4 = Of Average Importance
3 = Not Very Important
2 =Not Important
1 =Not It.;portant at All
0 =Not Applicable to your organisation

STEP TWO

Please indicate in the second column of the table below whether your organisation has IT usage

at the following places in your logistics process. Use the following rating scale to indicate your

response:
3 = Strong Information Technology Usage
2 = Medium Information Technology Usage
1 = Low Information Technology Usage
{0 = Do not Use Information Technology at all
Plices of Deployment for Logistirs Related | Importance | Int. Usage Int,
Information Technology Use Use
1. } Atthe Front-line / On the Shop Floor 89, 97.
2. | In Delivery / Collection Vehicles 90, 98.
3. | Hand-held Units for Warehouse Staff 91, 99,
4. | At Goods Receiving / Dispatch 92, 100,
5. | At Costomer Service Centres 93, 101.
6. | Portable IT for the Roving Sales Force 94, 102,
7. | Atthe Enterprise Data Processing Centre a5, . 103,
8. At the Client 04, 104,
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3. We want to assess the extent of your personal agreement with specific statements on logisiics

and IT and how applicable these statements are to your organisation. De Step 1 before you do

Step 2.

STEFP ONE

STEP TWO

Please indicate in the first colummn fo what
exient yon agree or disagree with the
following statements. Use the following rating

scale to indicate your response:

7 = Totally Agree

6 = Sirongly Agree

5 = Somewhat Agree

4 = Neither Agree nor Disagree
3 = Somewhat Disagree

2 = Strongly Disagree

Indicate it the second colimnn of the table above
the extent of which these siatements apply fo
your organisation, Use the following rating

scale to indicate your response:

7 = Applies to a Great Extent

6 = Strongly Applies

5 = Partinlly Applies

& = Not sure whether it Applies
3 = Somefimes does not Apply
2 = Seldom Applies

1 = Totally Disagres

1 =Does not Apply at All

Agreement | Int. | Applicable | Ini.
Use Use
1. | Firms striving for logistical excellence will 105. 128.
often out-source logistics services based on the
IT capabilities of the logistics provider.
2. | Firms striving for logistical excelience need to 106, 129,
operate within a culture of information sharing.
3. | Individual firms can oplimize Logistical 107, 130.
performance without comsidering the IT
competencies of all players within their value
chain,
4, | A significant ipvesiment in IT and refated 108. 131,
fechnology is a pr .cquisite for logistical
excellence.
3. | A process rather than a functional view is taken 109. 132, |
in system applications.
6. | It is important that IT implementation is always 110. 133,
accompanied by process change.
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7. | The guality of IT at the front-line staff is a key I, 134.
differentiator for logistical excellence.

8. | Firms can achieve a4 high level of intemnal 112, 135.
process integration required for logistical
excellence without striving for a similar Jevel of
internal information systems integration.

9. | IT enables the reduction of order ¢ycle times 113, 136,

10. | IT assists in improving the order fill 1ate 114 137,

11. {IT is a pood tool to assist with pressures to 115. 138.
shrink overall cycle times and reduce inventory '
carrying costs

12. | IT assists in increasing the speed by which 116. 139,
products get to market

13. | IT simplifies problems associated with the 117 140,
geographic nature of logistics.

14, | IT is key to using distribution as a competitive 118. 141,
weapox

15. | IT assists in the mass customisation process 119, 142,
required for improved customer satisfaction

16. | IT improves decision making to enasble the 120, 143.
lowering of inventory carTying costs _

17. 11T is required for Integrated Supply Chain 121. 144,
Performance Management,

18. | A high level of external process integration with 122, 145,
partrzers requires a high level of IT support.

19. | Travel fime associated with both finished goods 123, 146,
and work in progress goods can be shoriened
through the use of IT.

20. | The Quality of IT has Strategic Valne. 124, 147.

21. | The Quality of IT Implementation Enhances its 125, 148,
Value,

22, | Early Adoption of new Technologies is a | 126. 149,

prereguisite for Logistical Excellence.
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Deployment of an Integrated Change Package,
created through the concurrent desisn of
Process, Systems and Change Management
Interventions, is critical for successfil IT
deployment in Logistics processes

127,

150,

6. Please indicate in the column below whom in your organisation ave the main users of IT in

your logistics process. Use the following rating scale to indicate your response:
3 = Strong Users of Information Technology

2 =Medivm Users of Information Technology

1 = Low Users of Information Technology

0 = Do not Use Information Technology at all

The Main Users of IT in the Logistics Usage Int.

Process are: Use
81. | Front-line Till Operators / Sales Staff 15 1..
82. | Telephone Sales Staff’ 152,
83. | Warehouse Shelving and Racking Staff 153.
84, | Goods Receiving and Diepatch Staff 154,
85. | Collection and Delivery Staff 155.
86. | Customer Service Personnel 156.
87. | Front Lin; Managers 157,
88. | Traveling Sales Representatives 158,
89. | Logistics Managers 159.
90. | Execuiive Management 160..
91, | Key Account Managers / On Site Client 161,

Liaison Personnel
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The following gnestions are open-ended and designed for your personal input, Please answer them
as complete as possible;

7. Is there explicit integration between the logistics sirategy of your organisation and your 1T

strategy? Please circle a 1 for Yes or a 2 for No.

Int. Use

Yes i 162

No 2

Please explain your answer:

Explanation: L 163,

164.

165.

166,

167.

168.

169.

170,

171

8. Please elaborate on the role, involvement and key focus areas of your Information System
Division (ISD) in enabling competitive logistics advantage?

Role: 172

173,

174,

175.




Involvement:

176.

177.

178,

179.

180,

Key Focus Areas:

181.

182.

183.

184.

185,

9. How does information techmology support the external integration with parfuovg in your value

chain?

186,

i87.

188,

189,

190,

191.

192,

193,

194,
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10, What is the IT planning to facilitate logistics success in your organisation? Please elaborate,

Near Term (1996-1997): 195,
198,

197,

198.

199,

LT 280,

Medinm Term (1998-2000): 201
202.

203,

204,

206.

Long Term {beyond 2006): 26..
208.

209,

210.

211

212,

11. What do you consider as the Critical Success Factors for achieving Logistics Excellence in
your company as it relates to Information ‘Technology?

213,

214,

215.
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I 216.

217

218.

219.

220.

221

12. Do you believe a formal mcihodology is required fo develop both the logistical pracess and the
supporting Information Techmology? Please circle a I for Yes ora 2 ™r No.

Int. Use

Yes H 222

No 2

Please explain your answer:

Explanation: | 223.

224,

225,

" 235,

227.

228,

229,

230,

231.
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Appendix B - Legistics Excelience Research Questionnaire

The logistics research conducted by University of Pretotia included a measuring instrument fo
deterniine the level of logistics excellence. On the following pages is a copy of those pages of the
questionnaire used in the Cilliers research to determine logistics excellence. See the comparison to

the Bowersox definition of excellence in the next Appendix.
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Application of Logistics Relative Iinportance

The following statements may describe the logistics practiceef |1 - Totally disagree
your covipany, indicate fo what extent you agree or disagree 3 - Neutral

5 « Toially agree

Logistics got more attention recently, than in the past 1 2 3 4

Understanding for tie concept of infegrated Iogistics as increased, biut I 2 3.‘ 4
the practice of logistics still lngs beltind L : ,

Legistics is sven as a value-added pracess and is mannged to crenle 1 z 3 4
competitive adoaniage for the conrpany : . :

Formal erganizu.onal stritchitres make more provision for logistics than T z 3 4'
i the past : : : :
More tine is spent on planning for logistics compared ko the past I 2 3 4
A manager from logistics is tnvojved in sivategic planning on bysiness- I z 3 ¢
unit level ) ; : .
Management ireat logistics as equally important fo other business T F4 3 45
functions stch as marketing and finorce : : :
LogisHes is managed with sopliisticated *uformation systems and KK 2 3 4
compuier models : : f :
Logistic costs are nianaged accarding ko the philosaphy of total-cost I 2 3 4
Laogistics performance is mnnaged with ¢ comprehensive iodel of 1 Z 3 4
performance neqstires such as costs end customer sexvice : : :
All activitios related to logistics are matnged as purt of the same T 2 3, 4

dengriment or are tolally huteerated i ; i

Logistics nofivities are managed according to a process-oriciriated 1, x 3 4
appronch, rather i g functionally oricutated approach i . :

Logistics management s totaily integrated with e ofher finctional 1 2 3 4
depariments via sharing of information & joint planiing _ = ? ’
Suppliers form au integral part of the busittess and are managed as an T z 3 &I
exfension of the business process : B : :
Integrated information systems (whick form an integral part of 1 %z 3 4
logistics), are implenented ; : :
Service prooiders and fhird parties are wsed more and more fo perform 1 2 3 4
and nnpnege logistics ackinities : f ': :
EDI (clectronic dufa tnterchange} is used to transfer imformution 1 2 3 4
bettoeen the different participnnts in logielics clianiels : _ : :
Distributors and Denlers ane seen as partners in mnnaging logistics 1 2 321 4

chiaunels and management of aeiivitics are shared
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Application of Logistics

Relative Intportance

The following statemenis may describe the logistics practice of
your compasny, ndicate to what extent you agree or dlsagree

1 - Totally disagres
3 - Neutral
& - Totally agree

Information systems infegrale not only within organizational
buuridarizs, byt alse across to other channel prrficipants

1234

The philosaply for managing logistics has moved from that of managing
a single business to mmunging the total supply chain

Tratning in logistics will play an important role in the improvesent of
’_I_qgisiics practice in South Africa

Logistes will play a key rele in the international conspetitiveness of
South Afiica in fiture
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Appendix C - Bowersox Cross Reference fo Cilliers
The table below gives an indication of how the guestions posed by Cilliers compare fo the

components of logistics excellence as defined by Bowersox.

