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Current Situation

To Company X X., the customer is everything. Through the unique relationships

the company has created with its customers since 1986, Company XX, with virtually no marketing,
has become one of the premiere moving companies in the world. XX's four mgjor US offices
arelocated in Norwalk CT, AlexandriaVA, Alameda, CA and Houston TX. Thefocus of this audit
ison the Norwalk Office, which, according to the Marketing Department, generates over 65% of
the Household Goods global relocation business.

Overview
Company XX issplitinto two divisions;, Household Goods & Project Cargo

Household Goods does high-end corporate executive relocations. Some of their clientsinclude the
UN, Morgan Stanley, Citibank, Salomon Brothers and JP Morgan. HHG pride themselves on their
ability to move household goods around the world smoothly and efficiently.

Number of CT Household moves - 6500 Corporate wide - 10,000.

Project Cargo on the other hand, works with governments and multinational corporationsto
move freight & materiel to locations all over the world. Project Cargo manages projects from
point to point that range from complex international factory relocations, large mining operations,
and processing plants situated in remote areas of the globe. From the Americas to Europe, Asia
& CIS (Commonwealth of Independent States - the former Russia), Project Cargo isaleader in
this most competitive and demanding business.

Number of VA Project Cargo moves - 4500 Corporate wide - 7,500.

On the next page is the Household Goods Wor kflow Schematic.



Company XX Household Goods Wor kflow Schematic

1 H.R or employee/spouse
initiates move by contact-
ing MCS by phone/fax or e-
mail. CS responds by set-
ting up initial scheduling
and prepping appropriate
move documentation.

2 ove is awarded, CS
Lites a manila job jacket
& places all hardcopy in it.
Only 1 jacket per job. Data
input begins here using
System 36/Access &
pre-printed forms covering
all details of the move.

3 CS hands job to Opera-
tions. CS send Surveyors to
appraise jobs. Surveyors fill
in move data by hand &
send it by fax to CS for addl
input. Surveyors are the
first contact with customers

3A Sales works with CS, Survey-
ors & OPS to get quotes,
pricing & tech support. They
are heavy fax users as they
must coordinate this info
when writing proposals to
sales prospects.
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4 Operations get CS- edited 4
Surveyor data. From this, Ops
quotes job & puts together
elements to do move. Gives
this info back to CS. OPS
tracks move using Sys 36 SR.

Operations

5 Warehouse (domestic &
international) store materi-
als for both long term & SIT
(Shipment In Transit). They
work closely with CS & Ops.

6 Billing takes the completed

Employee

System 36 is used for billing & status reports. No system talks
to another. Billing is in VA while Status Reports are generated
in CT. Microsoft Access is used to manage Scheduling &
Quotes. Both environments run on PCs in CT. There are 2
System 36s (emulating an AS400 database) that are used for
both Status Reports & Billing. Matrak, a Microsoft Access
database, tracks primarily PC moves.
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Network topology in CT is Ethernet. Frame relay via PSI/MCI is used to
link the four offices in a WAN. 128 k (kilobits) speed is used by VA &
Houston while 64K is used by the other offices. Desktop machines are

486 Intel running Windows 3.1 & 95.

7 CSregisters shipment & types up paperwork for
Warehouse. CS coordinates & manages the
move until it’s actually packed, warehoused &
ready for shipment. The move itself is con-
ducted using Air/Lan/Sea transport. Foreign
agents handle destination operations under
Matrix’s supervision. Timeframes for doing a
move varies with the move itself. Usually it
takes 3 weeks/2 months from start to finish.
OASys is a stand-alone program used for
generating transport vendors bills. It runs
on a PC and Operations & Project Cargo
run it when putting together moves.

CS job jacket and uses 6 of
the CS forms to properly
generate the bill for the
client. Although billing is
actually done in CT, the
System 36 billing database resides in VA, a situation
that can create communication & timing problems
that affect getting this material out to clients.
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Comp CT is currently running ethernet with Cisco routers to link up the 486 PC'’s that reside on everyone’s
desk. For the WAN, a fractional T1 connect with Frame Relay is used for communicating with the other three
offices. See diagram titled Matrix WAN. (Wide Area Network) All offices save VA uses 64K (kilobit) speeds
while VA has 128 K access. As for Matrak, (see Appendix) most offices use this Access database primarily

for tracking PC shipments. CT uses S36 for Status Reports. VA also has the S36 billing system that services
all offices.The CT office Windows 95 equipped desktop systems will be using Microsoft Office 97 with links to
two Access - based databases for Quotes & Scheduling information. The internal VA network is Novell.
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