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INTERACTIVE SESSION: TECHN0LOGY
UPS COMPETES GLOBALLY WITH INFORMATION TECHNOL0GY
United Parcel Service (UPS)started out in 1907 2011,UPS reduced fuel cornsunption by 8.4 million

in acloset-sizedbasement office, Jim Cascey and gallons andcut 85 million miles off its rautes. UPS

Claude Ryan-two teenagers fromSeattle with estimates thaf saving onlyone daily nile driven per

tvobicvcles and one phone-promiscd the best driver saves the company S301nillion.

service and lowest rates." UPS has used this tor Thefirst thing aUPS driver picks up cach

mula successfully formore than a Gentury to day is a handheldconputer calledaDelivery

become the world's largest groundand air package Information Acquísition Devices (DIAD), which can

delivery company, It's a global enterprise with access a wireless cell phone network As sO0Tt as

nearly 400,000 employees,96,000vehicles, and the the driver logs on, his or her day's route is down

world's ninth largest airline. loaded onto the handheid The DIlADalso autornat

Today UPS delivers 16.3 million packages and iCally capturcs customers' signatures along with

documents each dayin the LUnited States and more pickup and delivery information, Packagetracking

than 220other countries andteritories. Thefum information is thentransmitted to UPSs conputer

has beenableto maintain leadership in small-pack network for storage and processing. From there.

age delivery services despite stiffcompetition from theinformation canbe accessed worldwide to pro

FedEx and Airborme Expressby investing hcavily vide proof of delivery to customes or to respond

in adyancedinformationtechnology. UPS spends to customer queries. It usually takes less than 60

more than $1bilion each year to naintaina high seconds from thetime adriver presses Compiete

level of customerservice while keeping costslow on a the DIAD tor the new information to be avail.

and streamlining its overall operations. ableontheWeb.

t all starts with the scannablebar-coded label Through its automatedpackagetracking system,

attached toa package, which containsdetailed UPscan monitor and even te-route packages

information aboutthesender the destination,and throughout the deliveryprocess. At various points

when the packageshouid arrive. Customers can along theroute from sendertoreceiver, bar code

downloadand printtheir ownlabels using special devices scan shipping information ort the package

SOftware Provided by UPS or by accessing the UPS label and feed data about the progress of the pack

Web site. Before the packageisevenpicked up, age into the centralcomputer Customer service

ntormation from theSmart label istransmit representatives areabietocheck the status of any

ted to onc of UPS's computer centersinMahwah, package fromdesktopcomputers linked tothe

New Jersey or Aipharetta, Georgia and sentto the central computersandrespond ámmediately to

inquiries fromcL
distribution center ncarest its final destination. Customers. UPS customners canniso

Dispatchers at this center downioad ththe labeldata access this informnation tromthecopany'sWeb

and usc special software to create the most efficient site using their own computersormobile phones.
deiivery routefor each driver that considers traffic, UPS now has mobile appsand a ntobile Web site for

weather conditions, andtlelocation ofcachstop iPhone, BlackBerry, and Android stnartphone users.

An 2009, UPS beganinstalling sensors in its deliv Anyone with a packageto shipcan accessthe

ery vehiclesthatcan capture thetruck's speedand UPs Web site to track packages,check delivery

location,the number of times it's placed in reverse TOutes, calculare shippingates,determine time

and whetherthe driver's seatbelt isbuckled. At in ransit, print latbels, and scheduleapickup.The
theend of each day,these dataareuploaded to a

datacollected at theJPS Web site aretransnit

UPS Central computer andanalyzed, By combin:
ted to the UrS cCntralcomputerand en back to

mg GPS information and data from fucl-efficiency the customerafter processing UPS alsoprovides

Sensors installedon morethan 46,000 vehicles in tools thatenable custonners, such Cisco Systems,
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handles returns and Conductsdaily
cyde

cons
to embed UPS functions, suchastracking and cost

as well as arinual inventory Lighting
Science ,

calculauions, into
their own Web sites so that they

UPS Trade Management Services and
UPS

Cistts,

can track shipmentswithout visiting the UPS site.