Num | Cilliers QGuestion Internal/ Bowersox Criterla
External

1 ... more atfention recently, than in the past Internal Positioning
2 Understanding ... has itcreased, but Hhe practiee ... lags Internal Positim.'ﬁng
3 Logistice is seett as a value-added process Internal Positioning
4 Forsal organizationnd structures Internal Integration
5 Mere Hme iz spent on planning | Internal Positioning
6 Logistics manager involved in stmfegi;;;mmiﬂg Internél Agility

7 Management treat logistics as equatly important T Internal Positioning

8 Sophisticated fuformation systems and computer models Internal integration

9 Logistic coste are managed Internal Measurement
10 | Logistics peqﬁmm!:ce is menaged intez:.al Measurement
11 Managed as parf of the smie deprtsent Internal Measurement
12 Process-orieninted approach Internal Agility

13 Totnully integrated with the other fiunctonal departnents Internal Integration

' 14 Suppliers formt an integral part of the usiness External Positioning

15 | Integrated infortation systems External | Integration

16 Third parties are used to performt and wmanage activities External Agility

i7 ED1 is used between participanis in logistics channels External Infegraﬁon
18 Distributors and Dealers are seen ag pariners External Integration
19 Systetns integrate rrcrﬁss channel participmits External Integration
20 Phitosophy for mustaging Hie totel supply chain External Measw,:ement
21 Triining in logistis will ply wt fmportant role General Positioning
22 | Logistics ... key rale int the internationnl competitivencss General Positioning
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Appendix D - Research Sample

The table below lists the 145 organisations that were seut survey questionnaires. The 30
highlighted in bold are those that responded. The author wishes to thank them for the effort in
furthering this research.

Number Company
1. Adrcock Ingram Critical Care
2. Adcock Tngram Pharmaceuticals
3. Alpha Pharmaceuticals
4 Aerotek : CSIR
5. Afrox Ltd .
6. Albany Bakery
7. Alcatel Altech
8. Altech Instruments
9, American Swiss Jewellers
10. Anglo Alpha
1L Anikemn (Pty) Ltd
2. Aquachior |
13. - Autoflug
14 Bayer (Pty) Lid
18. BB Cereals
16. Bergers Group
17. Blendcor (Piy) Ltd
18. BMW SA (Engine Plant)
'19. Boots Pharmaceuticals
20. Brick ‘'n Tile
21 Broadlans Holstein
22, Buil Brand Foods
23. Cadbury
24, Caltex
25, Capital Cement Distributor
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26. Casirol SA (Pty) Ltd
27. Central News Agency Lid
28. Challenger Auto Parts
29, Chem Services (Pty) Ltd Metal Sciences
30. Chemico
LD Chemserve Systems
32, Clover SA
33. Cold Chain
34, Consol Limited
35. Consol Paper
36. Contracts Logistics Equipment (Pty) Ltd
37. Dairymaid Nestle
38. Distillers Corp (SA) Ltd
39, Dulux
40, Earlybird
41, Edgars Stores
42, Elida Ponds
43, Empisal
44, Engen Petroleum
45, Engen Petroleumn
46, Epol (Pty) Lid
47, Eskom Durban Distributor
48. Fedics Foods
49. Femo Auto Parts (Pty) Ltd
50. Ferodo
51. Foschini Stores (Pty) Ltd
52. Fosroe (Pty) Ltd
53, FreightPack (Pty) Ltd
54. Game Discount
B5. Genwine Parts
56.

Gilbeys Distillers & Vinthers (Pty) Led
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57. Glastam (Pty) Lid

58. Grinel

58, Hickson Performance Chemicals

60. Highveld Steel & Vanaduim Corp
61. Hoechst

62. Hudson & Knight

63. ICISA (Pty) Ltd

64. Iscor

65. J.AB.
6, Janssen Pharmaceutical

67. JO Group

68. Jet Stores - Edgars Group

69, JL. du Plessis Vervoer

70. Johnson & Johnson

71. Kanhym Fresh Meat

72. Lever Bros

73. Lion

74 Luk Africa

75. Magen Number One

76. Maize Board

77. Markhams Stores

78. Mass Stores (Dions & Makro)

79. Meadowfeed

80. Merck

81 Midas

82. Milady's Division of Specialty Stores Lid
B3. Mondi Forests

84, Mondy Paper

85. Motor Component Industry (Pty) Ltd
86. Nampak Corrigated Containers
87, NCP
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88, Nestlé (SA} (PTY) (LTD)

89. Nissan

90. Nigsan SA Manufacturing

9i. Nola (Pty} Ltd

9. OK Bazaars

93. Qutspan

o4, NGB - Phelidaba Div

95. Page Electronic Co. (Pty) Ltd

96. Pepcor (Smart Cenire Holdings
Led)

97. PG Building Glass

98. PG Autoglass

99. PG Bison

100. Premier Pharmaceuticals Consumer
Division

101. Premier Pharmaceuticals

102, Renown Fresh Product

103. Royal Beech-Nut (Pty) Ltd

104. Patrick Daniel

105. Penny Pinchers

106. Pharmarama

107. Pick ‘n Pay ~ Northern Tvl

108. Premier Foods

109. Prilla Mills

110. Rex Trueform

111, Robert Bosch

112, Ruto Mills (Pty) Ltd

113. Sappt

114, Sasol Phenolics

15, SAB )

116, Samancor Ltd
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117. Samancor Lyttleton Quarries

118. Samcor Marketing (Pty) Lid Parts &
Accessories

119, SANS

120. Sasko (Pty) Ltd

121. Score

122, Scotts Reiz il

123, Sea Harvest

124. Shell SA (Pty) Lid

125. Shoprite Checkers Meat Markets

126, SIMBA LTD

127, Silverton Fitment Centre (PG Autoglass)

128. Smith & Nephew Ltd

129. Smithkline Beecham

130. Suncrush Lid

131. Surgikem (Pty) Ltd

132, Tedelex

133. Toyota

134, Toyota SA Manufacturing

135, Travellers Retail

136. Trident Steel

137. Tru Foods & Dairy Products

138. Truworths

139. Unifruce

140. Unispares

141 United Pharmacentical Distributors
(UPD)

142, Vivo

143, Volkswagen SA

144, W P Kelders

145, Woolworths SA
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Appendix E - Detailed Quantitative Results

On the following pages is a summary of the defailed guantitative results. This exclndes the
detailed responses by respondent for purposes of anonymity. This appendix is divided into 3

sections as follows:

E.L Total Sample
E2 Responses of Logistics “innoceht” companies
E3 Responses of Logistics “excellent” compantes

These are included on the foliowing pages.
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E 1 - Total Sample

Ser| Question Code Total Avg Score]
Score Y

10 IS view of lngistical 10 138 4.60 60
performance.: 3l

11|  Importance of IT's role in| Y 178 5.93 82
Purchasing

12 Performance of 11's roe in 24 142 4.73 62
Purchasing

13 Inportance of IT's role In 12 191 6.37 89
Inventory Control

141 Performance of [Ts role in 25 131 4.37 58
inventory Control

15| Importance of 118 role in Order] 13 195 6.50 92
Frocessing

16 Performance of [T's role in 26 150 5.00 87
Order Processing

17 Importance of IT's role in 14 141 470 62
Freight and Audit Payment

15 Performanr = of IT's role in 27 124 413 52
Freight and Audit Payment

19 Importance of {T's role in Sales| 15 165 5.50 75
Farecasting

20 Performance of iT's role in 28 111 3.70 45
Sales Forecasiing '

21 importance of [T's role in 16 176 5.87 81
Warshouse Management

97| Performance of II's role inj 29 131 437 | 56
Warehouse Management

23| Imporance of II's role In 17 124 4.3 52

Vehicle Routing and
Scheduting
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Ser] Question Code| Total Avg Score|
Score %

