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eCourier-Colombo

eCourier-Colombo is a same day 24/7 courier serbmsed in Colombo, Sri Lanka. The company was
formed in 2003 with the aim of providing a courigrvice that is focused on delivery transparenay an
automated customer interaction. Parcels are celleiom any Colombo address and taken to any final
destination requested by the client. Although tbengany originally delivered parcels only to Colombo
addresses, they now deliver parcels to any globedtion requested by corporate clients. Advanced
Information Based Allocation (AIBA), an intelligemtispatch and fleet management system is utilised t
allocate a booking to the most appropriate veh(icieluding bicycles, motor bicycles and vans ofywag
sizes) which sends a message to the courier to ragarding the job through a handheld terminal. In
addition to detecting the nearest vehicle to thekyp location, AIBA also undertakes an analysighsaf
individual performance of couriers, trends suclt@sgestion affecting speed of delivery during ptiales
and weather conditions which may affect the peréoroe of some couriers.

Couriers are rewarded and motivated with high paytifie service levels they provide, supported &y th
technology, thus rendering a courier service thatliable, trustworthy and transparent. Extensiaaing
was needed to be given to the couriers to chargavély in which they worked and behaved in ordditto
the new organisational practices and image, endiadformation technology. In addition to systefos
employees, the customer has been provided witlalatinee tracking of his parcel on a map, utilisiB§S
technology. They are also shown the shortest rdoteyhich they are billed, from pick-up to dispat®©n
the same map he can watch his parcel en-routetfirthl destination. Once the parcel has been e&d at
the destination, a Proof of Delivery e-mail is seithin seconds. It is this high level of humansistem
connectivity that is at the heart of eCourier-CdbmmBecause the majority of bookings and customer
gueries are taken online owing to the ease of tigeowebsite, fewer staff members need to be hmad
they can focus on any complex issues that arise.

eCourier-Colombo has entered into profitable pasghips with many International couriers (e.g. merab
of the World Trade Organisation - Courier Servides)ffer a worldwide service to its customers. if h&o
key IT systems have been developed to facilitatéalworation with International courier services shu
making eCourier-Colombo’s practices and procedooaspatible with their International partners.

eCourier-Colombo recruited and headhunted top eyepfor their skills and experience in specifieasr

to provide the greatest benefit to eCourier-Colorphboject when it was developed. In the projectnyna
skills were brought into the company by hiring eaygles with specific skills. The skills of the ficere
team members include Management and operationderS8ysdevelopment management, Business risk
management, Website specialisation, Informationrasse, Benefits management and Project management.
Staff members for Business risk management, Sysimelopment and Project management were highly
qualified, but the rest were with lower and varylagels of skills. If the project had recruitedfétaith a
complete set of skills, it would have helped toalep the other team members’ skills even more tffely
through learning from the complementary skills witthe organisation. Due to the success of thigeptp
without even having a full set of skills, it can beggested that an incomplete but complementargfset
skills can contribute towards project success.
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The technology behind eCourier-Colombo aims tdsgtib system to predict travel times between amy tw
places in Sri Lanka. eCourier-Colombo developed kwg IT systems: one is their intelligent backend
ABIA system and the other is their website www.e@enco.lk. The ABIA system is written in Java aisd
running on a Linux platform. It combines mobile a®s, GPS and IT based fleet management with an
Internet platform. Their main servers include: Viéelover, Microsoft SQL server, Mapping server, Gatgw
server, Allocation server and MySQL server. Techgglhas been used to ensure the smooth runnirgeof t
business. Disaster recovery systems have been pldade to ensure that the computers and operatiaves

a constant supply of power. This is backed up meg&ors, although by the very nature of the system
can also be run remotely. Their website is powénedn ISAP dil module written in Delphi. The advedc
interactive mapping technology on their online king system is a key marketing point for eCourier-
Colombo as it allows customers to zoom, pan andsan couriers to street level without refreshing t
whole web page. Each of their couriers is giveraadield computer and GPS equipment, which allows a
client to watch and follow the progress of his dety.

List at least five (5) changes that would have o@xlin the Courier service given in the case stftisr
implementation of the eCourier-Colombo project.