Brokerage to help manage import and
export m

System(OMS)manages global service orders and
A Web-based Post Sales OrderManagement

plianceto ensure timely, reliable
deliveryand

inventory for critical parts fulfllment. The system
reduce customs delavs. UPS also helps

Lighting

enables high-tech eclectronics, acrospace, medical
Science reduce customerinventory and

Iimprove

equipment, and otlher companicsanywhere in the
order fulfillment.

world that ship critical parts to quickly assess their
UPS manageslogistics and international

shipping

critical parts inventory, determine the most opti
for Celaris, the world's largest wireless

accessory

mal routing strategy to meet customerneeds, place
vendo,selling

mobile phone cases,
headphones,

orders online, and track parts from the warehouse screenprotectors,
andchargers. Cellaris has

neatly

to the end user. An automatede-mail or fax feature
L000 franchises in the United States, Canada ari

keeps customers informedof cach shipping mile
the United Kingdom.The company'ssupplychain

stone and can provide notification of any changes is complex,with products developed in Georia

to light schedules for comnmercial airlines carrying
manufactured at more than25locations in Asia and

their parts.
10locations in the U.S., warehouscdin a Georgia

UPS is now leveraging its decades of expertise
distribution center, and shipped to franchisees and

managingits own global delivery networkto man customers worldwide. UPS redesigned Celaris's

agelogistics and supply chain activities forother inboundoutbound supplychain and introduced

companies. It created a UPS SupplyChain Solutions new services to create a more efficient shipping

division that provides a complete bundleof stan model.UPS Buyer Consolidation for International

dardized services to subscritbingcompaniesat afrac Freightreducescomplexityin dealing with multke

tion ofwhat it would cost to build their own systems international manufacturingsources. UPS Woridwite

and infrastructure.These services include supply Express Freight guaranteeson-time service or

chain design and management, freight forward critical freight pallet shipmentsand UPSCustcmis

ing,customsbrokerage, mail services, multimodal Brokerage. enables single-source clearance formub

transportation, and fnancialservices,in addition to ple transportation modes. These changes hare sreu

logistics services. Celaris more than 5,000 hours and $500,000 ariT

Forexample, UPS handles logistics forLighting
ally, and thesupplychainredesign alone has sa

Science Group,the world's leading makerof more than 15percent on shipments.
advancedlight products suchasenergy-efficient

Sources: "A Good Call Becomes a Thriving
Bustness

i2

light-emitting diode (LED)lamps and customdesign Compass, February 2014;"High-Tech Matufacturet
Masts

lighting systems. The company has manufacturing Logistics, UPS Conpass, January 2014;

operatio1s in Satellite Beach,Florida and China. Aprit 17, 2014; Steve Rosenbush andMichacl ot

UPS conducted a warehouse/distribution analysis
Big Data Is Transforming Business," The Wall Street

Analytics
Tht

You What to Do, The Walt Sreet fournai, April
3, 2013Bstoshapcthe manufacturer's distributionstrategy

in whichfinished goods from Chinaare brought to

March 10, 2013: Thomas H. Davenport

a UPS warehouse in Fort Worth, Texas, for distribu

Varon, How UPS Trains Front-Line Workers to UseIri

tion,TheUPS warehouserepackages finished goods

Analytics, Datalnformed, January 31, 2013; and Jennjfer
le

and Tinothy W. Martin, UPS. Other Big Shippers

Care Niches The Wall Strect Joounal, June 27, 2012

CASE STUDY aUESTIONS
1,What are the inputs, processing, andoutputs ofUPS'S packagetracking system?

3. What strategic business objectives
do UPSS

2.What tecnologies areusedby UPS? How are
informationsystems acddress?

these technologies related to UPS's business
4. What would happenif UPS's intormation

sIrategy? Systems were rnot available?