24 Performance of Ts role in 30 101 3.37 39
Vehicle Routing and
Scheduling

25 Importance of [T's role in 18 117 3.0 48

| Freight Consolidation

26 Performance of ITs role inj]. 31 111 3.70 45
Freight Consolidation

371 Imporiance of s o= | 19 119 3.97 45
Distribution Modeling

28 Performance of IT's role in 3z 0 3.00 33
Distribution Madeling

29 Importance of IT's mle in 20 163 5.43 74
SBupply Chain Management

30 Performance of iTs role in 33 111 3,70 45
Supply Chain Management .

31 Importance of IT's mle in 21 112 3.73 48
Aiternate  Logistics  Supply
Route Selection

32 Performance of IT's mle in 34 88 2.93 32
Alternate  Logistics  Supply
Route Selection

33 Importance of iT's rois in Track 22 132 4,40 57
and Trace of Goods in Transit

34 Performance of IT's role in 35 102 3.40 40
Track and Trace of Goods in
Transit

35 Importance of IT's role in ETA 23 126 4.20 ‘53
Prediction of Goods in Transit
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Ser| Question Code| Total Avg Score|
' Score || %

36 Performance of I'T's role in ETA 36 g6 3.20 37
Prediction of Goods in Transit

37 Impartance  of  Realtime| 37 136 4.53 59
Tracking of G .ods

38| Porformanze of Reaklime 44 85 317 36
Tracking of Goods

39 Importance  of  Onine| 38 181 5.37 73
Processing of {ogistics
Transactions

40 Performance of On-line 45 116 3.87 48
Processing of Logistics
Transactions

41 importance of Batch 39 138 4,60 60
Processing of Logistics|
Transactions

42 Performance of Batch 48 126 4.20 53
Processing of Logistics|
Transactions

43 Importance of On-fine Supply 40 154 5.13 69
Chain Management

44 Performance of On-ine Cupplyl 47 | 97 3.23. ar
Chain Management

45 importance of Offline Decision 41 149 4.97 66
Support

48 Performance  of  Off-line 48 114 3.80 47

! Decision Support

47 mpartance of Ondine Updates) 42 “50 5,00 87

of your Loglstics State
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Ser| Question Cade| Total Avg Score|
Score %

48 Perfermance of On-line 49 109 3.63 44
Updates of your Logistics State

49 Importance of Daily Updaies of A3 168 5.60 77
your Logistics State

50 Performance of Daily Updaias! 50 128 4.27 54
of your Logistics .tate

51 tmportance of Bar Cading 51 166 5.63 76

52 | Usage of Bar Coding 70 22 0.73 73

53 | Importance of Automated 52 88 2.03 32
Storage and Refrieval Systems

54 Usage of Automated Storage rd! 4 0.13 13
and Reirieval Systems

55 [ imporiance  of  Aulomated, 53 73 543 4
Matarial Handling Equipment

56 Usage of Automated Materiall 72 7 0.23 23
Haadling Equipment

57 Importance of Computers On- 54 69 2.30 22
board Delivery Vehicies

58 Usage of Computers On-board 73 2 0.07 7
Delivery Vehicles

59| Importance of Local Areal 55 183 8.10 85
Networks

60 | Usage of Local Area NGtworks 74 28 0.97 o7

81| Impor ance of TCP-IP Wide| 56 154 5.13 65
Area Network

62| Usage of TCPIP Wide Awa, 75 77 5.7 70
Nafwork

63 lmportance of Hand-held Data 57 130 4,33 56
Entry Devices
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Ser| Question Code Total Avg Scorej
Score %

G4 Usags of Hand-held Data Entry 76 12 0.40 40
Davlces

a5 importance of 80386 Based 58 91 3.03 34
Personal Computers

66 Usage of 80386 Based 77 22 0.73 73
Personal Computers

67 importance of 80486/ Pentium 59 180 6.00 83
Based Personal Computars

68 Usage of 80488/ Pentium 78 a0 1.00 100
Based Parscnal Computers _

69 Importance of  Document 60 112 3.73 46
Scanning Systems

70 Usage of Document Scanning 79 8 0.30 30
Systems

71| Importance of Cllent/Server 61 164 547 74
Technology

72 Usage of Client/Server 80 25 0.83 83
Technology

73 Irportance of Mainframes 62 117 3,80 48

74 Usage of Malnframes 81 20 0.67 67

75| Importance of UNIX Servers 63 142 4.73 62

76 Usage of UNIX Servers 82 25 0.83 83

771 Tmportance  of  Microsol] 64 169 563 | 77
Windows Operating System
family

78 Usage of Microsoft Windows 83 30 1.00 100
Operating System family

79 Importance of [BM Q82 65 52 1.73 12
Operating Systern family
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Ser| Question Code Totai Avg Score|
Score %

80 Usage of IBM 0S/2 Operating a4 7 0.23 23
System family

81 Importance of SAP Software 66 64 213 19

82| Usage of SAP Software 85 5 0.17 17

83 Importance of Upstream EDI 67 136 4.53 59
with Suppliers

84 Usage of Upstream EDI with 86 13 0.43 43
Suppliers .

85 Importance of Downstream EDI 68 136 4.53 59
with Customers

86 Usage of Downstream EDI with 87 15 0.50 50
Customars

87 Imporiance of Electronic Funds 69 137 4,57 59
Transfer (POS/EFTPOS)

B8 Usage of Electronic Funds 88 20 0.67 67
Transfer (POS/EFTPOS)

89 importance of logistles [T at the 89 169 5.63 77
Front-line / on the Shop Fleor

80 Usage of logistics 1T at thej o7 59 1.87 32
Front-line / on the Shop Floor )

81 importance of logistics 1T in 80 87 2.80 32
Delivery / Collection Vehicles

gz Usage of logistics IT in Delivery 88 18 0.53 (16)
/ Collection Vehicles

93 Importance of logistics T hand- o1 123 410 52
held Units for Warehouse Staff

84 | Usage of logistics IT hand-held a8 29 0.97 (1)
Units for Warehouse Staff
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logistical excellence will often
out-source logistics servicas;
based on the IT capabilities of]
the logistics provider,

Ser| Question Code Total Avg Score|
Score "% |
o5 importance of logistics 1T at 92 183 6.10 85
Goods Recsiving / Dispatch
96 Usage of logistics IT at Goods 100 66 2.20 40
Receiving / Dispatch
o7 Importance of logistics IT at 83 141 4.70 62
Custorner Service Centres
98 Usage of logistics IT at 101 49 1.63 21
Customer Service Centres
99 Importance of logistics Portabie| 94 111 3.70 45
IT for the Raving Sales Force
100] Usage of logistics Portable IT 102 17 0.5¢ (14)
for the Roving Sales Force
101| Importance of logistics IT at the 95 179 5.97 83
Enterprise Data Processing
Centre
102 Usage of logistics 1T at the 103 78 2.60 53
Enterprise Data Processing
Centra
103 importance of logistics IT at the] 96 704 347 41
Client
104] Usasge of logistics IT at the 104 29 0.97 {1)
Client
105! We agret that airms striving for] | 105 142 473 62
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Ser

Question

Code

Total

Avyg
Score

Score|

106

it applies hare that firms striving
for logistical excellence will
often  out-source  logistics
sefvices based on the IT|
capabiliies of the logistics
provider.

128

107

3.57

43

107

We agree that firms striving for
logistical excellenca nsed to
operate within a culture of
information sharing.

106

198

6.63

108

it applies here that firms striving
for logistical excellence need to.
operate within a culture of

information sharing.

129

143

477

63

109

Weo agrse that individual firms
can optinise Logistical
perfarmance without
considering the 13
competencies of all players
within thelr valus chain.

107

80

2.87

28

110

It applies here that individual
firms can optimise Logistical
performance without
the (T
competencies of all players

considering

within their value chain.

130

103

3.43

41

111

- logisticat excelience.

We agrée that a significant
investment in 1T and related
technology is a prerequisite for

108

168

5.60

77

113



Ser

Question

Code

Total

Avg
Score

Scorel
%

112

It applies here that a significant
investme. t in 1T and related
technology is a prerequisite for,
logisticai excellence,

131

165

5.50

75

113

We agree that a process rather
than a functional view is taken
in system applications.

109

163

543

74

114

~ taken in system applications.

It applies hera that a process
rather than a functional view is

132

144

4.80

63

116

We agree that it is important
that IT implementation s
always accompanied by,
process change.

710

147

"2.90

65

116

it applies here that it isg|
important that IT]
implementation is  always
accompanied by  process
change.

133

128

4.27

54

117

We agree that the quality of 1T
at the frontline staff is a key
differentiator for  logistical
excellence,

M

167

5.57

76

118

[t applies here that the quality
of IT at the front-ine staff Is a
key differentiator for iogisticai
excellence,

134

139

4.63

61

114



Ser

Question

Code

Total

Avg
Score

Score|
%

119

We agree that firms can
achieve a high level of internal
process integration required forl
iogistical excellence without
striving for a similar level of
internal  information systems
integration.