(5x 5 marks)

ANSWER IN THIS BOX

Answer (any five):
» Couriers can provide a better and more efficientice.

» eCourier-Colombo can provide a world-wide service.

» Change the way in which couriers worked and behavedder to fit the
new organisational practices and image, enabledfbgmation
technology.

» Customer has been provided with a real time trarkirtheir parcel on
map, utilising GPS technology.

» Customers are also shown the shortest route farhathey are billed
from pick-up to dispatch.

» Once the parcel has arrived, a Proof of Delivernyagl is sent within
seconds to the customer.

» High level of human to system connectivity.
» Fewer staff members need to be hired.

* Many skills were brought into the company by hirergployees with
specific skill sets.

* Able to predict travel times between any two placeSri Lanka.
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Briefly describe five (5) strategies that have besed by the project to reduce the risks of notiging a
proper service to the couriers and clients of e@o«@olombo.

(5x 5marks)

ANSWER IN THIS BOX

Answer (any five):

» Disaser recovery systems have been put in place to ertbat th
computers and operations have a constant supplgvoér.

* Providing Backup generators.
* Providing a system that can also be run remotely.

» Couriers being rewarded and motivated with high paty the
service levels they provide.

* Couriers being supported by the technology to plewa service th
is reliable, trustworthy and transparent.

* Extensive training provided to the couriers to detheway in
which they worked and behaved in order to fit thew
organisational practices and image, enabled by rrimdGor
technology.

* The customer has been provided with a real timeking of thei
parcel on a map, utilising GPS technology which hasease
customer acceptance of eCourier-Colombo.
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a) ldentify the following stakeholders in the eCowt&slombo project.

e The project sponsor
e Project team

e Customers

* Users

* Any opponents to the project

(2x 5 marks)

ANSWER IN THIS BOX

Category

Example

Project Sponsor

CEO/MD/Chairman/Board of Directors of eCourier-
Colombo.

Project team

Project Managetyianagement and Operations Manager,
Systems Development Manager, Business Risk Manager,
Website Specialist, Information Assurance ManaBenefits
Manager.

People in Sri Lanka & other countries using the @@uo-

Customers Colombo.
Couriers, Employees acceptihgokings and responding to
Users customer queries, Employees preparing bills, Engesy

providing technical support.

Any opponent to the
project

Competitors, Users themselves as they are reludta
change their ways of doing things.
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b) How are the stakeholders identified3t{a) important to the success of the project?

(3x 5marks)

ANSWER IN THIS BOX

Category

How they areimportant

Project Sponsor

Provide executive support, Provides direction amdling
for the project.

Project team

By knowing exactly what work they are supposeddard
the project and when they have to do it.

They also need to know what resources they neeey
also need to coordinate among themselves if thegires
to be successful.

Th

They need to supply the project team with veryrclea

Customers requirements and what they really expect as delbles of
the project.
They need to supply the project team with veryrclea
Users requirements and what they really expect as delbles of

the project.

Any opponent to the
project

It is important to resolve matters arising from opents
amicably because they can make formal complaintaka
union action which will lead to temporary or perreah
suspension of the project.
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c) Briefly describe what measures would have beemtékasatisfy the stakeholders mentione@-(@).
(5x 5marks)

ANSWER IN THIS BOX

Category

M easuresto satisfy

Project Sponsor

Project provides him with a world class courievgs,
increased profits, recognition among the business
community as a leader.

Project team

Access to new technology, skilled experts are piedito
work on the project.

Customers

The customer is provided with a real time traclongis
parcel on a map, utilising GPS technology. Theyadse
shown the shortest route, for which they are bijlfeain
pick-up to dispatch. A transparent, quick worldssla
service is provided. A Proof of Delivery e-mailsient to
customer.

Users

Technology has been used to ensure the smootmigiohi
the business. Disaster recovery systems have hgaem p
place to ensure that the computers and operateves do
constant supply of power so that users can have an
uninterrupted service from their Information Syssem
Couriers are rewarded and motivated with high paytfe
service levels they provide, supported by the teldgy.

Any opponent to the
project

Benefits of IT provides the users with a hassle-
working environment. High pay will motivate tho
reluctant to use the new system.

Competitors can be won over by offering partnersieij.

fre
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