112

89

2.97

33

120

it applies here that firms can
achieve a high level of intemal
process integration required for,
loglstical excellence without
striving for a similar level of
internal  information systems
integration,

135

105

3.50

a2

121

Wa agree that IT enables the
reduction of order cycle times

113

173

577

78

122

It applies here that IT enables
the reduction of order cycle

times

136

138

4.63

o1

123

We agree that !T assists in
improving the order fiit rate

114

173

577

78

124

it applies here that IT assists in
Improving the oder fill rate

137

146

4.87

125

We agree that IT is a good tool
to assist with pressures 1o
shrink overall cycle times and
reduce inventory carrying costs

115

189

6.30

88

113



Ser

Question

Code

Total

Avg
Score

Score}
%

126

It applies here that ITis a gdod

tool o assist with ».ressures {o
shrink cverall cycle “mes and
reduce inventory carrying costs

138

162

5.07

68

127

We agree that IT assists in
increasing the speed by which
products get to market

116

170

5.67

78

128

It applies here that IT assists in
increasing the speed by which
products get to market '

139

141

4.70

62

129

We agree that [T simplifies
problems associated with the
geographic nature of logistics.

117

165

6.50

75

130

it applies here that IT simplifies
problems assoclated with the
geographic nature of logistics.

140

126

63

131

We agree that IT is key to using
distribution as a competitive
weapon

118

177

5.90

£

132

It applies hers that IT 1s key o
using  distribution as a
competitive weapon

141

129

4.30

55

133

We agree that IT assisats in the
mass customisation process
required for improved customer

satisfaction

119

168

5.60
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Ser

Question

Code

Total

Avg
Score

Score|
%%

134

it applies here that IT assists in
the mass  customisation
process required for improved
customer satisfaction

142

136

4.53

59

135

We agree that IT improves
decision making to enable the
lowering of inventory carrying

cosis

120

185

6.17

86

136

it applies here that IT improves
declsion making to enable the|
lowering of inventory carrying
costs

143

158

5.20

70

137

We agree that IT is required for]
Imegrated Supply  Chain
Performance Management.

121

6.20

87

138

it applies here that IT is
required for Integrated Supply
Chain Performance
Management.

144

145

4.83

64

139

We agree that a high level of]
external process integration
with partners requires =z high
level of IT support.

122

171

5.70

78

140

it applies here that a high level
of external process integratian
with partners requires a high

level of IT support.

145

133

4.43

a7
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Ser

Question

Code

Total

Avg
Score

Score}
%

141

‘goods and work in progress|

We agree that travel time}
associated with beth finished

goods can be shorened
through the use of IT. We
agree {hat

123

163

543

74

142

it applies here that trave! time
assuciated with both finished
goods and work in progress

goods can be shorier: .
through the use of IT.

146

117

3.90

48

143

We agree that the Quality of IT
has Strategic Value,

124

193

6.43

o

144

It applies here that the Quality
of IT has Strategic Value.

147

154

5,13

89

145

Wa agree that the Quality of IT
Implementation Enhances its|
Value.

125

194

6.47

a1

146

It applies here that the Quality
of IT Implementation Enhances
its Value.

148

161

5.37

73

147

We agree that early Adoption of
new Technologies is a
prerequisite  for  Logistical
Exceilence.

126

137

4.57

58

148

it applies here that early
Adoption of new Technologies)
is a prerequisite for Logistical

Excellence.

149

129

55
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Ser

Question

Code

Total

Avyg
Score

Score|
%e

149

We agree that deployment of]
an integrated Change
Package, created through the|
concurrent design of Process,
Systems and Change
Management [Interventions, is
critical for successful T
deployment in Logistics|
processes

127

169

5.63

77

150

it applies here that deployment
of an Integrated Change
Package, created through the
concume. .. design of Process,
Systems and Change
Management Interventions, is
criicai  for successful  IT
deployment in Logistics

pracesses

150

139

4.63

61

151.

Frontline Till Operators / Sales
8taff are Users of IT

131

58

1.83

31

162

Telephone Sales Staff are
Users of {T

182

51

1.70

23

183

Warehouse  Sheiving and
Racking Staff are Users of IT

153

1.83

21

154

Goods Receiving and Dispateh
Staff are Users of IT

154

76

2.53

51

185

Collection and Deliver Slaﬁj

are Users of IT |

166

36

1.20
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Ser| Question Gode|  Total Avg Score}
Score %
166| Customer Sarvice Personnel 158 81 201 34
are Users of IT
157 Frent Line Managers are Users 157 54 1.80 27
of IT
168] Traveling Sales 158 24 0.80 4
Representatives are Users of
IT
158| Logistice Managers are Users! 159 72 240 A7
- of IT
60| Execulive Management are| 160 59 1.97 32
Users of [T
161 Key Account Managers / On 161 56 1,87 29
Site Client Liaison Personnel
are Users of IT
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E2 ~ Response of Logistics “innocent” companies

Ser{ Question Code Total Count Avg Score
Score %

10 IS view of logisticalf 10 53 14 3.79 46
performance lavel '

11 Importance of IT's role in 11 78 14 5.87 76
Purchasing

13 Itmportance of IT's role in i2 a8 14 6.29 88
Inventory Controf

16 importance of IT's role in 13 91 14 8,50 92
Order Processing |

17 Imnortance cf IT's role in 14 59 13 4.54 59
Freigkt and Audit Payment

19 Importance of IT's role in 15 76 14 543 74
Sales Forecasting

21 Importance of IT's role in 16 85 14 6.07 85
Warehguse Management §

23 Importance of IT's wle in 17 57 13 4.38 56
Vehicle  Routing and
Scheduling

25 Importance of IT's role in 18 57 13 4.38 56
Freight Consolidation

57 1 importance of 1T's e m| 19 55 1 14 329 57

_ Distribution Modeling

29 Importance of IT's role In 20 78 14 5,57 76
Supply Chain Management

31 importance of IT's role in 21 58 13 4.46 58

Alternate Logistics Supply
Route Selection

33 Importance of IT's role in 22 67 14 4.78 63
Track and Trace of Goodsj
in Transit
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Ser| Question Code Total Count Avy Score
Score %

35 Importance of IT's role In 23 61 14 4.36 56
ETA Prediction of Goods in
Transit

12 Performance of IT's role in 24 62 14 4.43 57
Purchasing

14 Performance of 1T's role in 25 53 14 3.79 46
Iriventory Control

16 Performance of IT's role in 28 67 14 4.79 63
Order Processing

18 Performance of IT's mle In 27 49 12 4.08 51
Freight and Audit Payment

20 Parformance of [T's role in 28 45 14 3.21 37
Sales Forecasting

22 Performance of [T's role in 29 54 14 3.86 48
Warehouse Managerment

24 Performance of {T's role in 30 37 11 3.36 39
Vehicle Routing and
Scheduling

26 Performance of IT's role in 3 44 13 3.38 40
Freight Consolidation

28 FPerformance of [T's role in 32 33 11 3.00 33
Distribution Modeling

30 Performance of IT's rols in 33 44 14 3.14 36

Supply Chain Management
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Ser{ Question Code Total! Count Avg | Score
Score Ye

32 Performance of IT's role in 34 41 12 342 40
Alternat Logistics Supply.
Route Selection

34 Performance of IT's role in 35 47 14 3.36 38
Track and Trace of Goods
in Transit

36| Performance of ITs role in| 36 40 13 3.08 35
ETA Predgiction of woods in
Transit

37 Importance of Realtime 37 64 14 4.57 60
Tracking of Goods |

39| Importance of Onding] 38 77 14 5.50 75
Processing of Logistics
Transactions

44 Importance  of  Batch 38 54 14 3.86 48
Processing of Logistics
Transactions

43| Importance of Ondine] 40 75 14 5.36 73
Supply Chain Management

45 importance of Off-line 41 70 14 5,00 67
Decision Support

471 Importance of On-line 42 73 14 5.21 70
Updates of your Logistics
State

49 Importance of  Dailly 43 74 14 5,29 71
Updates of your Logistics
State

38| Performance of Realime| 44 36 11 3.27 3B
Tracking of Goods




Ser{ Question Code Total| Count Avg Score
Score %

40 Performance of Ondine 45 47 13 3.62 44
Progessing of Logistics
Transaction ]

42| Performance of Batch] 46 47 2] %2
Processing of Logistics i
Transactions

42 Performancz  of On-line 47 a5 12 2.92 32
Supply Chain Management

46 Performance ot Offine 48 47 14 3.36 39
Decision Support

48 Performance  of On-ine) 49 45 13 3.46 41
Updates of your Logistics|
Siate

50 Performance of  Daily 50 47 13 3.62 44
Updates of your Lcgistics
Siate

51 Importance of Bar Coding 51 66 13 5.08 68

53 Importance of Automated 52 30 10 3.00 a3
Storage and Retiieval
Systems

55 Importance of Automated &3 33 11 3.00 a3
Material Handling
Equinpment

57 | Importance of Computers 54 34 10 3.40 40
On-board Delivery Vehicles

59 Importance of Local Area 56 86 14 6.14 86
Networks

61 Importance of TCP-P Wide 56 70 12 583 ¢ 81

Area Network
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Ser| Question Code Total Count Avg Score
Scare %

63 Importance of Hand-held &7 59 14 4.21 54
Data Eniry Devices

65 Importance of 80386 Based 58 49 13 315 36
Personal Computers

67 importance  of 80488/ 59 82 14 5,86 81
Pentium Based Personal
Computers

69 Importance of Document 60 47 i2 3.92 | 49 |
Scanning Systems

71 Importance of Client/Server| 61 74 13 5.69 78
Technoiogy

73 Importar.ce of Mainframes 82 43 12 3.58 43

75 Importance of  UNIX 63 65 11 5.91 82
Servers

77 Importance of Microsoft 64 80 14 571 79
Windows Operating System
family

79 Importance of IBM 0S/2 65 24 8 3.00 a3
Operating Systemn family

81 Importance of SAP 66 28 6 4.67 } 81
Software

a3 Importance of Upstream 67 60 12 5.00 67
EDI with Suppliers

85 Importance of Downstream 68 66 14 4.71 62

| EDI with Customers

87 importance of Electronic] 69 do 13 5.08 68
Funds Transfer]
(POS/EFTPOS)

62| Usage of Bar Coding 70 7 7 100 | 100
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Ser| Question Code Total| Count Avg Scure
Score| %

54 Usage of  Aufomated 71 1 1 1.00 100
Storage and  Retrieval
Systems

56 Usage of Automated 72 5 5 1.00 100
Material Handling
Equipment

58 Usage of Computers On- 73 1 1 1,0C 100
board Delivery Vehicles

60 “age of Local Ared) 74 14 14 1.00 100
Networks

62 Usage of TCP-IP Wide| 75 9 g 1.00 100
Area Metwork

64 Usage of Hand-held Data 76 5 5 1.00 100
Entry Devices

66 Usage of 80386 Based 77 11 i1 1.00 100
Personal Computers

68 Usage of 80486/ Pentium. 78 14 14 1.00 100
Based Personal Computers

70| Usage of Documemi 79 4 4 1.00 100
Scanning Systems

72| Usage of ClentServeri 80 10 10 1.60 100
Technology

74 Usage of Mainframes 81 1.00 100

76 Usage of UNIX Servers 82 g ] 1.00 { 100

78 Usage of Microsoft 83 14 14 1,00 100
Windows Operating System
family

80| Usage of 18M OS2] 84 3 3 1.00 100

Opsrating System family
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Ser{ Quastion Code Total! Count] Avg Score
Score %

82 Usage of SAP Software 85 3 1.00 100

84 | Usage of Upsiream EDI| 86 1.00 700
with Suppliers

88 Usage of Downstream EDI 87 5 5 1.00 L 100
with Customers

88 Usage of Elecironic Funds| 88 8 9 1.00 100
Transfer (POS/EFTPOS)

89 Importance of logistics IT at 88 a1 14 5.79 80 |
the Front-line / on the Shop
Floor

91 mpontance of logistics 1T in 80 38 12 3.17 35
Delivery [  Collection
Vehicles

93 Importance of logistics [T a1 51 14 3.64 44
hand-heid Units for,
Warehouss Staff

as importance of fogistics IT at a2 82 14 5.86 ' 81
CGoods Recelving / Dispatch

a7 importance of logistics IT at a3 76 13 5.85 81
Customer Service Gantres

99 importance of logistics 94 67 14 4,79 63
Poriable 1T for the Roving
Sales Force

101 Importance of logistics IT af] 95 76 12 6.33 89
the Enterprise  Data
Processing Centre

103] Importanca of logistics IT af| 96 48 11 4.18 53
the Client
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Ser| Quesfion Code Total| Count Avg Score
Score %
g0 Usage of logistics 1T at the a7 25 14 1.79 26
Frontdine / on the Shop
‘ Floor
g2 Usage of logistics IT in 98 6 5 1.20 7
Delivery ! Coilection]
Vehicles
94| Usage of logistics 17 hand- 08 7 5 140 13
held Units for Warehouse,
Staff L
96 Usage of logistics IT af 100 29 14 207 38
Goods Receiving / Dispatch
a8 Usage of logistics [T af 101 26 12 2.17 39
Customer Service Centres
100{ Usage of logistics Portabie! 102 8 5 1.60 20
iT far the Roving Sales |
Force
102] Usage of logistics 1T at the 103 34 13 2.62 54
Enterprise Data Processing
Centre
104 Usage of logistics IT at the! 104 8 5 1.80 20
Client .
105| We agree that firms striving 105 65 14 4.64 &1

for logistical excellence will
often out-source Jlogistics
services based on the [T
capabiiities of the logistics|

provider.
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Ser

Question

Cade

Total

Count

Avg
Score

Score

107

We agree that firms sttiving
for logistical excellence
need o opeiate within a
culture of  information
sharing.

106

93

14

664 |

108

We agree that individual
firms can optimise|
Logistical

without considering the [T

perfarmance

competencies of all players
within their vaiue chain.

107

38

14

2.71

29

111

We agree thai a significant
investment in IT and related
iechnology is a preraquisite
for logistical excellenca.

108

77

14

5.60

75

We agree that a process
rather than a functional
view js taken in sysiem
applications,

109

78

14

5.57

76

11%

We agree that it s
important that iT
implementation is always

accompanied by process
change.

110

14

5.36

73

117

Wa agree that the quality
IT at the front-line staff is a
key difietentlator  for
logistical excellence.

11

80

14

5.71

79
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Question

Code

Total

Count

Avg
Score

Score

119

We agres that firms can
achieve & high level of
intemal process integration
required for  logistical
excellence without striving

for a similar leve! of internaIL

information systems
integration.

112

14

3.21

a7

121

We agree that IT enables|
the reduction of order cycle
times

113

82

14

5.86

81

123

We agree that IT assists in
tmproving the order fill rate

114

83

14

5.93

82

125

We agree that IT is a good
ool to assist with pressures
to shrink overall cycis times
and reduce  inventory
varrying costs

115

a7

14

6.21

87

We agree that IT assists in
increasing the speed by

which products get to]

market

118

83

14

5.93

82

128

We agree that [T simpliﬁes
problems associated with
the geographic nature of
iogistics.

117

80

14

5.71

79

131

We agree that IT is key to
using distribution as a
compatitive weapon

118

a8z

14

5.88

BT
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Questien

Code

Total

Count

Avg
Scora

Score

133

We agree that IT assisis in
the mass customisation
prOCess required  for|
improved customier

satisfaction

119

78

14

5.67

76

135

We agree that {T improves
decision making to enable
the !owering of Inventory
camrying costs

120

86

14

8.14

86

187

Wa =agree that 1T 8|

required for Integrated
Supply Chain Performancod
Management.

121

86

14

6.14

86

139

We agree that a high lavesl|
of extemnal process
integration with partners|
requires a high level of IT
support.

122

77

14

5.60

75

141

We agree that trave! time]
assoclated with  both
finished goods and work in
progress goods can be
shortened through the use
of IT.We agree that

123

80

14

5.71

79

143

We agree that the Quality
of IT has Strategic Value,

124

91

14

6.50

92

145

We agree that the Quality
of IT  Implementation
Entances its Vaiue.

128

81

14

6.50

131




Ser

Question

Code

Total

Count

Avg
Score

Score
%

147

We agree that early
Adoption of new
Techhologies is a
prerequisite for Logistical
Exceliences,

126

14

4.57

60

148

We agree that deployment
of an Integrated Change
Package, created through
the concuirent design of
Process, Systems and
Change Management
Interventions, is critical for
successful IT deployment in

Logistics processes

127

79

14

5.64

7

106

It applies here that firms
striving for
excellsnce will often out-

logistical

source logistics services
based on the T capabilities
of the legistics provider.

128

42

14

3.00

33

108

it applies here that firms|
striving  for  iogistical
excellence need to operate

within a cullure off

information sharing.

129

61

14

4,36

58
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Ser

Question

Code

Total

Count

Avg
Score

Score

110

it applies here that
individual firms can
optimise Logistical}
performance without
considering the iT!
competenciss of all players
within their value chain.

130

56

14

4.00

50

112

It applies here that a|

significant investment in T
and releted technology s a
prerequisite  for  logistical

excellsnce,

131

82

14

5.86

81

114

it applies hera that a
process father than a
functional view is taken in
system applications.

132

64

14

4.57

60

116

it applies here that it is}
important that IT
implementation is always
accompanied by process
change.

133

57

14

"~ 4.07

51

118

It applies here that thel
quality of {T at the front-line
staff is a key differentiator
for logistical excallence.

134

61

14

4.36

56
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Ser

Question

Code

Total

Count

Avg

Score|

Score
%

120

It applies here that firms|
can achieve a high level of
intemal process integration
required for logistical
excellence without striving
for a similar level of internal
information sysierns
integration.

135

54

14

3.86

48

122

it applies here that IT
enables the reduction off
order cycle fimes

136

60

14

4.29

124

it applies here that T
assists in improving the
order fill rate

137

67

14

4.79

126

it applies hers that IT is a
good tool to assist with
pressures to shrink overalll
cycle times and reduce
inventory carrying costs

138

64

14

4.57

80

128

it applies here that IT
assists in increasing the
speed by which products
get to market

139

6o

14

464

81

130

it appliee here that (T
simplifies problems!
associated with the

geographic  natwre of

iogistics.

140

59

14

4.21

54
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Ser

Question

Code

Total

Count

Avg
Scon.

Score

132

it applies hers that 1T is key,
to using distribution as a
competitive waapon

141

51

14

3.64

134

it applies here that IT
assists in the mass
customisation processL
required for improved
customer satisfaction

142

57

14

4,07

51

136

it applies here that IT
improves declsion making
to enable the lowsring of
inventory carrying costs

143

66

4

4.71

G2

138

it applies here that IT is
required for Integrated
Supply Chain Perormance
Management.

66

14

4.71

62

140

it applies here that a high
level of exterhal process
integration with parthers
requires a high level of IT
support,

45

58

14

4,14

52

142

it applies here that travel
fime associated with both
finished goods and work in
progress goods can be
shortened through the use

of IT.

146

59

14

4.21

54

135



Se

Guestion

Code

Total

Count

Avg
Score

Scare
%

144

it applies here that the
Quality of IT has Strategic
Value.

147

65

14

4.64

81

146

It applies here that the
Quality of IT
tmplementation Enhanceﬂ
its Value,

148

69

14

4,83

6o

148

It applies here that eary
Adoption of new|
Technologies is a
prerequisite for Logistical)

Excellence.

149

&6

14

4.00

50

150

it applies there that
deplioyment of an
Integrated Change|
Package, created through
the concurrent design of}
Process, Systems and
Change Management
interventions, is critical for
successful IT deployment in
Logistics processes

150

62

14

4.43

57

151

Frontline Ti Operators /
Sales Stalf are Users of IT

151

28

13

215

38

152

Telephone Sales Staff are
Users of IT

182

28

12

2.33

1563

Warehouse Shelving and
Racking Staff are Users off
T

163

20

12

1.67

22
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Ser] Question Code Total Count Avg | Score
Score %

164] Goods Receiving  and| 154 34 14 2.43 48
Dispatch Staff are Us~rs of
iT _

155| Coilection and Delivery 155 11 8 1.38 13
Staff are Users of IT

166] Customer Service| 156 33 13 264 | 51
Personnel are Users of iT

157| Front Line Managers are| 157 23 13 1,77 26
Users of [T

138| Traveling Sajes 158 12 8 1.50 17
Representatives are Users|”” ™
of IT

159| Logistics Managers are 159 33 13 2.54 51
Usersof IT

160{ Executive Managemeh’c are 160 25 14 1.79 26
Users of IT

161] Key Account Managers /| 161 56 14 1.86 59
On &ite Client Lizison
Persannetl are Users of IT

162] Is there explicit integration|  162-1 g 9 0.64 64

between the logistics
strategy of your
organisation and your (T
strategy? A4 forYesora 2
for No.
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Sar

Question

Code

Total

Count

Avg
Score

Score

162a

Is there explicit integration
between the logistics)
stratagy of your,
organisation and your T
strategy? A 1 for Yes or &
2 for No.

162-2

0.36

36

172

Do you belisve a formal|
methodology is required to
develop both the logistical
process -and the
supporting  Information
Technology? A 1 for Yes
or a 2 for No.

222-1

41

11

0.85

85

172a

Do you belisve a formal
methodology is required to
devalop bath the logistical
process and the
supporting Information
Technology? A 1 for Yes

or a 2 for No.

222-2

0.18

15
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E 3 - Responses of Logistics “exceilent” companies

Ser Question Code Total Count Avg Score
Score %

10 IS view of Ilogistical 10 85 16 5.31 72
performance level

11 Importance of IT's role in 1 100 16 6.25 88
Purchasing

13 importance of T's role i 12 103 16 6.44 24
Inventory Control

15 Importance of 1T's role in 13 104 16 6.50 | 92
Order Processing

17 Imporiance of IT's role in 14 82 16 5.13 69
Freight and Audit
Payment

12 Importance of IT's rofe In 15 89 16 5.56 76
Sales Forecasting

21 importanca of IT's role in 16 a1 16 569 78
Warehouse Management

23 Importance of [T's rale in 17 67 15 4.47 58
Vehicle Routing and
Scheduiing

25 impottance of IT's role in 18 60 15 4.00 50
Freight Consalidation [

27 Importance of IT's role in 19 60 15 4,00 50
Distribution Modeling

29 importance of 1T's rols in 20 85 15 5.67 78
Supply Chain
Management

RY Importance of IT's role In 21 54 14 3.86 48
Alternate Logistics Supply;
Route Selection
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Ser Question Code Total Count Avg Score
Scorg} %

33 Importance of IT's role in 22 65 14 4.64 61
Track and Trace of Goods
in Transit

35 importance of |T's role in 23 65 15 4,33 56
ETA Prediction of Goods
in Transit

12 Performance of IT's role in 24 80 18 5.00 67
Purchasing

14 Performance of IT's role in 25 78 16 4.88 65
Inveniory Control

16 Performance of IT's role in 28 83 16 | 519 70
Order Processing

18 Perfarmance of [T's role in 27 75 16 4.69 61
Freight and Audit]
Payment

20 Performance of IT's role in 28 66 16 4.13 52
Sales Forecasting

22 Performance of [T's role in 29 77 16 4.81 684
Warshouse Managemant

24 Performance of IT's role in 30 64 15 4.27 54
Vehicle Routing and
Schaduling

26 Performance of ITs role in 31 67 15 447 58
Freight Consolidation |

78 | Performance of ITs role | 32 57 13 | 438 | 56
Distribution Modaling

20 Perfarmance of IT's role in 33 67 14 4.79 63

Supply Chain
Management
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Ser Question Code Total Count Avg Score
Score %

32 Performance of IT's role in 34 47 12 3.92 49
Alternate Logistics Supply
Route Selaction

34 Performance of IT's role in 35 50 14 3.93 | 49
Track and Trace of Goods|
in Transit

36 Performance of IT's role in 38 56 14 ~4.00 50
ETA Prediction of Goods
in Transit

37 Importance of Raaldime 37 72 15 4.80 63
Tracking of Goods

39 importance of On-line 38 84 15 5.60 77
Processing of Logistics
Transactions

41 importance of  Batch 38 84 16 5.25 fik |
Processing of Logistics
Transactlons

43 importance of On-line 40 79 15 527 71
Supply Chain
Management

45 Importance of Off-line 41 79 16 4.94 66
Decision Support

47 importance of On-line 42 77 15 5.13 69
Updates of your Logistics
State

49 importance  of  Dally 43 94 16 5.88 81

Updates of your Logistics|
State
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Ser

Question

Code

Total

Count

Avg
Score

Scora

38

Performance of Real-time
Tracking of Goods

59

14

4.21

Performance of On-line
Processing of Logistics
Transactions

45

69

18

4.60

60

42

Performance of 8atch
Processing of Logistics
Transactions

46

79

16

4.94

66

Performance of On-ine
Supply Chain
Management

47

62

14

443 |

87

46

Performance of Offine
Decision Support

48

67

156

4.47

58

48

Performance of On-ling|
Updates of your Logistics|
State

64

14

4.57

60 |

50

Performance of Daily
Updates of your Logistics
State

&0

81

16

5.06

68

&1

importance of Bar Coding

51

100

16

6.256

88

53

irnportance of Automated
Storage and Retrieval
Systems

62

58

13

446 ¢

58

55

Importance of Automated
Material Handling
Equipment

53

40

12

3.33

39

57

Importance of Computers
On-board Delivery
Vehicles

35

10

3.50

42
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Ser Question Code Total ount Avy Score
Score %

59 ' portance of Local Area 55 a7 15 6.47 | 9+
Networks

81 Importance of TCP-IP 56 84 14 6.00 83
Wide Area Network

63 Importance of Hand-held 57 71 14 507 68
Data Entry Devices

65 Importance of 80386 58 50 12 417 53
Based Personal
Computers

67 Importziice of 80486/ 59 og 16 6.13 85
Pentium Based Personal |
Cornputers

69 importance of Document 60 65 14 464 | 81
Scanning Systems

7" importance of 61 a0 16 5.83 77
Client/Server Technology

73 impartance of Mainframes 62 74 13 5.69 78

75 importance of  UNIX 63 77 14 5.50 75
£ ‘ers

77 lmportance of Microsoft B4 89 16 5.56 706
Windows Operating
System family

79 linportance of IBM 08/2 85 28 7 4.00 50
Operating System family

81 Importance  of  BAP 66 36 7 5.14 | 69
Scftware

83 Importance of Upstream 67 76 14 5.43 74

ED! with Suppliers
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Ser Question Cade Total Count Avg Score
Score %

85 | Importance off 68 70 13 5.38 73
BPownstream EDI with
Customers

87 Jmportance of Electronic 69 71 13 5486 74
Funds Transtar]
(POS/EFTPOS)

52 Usage of Bar Coding 70 15 15 1.00 100

54 Usage of Automated 71 3 3 1.00 100
Storage and Retrieval
Systems

56 Usage of Automated 72 2 2 1.00 100
Matarial Handling
Equipment

58 Usage of Computers On- 73 1 1 1.00 100
board Delivery Vehicles

60 Usage of Local Area 74 15 15 1.00 100
Networks

62 | Usage of 1CPIP Wide| 75 12 12 700 100
Area Network

64 Usage of Hand-heid Data 76 v 7 1.00 100
Entry Davices

66 Usage of 80386 Based 77 1 11 1.00 100
Personal Computers

68 Usage of 80486/ Pentium 78 18 16 1.00 100 §
Based Personal
Cormputers

70 | Usage of Documenti 79 5 5 1.00 100
Scanning Systems
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at Gocds Receiving /
Dispatch

Ser Question Code Total Count Avg Score
Score %

72 Usage of Client/Server, 80 15 15 1.00 100
Technology

74 Usage of Mainframes 81 12 12 1.00 100

76 Usage of UNIX Servers 82 12 12 1.00 100

78 Usage of  Microsofi 83 16 16 1.00 100
Windows Operating
System family

80 Usage of [BM 082 84 4 4 1.00 100
Operating System family

82 Usage of SAP Software 85 2 1.00 100

84 Usage of Upstream EDI a6 9 3 1.00 100
with Suppliers

86 Usage of Downstream a7 10 10 1.00 100
EDI with Customers

88 Usage of Electronic Funds 88 11 11 1.00 100
Transfer (POS/EFTPOS)

89 | Importance of logistics (1] 89 88 15 5.87 81
at the Frontline / on the,
Shop Floor

91 Importance of logistics IT] 80 49 12 4.08 51
in Delivery [ Collection
Vehicles

93 Importance of logistics IT 91 72 15 4,80 62
hand-held  Units  for
Warehouse Staff

a5 impartance of logistics 1T, 92 101 18 6.31 ag
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Question

Code

Total

Count

Avyg
Score

Score
%

a7

importance of logistics IT|
af Cusiomer Service
Centres

85

13

5.00

a7

89

Importance of logistics;
Portable IT for the Roving
Sales Force

84

10

Z40

57

101

importance of logistics IT
at the Enterprise Data
Processing Centre

95

103

16

6.44

o1

103

importance of logistics IT:
gt the Client

96

58

13

145

58

80

Usage of logisties IT at the}
Frontline / on the Shop
Floor

g7

34

13

2,62

g2

Usage of logistics IT in
Delivery [/  Collection
Vahiclus

98

10

1.67

22

* Warehouse Staff

Usage of logistics 1T
hand-held  Units  for

o9

244

96

Usage of logistlss |IT at
Goods Receiving /
Dispatch

100

37

16

2.31

08

Usage of logistics IT at
Customer Service Centres

101

23

2.56

52

100

Usage of logistics
Portable IT for the Roving
Sales Falcs

102

1.50

17
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Question

Code

Total

Count

Avqg
Score

Score

102

Usage of iogistics IT at the
Enterprise Datal
Processing Centre

103

16

2.75

58

104

Usage of logistics IT at the
Client

104

21

233

44

106

We agree that firms
striving for  Jogistical
excellence will often out-
source logistics services
based on the IT
capabhilities of the logistics

provider.

106

77

16

481 |

64

107

We agree that fims
striving for  logistical
need 1 to
operate within a culture of]

excellence

informaiian sharing.

106

106

15

6.83

o4

109

We agree that individual

firms can optimise
Logistical  performance
without considering the IT
competencies of  all}
players within their value

chain.

107

42

18

2.63

27

111

We agree that a
significant investment in IT|
and related technology Is
a prerequisite for logistical

excelience.

108

91

16

5.69

78
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Quesfion

Coda

Toftal

Count

Avg

Score

Score
%

113

We agree that a process
rather than a functional
view is taken in system
applications.

109

85

16

5.31

72

115

We agree that i is
important that T
implementation is always
accompanied by process
change.

110

72

16

4.50

58

117

We agree that the quality
of IT at the front-line staff!
is a key diiferentiator for
logistical excsliance.

111

a7

16

5.44

74

118

We agree that firms can
achieve a high level of
internal processi
integration required for
logistical excellence
without striving for a
similar level of internal
information systems

integration.

112

44

18

2.75

20

21

We agree that {T enables
we reduction of order
cycle times

113

91

16

5.69 |

78

123

We agree that IT assisis
in improving the order fill}
rate

114

90

16

5.63

7

148




Ser

Gluestion

Code

Total

Count

Avg
Score

Score
%

125

We agr:e that IT is a
good tool to assist with
pressures to shrink overail
cycie times and reduce
inventory carrying costs

116

102

16

6.38

a0

127

We agree that IT assists
Ir increasing the speed by
which products get to
market

116

87

16

5.44

74

129

We agree that T
simplifies problems
associated  with  the
gecgraphic  nature  of
logistics,

17

85

16

5.31

72

131

We agree that IT is key fo
using distibution as al
competitive weaponh

118

b

16

5984 i

az

133

We agres that {T assists
in the mass cuystomisation
process  required  for
improved customer

satisfaction

119

g0

16

5.63

77

136

We agree that iT improves
decision making to enable
the lowering of inventory
carrying costs

120

88

16

6.19

86

149
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Code

Total

Count

Avq |
Score

Score
%

137

We agree that IT s
required for Integrated
Supply Chain
Performance

Management,

121

100

18

6.25

88

130

We agree that a high lavel
of exiernal  process
integration with partners
requires a high level of IT!
support.

122

16

5.88

81

141

We agree that travel time
associated with  both
finished goods and work
in progress goods can bel
shortened through the use
of T, We agree that

123

a3

18

5.19

70

143

We agree that the Quaiity
of IT has Strategic Value.

124

102

16

6.38

80

145

We agree that the Quality,
of 1T Implementation
Enhances its Value.

125

103

16

6.44

o

147

We agree that eary
Adoption of new
Technologies is a
prerequisite for Logistical
Excellence.

126

73

16

4.58

59

150




Ser

Question

Code

Total

Count

Avyg
Score

Score

149

We agree that deployment
of an integrated Change
Package, created through
the concurrent design of
Frocess, Systems and
Change Management
Interventions, is critical for]
successful IT deployment]
in Logistics processes

127

90

16

5.63

77

106

it applies here that firms
striiving for  logistical
excellence will often out-
source logistics services|
based on the [T
capabilitles of the logistics|
provider.

128

65

16

4,06

51

108

It applies here that firms
striving  for  logistical
excellence need O
operate within a culture of
information sharing.

129

82

16

5.13

69

110

it applies hare thaf
individual fims  can
optimise Logisticalf
performance without]
considering the IT
competencies of  all
players within their value

chain.

130

47

16

2.94

32

151




Question

Code

Total

Count

Avg
Score

Score

112

It applies here that a
significant investment In IT
and retated technology is
a prerequisite for legistical
excellence.

131

83

16

519

70

114

it appiies here that a
process rather than a
functional view is taken in
system applications.

132

80

16

5.00

a7

116

It applies here that i is
importaint that IT|
implermentation is always
accompanied by process

change.

133

71

i6

444

57

118

it applies here that the
quality of {T at the front-
line staff is a key
differentiator for logistical
excelience.

134

78

15

5.20

70

120

ft appllies here that firms
can achieve a high level
of internal  process|
integration required for
logistical excelience
without stiving for a
similar Jevel of internal
information systems:

integration.

135

51

16

3.19

36

152




Ser

Question

Code

Total

Count

Avg
Scare

Score

122

it applies here that IT
enables the reduction of
order gycle times

136

79

16

4.94

66

124

it applies here that IT
assisis in improving the
order fill rate

137

79

16

4.94

66

126

{t applies here that IT is a
good tool to assist with
pressures fo shrink overall
cycle times and reduce|
inventory carrying costs

138

88

16

5.50

75

128

it applies here that 1T
assists in increasing the
speed hy which products
get to market

139

76

16

4.75

130

it applies here that IT
simplifies problems
assoclated  with  the
geographic nature  of

logistics.

140

67

15

4.47

58

132

it applles here that IT is
key to using distribution as
a competitive weapon

144

78

15

5.20

70

134

it appliss here that IT
assists In the mass
customisation PiOCass
required for improved
customer satisfaction

142

78

18

4.94

66

153




Ser

Question

Code

Total

Count

Avg

Scorel

Scoraf
%

138

It applies here that IT
improves decision making
to enable the lowering off
inventory cairying costs

143

Q0

16

£.63

77

138

it applles here that 1T Is
required for Integrated
Supply Chain
Performance
Management.

144

79

15

5.27

71

140

it applies here that a high
level of external process
integration with pariners
reguires a high level of 1T
support.

145

75

15

5.90

67

142

it applies here that travel
time associated with hoth
finished goods and work
in progress goods can be!
shortened through the use
of IT

146

58

15

3.87

48

144

it applies here that the]
Quality of IT has Strategic
Value.

147

89

16

5.56

76

146

It applies here that the}
Quality of iT
Implementation Enhances
Its Value.

148

92

16

5.75

79

154
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Question

Gode

Total |

Gount

Avg
Score

Score

148

it applies here that early
Adaption of new
Technulogies is a
preraquisite for Logistical
Exceilance.

148

73

16

4.56

£9

150

it applies here that
deployment of an
integrated Change
Package, created through
the c¢oncurrent design of
Process, Systems and
Change Management|
Interventions, Is critical for
successful IT deployment
in Logistics processas

150

77

16

4.81

64

1591

Fronidine TH Operators /
Saies Staff are Users of IT

151

30

2.31

44

152

Telephone Sales Staff are
Users of IT

152

23

11

2.09

36

153

Warehouse Sheiving and
Racking Stafi are Users off
IT

153

29

15

1.93

31

154

Goods Receiving  and
Dispatch Staff are Users
of IT

154

42

16

2.83

54

165

Collection and Delivery
Staff are Users of IT

155

25

12

2.08

36

756 |

Customer Service

Personnel are Users of [T

156

28

14

2.00

33

155




Ser

Queétlon

Code Total Count

Avy

Score

Score

157

Front Line Managers are
Users of IT

157 31 16

1.84

3

1568

Traveling Sales
Representatives are;

Users of IT

158 12 9

1.33

1

159

Logistics Managers are|
Users of [T

159 39 16

2.44

48

1680

Executive  Management

are Users of IT

160 34 16

2.13

38

161

Key Account Managers /
On Site Client Lizison
Personne| are Users of IT

181 30 14

2.4

38

162

Is there explicit integration
betwean the logistics
strategy of your
organisation and your T
strategy? A 1 for Yes or a
2 for No.

162-1 1z 12

0.80

80

1623

is there explicit integration
between the
strategy of
organisation and yaur 17

joglstics
your,

strategy? A 1 for Yes or a
2 for No.

162-2 3 3

0.20

20

156
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Question

Code

Total

Count

Avg
Score

Score
%

172

Do you believe a formal
methodology Is required to
develop both the logistical
process and the}
supporting  Information
Technology? A 1 for Yes|
or a 2 for No.

222-1

0.€0 |

60

172a

Do you believe a formall
methodology is required 1o
develop both the fogistical
process and the
supporting Information
Technology? A 1 for Yes

or a 2 for No.

222-2

0.40

40

157




Appendix F - Sample Qualitative Feedback

Name

Posttion

R L P P T PR

LR R T T T R P

Organigation RO ORPTORN

Date

LR e P P

Location

How would you describe the importance of IT in achieving logistics
sxcellence?

TN I L I R T Ty

Can the implementation of information systems in logistics be successful
without simultaneous attention o process change?

A AN A AR A AR R AR AR AR AR b IR YRR RN AN R n b n kb r i n kA nbary
Madavar R s v raan Nt ra bbbyt bbb n AR ey n Ak kb an AN Ry Ay
NN LA A A e A E e E R R R R PRI R F AN F R RN RN E A S A PR TR AN IR

N L L L T L L T N T R R T YRR ]

Is it important to be at the bleeding edge of IT for success in jogistics?

T e L P L L L R e R R TR SR RN PRy
P e L L T LR L R T T T P T T T T Y
AT I I I T T e R E P R N T R TN

L R T N LR LT N LR NN RN ]
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Describe your approach to implementing IT and process change to
achieve logistics excellence.

R L L L L o LT T PR P PN

L

Attached is a draft model describing the initial findings from the survey
on the relationship between logistics process and IT. Comment on its

relevance,

T L L L T O T L T T P P Y YR T
N L L N O T e T T N L T T R R P E N T PR PP P
e T L L L L L L L e T T Y]
T L L L L L T T e T L L A TR T R TR YL Y TR}

T A e e R LR RN L R
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To: Kyte Nal

o
From: Cralg Koetster
Date: D7M2/02 05:10 PM

Suhjectt  November Reserves

The net Impact on the Income ststement is zero due fo the reserve. We will need to carry forward the
amount in the November &R,

In future we can seperate cut the two prosedures to avoid confusing stient accounting,

Regards

Cralg

To; Craig Koetsier
8o Raon Stevens
Fram: Kevin Sumbier

Date: g7H2/02 04217 PM
Subject:  November Reserves

Craig,

‘The UPFA was on the same form as some aido iransfer reguests. However, as the reqiest did npt
arrive untll 28 Novernber these coidd not be done as it was past the deadline and it was all held back
for 15 December period, Therefore, | wiff reserve this perlod and reverse next month to offset the
UPEA,

This situation [s not ideal but because we had two types of request on the same form if was heid back
evan though che could have been provessed, | apolagise for this but it walld help If we gould put them
through on separate forms going forward,

Regards

evin

To: Kevint Sumbler
cG:

From: Craig Koetsler

Date: Q2H2/97 12:21
Subject:  Movemiber Reserves

Kevin,

To sonfirm aur discussfon: Both reserves to be reversed In Navember pericd and the UPFA for
Intercantinentat has been faxed through to yourself.

Please let me know i you have any issues,



Regards

Craig

To: Craig Kostsier

cG;

From: Kevin Sumbler
Date; TM202 11:27 AM

Subfect:  MNovember Reservas

Craig,

| checked the UPFA farms vesterday and | could oniy see a write off for SAS of $17k (against $50k
below) and nons for intercontinental - please advise.

Regards

Kevin

To: Kevin Sumbler
ce:

From: Craig Koetsier
Dats: - Q2/12/97 06:53

Subject:  November Reserves

UPFA have been processed for both Intercontinental and SAS in November, Please would you
reverse the resefve on these two cllants.

Regards

Cralg.

Tor Julia Paltison, Breit Newland, Tony Keating, Duncan Glyde, Robert McNally, Anne
Camilla Kolsrud, Craig Koetsler, Carl Peffer, Jonathan Goodman

ce; Righard Taylor, Tim Fetherston-Ditke, Ron Stevens, Oskar Hagland, Tom Sjtiund, Tal]a
Kukkonen, Barry K. Messenger, Gernry Coutter

Erorm: Kevin Sumbler

Date: a7 201 06:47 PM

Subject:  November Reserves

We have been requested to provide reservas for iteins which you recently identified as part of the
desktop review and, in the case of Nokia, by request of Maritime Management. a3 a resuit the
folfowing entries have been posted which will Impact your November Portfolio results. The entrles
have been posted Into the carrect Countrles resuits. These reserves now belong to the Porifollo and
will be passed on to GMU's as we go into the new model.

Commercial Banking

Barclays (UK}  $150,000

Communications

Ameritech (UK}  $100,000

Retail



Sainsbury (UK) $25,000
Edgars (South Africa)  $7100,000

Consumer

United Bisguits {UK) $100,000
British Sugar {UiK) 100,000

Government - Scandinavia
Forsvaret (Norway) $33,000
Govemnment - Other

DSS/NIRS (UK} $160,000
Industrial Products

Charter Group (UK) $60,000

Tetra Pak (UK) $50,000
Nokia {Finiand) $1,000,000
Erlcsson (Sweden) $600,000
Retail Banking

Postbanken (Norway)  $100,000

Transportation/Travel
Intercontinental {UK) $40,000
SAS {Sweden) $50,000

Flnnish Rail (Finland) $100,000
Utllities
Eskom (South Africa) $400,000

As the write offs ars processed on these Jobs these reserves will need to be relsased so please
contact me hefore the paperwork ls processad,

Regards

Kevin

Categories:

Printed By: Kyle Nel
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