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INTRODUCTION

1.1 Background

All industrial companies want to be productive and to make profit as well
as expand their markets. To accomplish this, organizations are working on
different principles and strategies to improve their processes to achieve
their goals to achieve having the right item in the right quantity at the right
place, right condition to the right customer at the right time. And this is
where logistics management comes in to make this all possible.

Most organizations carry on their day-to-day routine but are unaware of
the structure of their processes on ground or in other cases they may have
a process on paper but have a whole different system going on in actual
life. This thesis aimed at shedding some light on the operations of a Finn-
ish charter bus company to see how a logistical process analysis could
play a major role in bringing profitable changes to a company.

Using balance score cards as an approach for measuring performance in
the organization opens up all the important perspectives of an organization
to give motivation for the company’s continuous improvement and in-
creasing customer’s perceived value.

1.2 Commissioning organization

According to Pauliina Hatunen (interview 9 July .2013) Hatusen Liikenne
is a family owned company, started in 1945 located near Hameenlinna in
Parola. Table 1 based on information acquired at interview shows the re-
sources that they have for operations. The services include: private trans-
fers to and from airport, city-to-city as well as within their area of opera-
tions depending on the vehicle requested. The smaller cars are used for
taxi service, small mini buses and big buses are used for the transfers.

Table 1.Company Resources

STAFF ASSET NUMBER
Administration staff 3
Drivers 6-8

Big charter Buses 4

Mini Buses

.

Small Cars for Taxi | 3
Outsource Accounting 1
Services




This is not an everyday business so there are more orders depending on
the seasons when it comes to the executive charter buses or the mini buses
unlike the daily public transportation system. There are months from May-
June and November-December that are active in the transfer industry but
months between July-January when there is business.

Hatusen Liikenne has got their own organizational culture being a family
business. They have a flat organization structure in which all decision
making is done together and everyone takes responsibility for any task in
the process even though there might be task distribution.

Hatusen Liikenne offers services to companies that have business trips,
private groups and tourists.80% of their customers through marketing by
emails messages and 20 % from word of mouth.

Over the years the company has been able to create an identity for itself
which is an asset in the market, as customers like the red color the compa-
ny uses for the vehicles and they find it attractive.

The current technical data package (TDP) being used is the “bussi
ohjemisto” software, which they use to handle their orders by registering
details of the transfers. These include: working hours, distance covered
and feedback. They use the net-visor software as an accounting package
while they outsource the financial reporting services from a nearby organ-
ization.

The focus of this thesis is mainly on the logistics of the operations before
and after the transfers making the process visible to the company in order
to view the company status to find room for change if needed and also for
future planning purposes. (Hatunen, interview 9 July.2013)

1.3 Research methods

There are a number of things that needed to be considered before initiating
the project. The first and foremost issue was gaining as understanding of
the operations, how they are run and how they can be improved. This led
to more critical questions on what kind of lean tools could be used on im-
plementation as well as what approaches to use in this analysis to bring
out the best results. The main approach used in this thesis was the balance
score card.

The research project was conducted through interviews with staff mem-
bers to get a business perspective and an understanding of the flow of in-
formation and activities as well as the people. There were also surveys
sent to customers to get a customer perspective to the research project.
The other two perspectives: learning & development and financial per-
spectives were covered while covering the internal business process per-
spective.



In order to make this a successful project implementation the following
steps were taken:

* Finding out who does what in the process

= Drawing down the current process

= Checking on how information flows

» Finding out what was overlooked in the process

= With the help of the commissioner deciding what could be emitted
from the process or to be added into it.

= Drawing a new improved process plan and making a blue print

= Getting feedback from the customers on the company’s services

= Using this information to make a marketing plan that will lead to a
broadening of the market

1.4 Structure of thesis

Chapter one covers the background of this thesis and the author’s motiva-
tion behind it. It also covers an introduction of the commissioning organi-
zation and the research methods as well as the research questions.

Chapter two contains the theoretical content of the thesis which includes a
definition of a logistical process, followed by logistic management and
process mapping tools. This chapter describes what process mapping is,
why it is important and how organizations can use it.

Chapter three contains ways in which an organization can organize effec-
tive logistics operations, the importance of logistics and what kind of op-
position the company may face and how it can move forward through the
opposition when carrying out changes in the organization.

Chapter four illustrates the research procedures and the findings after an
analysis and the interviews. The results are given from a customer per-
spective.

Chapter five contains the conclusion of the thesis and suggestions accord-
ing to the findings and the observations acquired during the thesis project.



2 THEORETICAL BACKGROUND

2.1

Logistics definition

Logistics can be defined as the planning, implementing and controlling of
goods or service to the point the consumer or customer is served, it cease
to just be a movement of material or people from point a to point b but
taking into account the flow of information too. an example of a water bot-
tle putting in mind that water is life ,the whole process from the point the
water is drawn from its source till it reaches the consumer is critical. There
a lot of things that need to be look at as important: it needs to be trans-
ported at the right time, to the right place and in the right condition.

The question here would be, should logistics only be referred to in terms
of production, warehousing and distribution? absolutely not, everything
requires logistics in our everyday life, we can take time to look around in
the room, there are thing around the house, room or class which we can
certainly admit that they have been moved from somewhere and for them
to get where they are someone had to sit down and plan or make a process
model of transporting the product from point a to point b this is called lo-
gistics management. (Load delivered logistics, 2012).

There are a lot of activities or operations that make up the logistic process
and these activities involves the input of members/work force ,financial
and information and technology through management actions and logistic
activities between a supplier and a customer in order to result with the
output of competitive advantage, time and place utility efficient move-
ment. This process is shown in the Figure 1 including the components of
logistics management.



Management Actions

Inputs into Implementation Outputs of
Logistics

Logistis

Natural
resources
(land, facilities,
and equipment)

Human
resources

Logistics Management

Suppliers ‘
Raw Inprocess | Finished Customers
materdals | Inventory goods |
) Differentiation

Vendors

Information
resources

Logistics Activities

* Customer service * Plant and warehouse site selection

* Demand forecasting * Procurement

* Distribution communications * Packaging

* Inventory control * Retum goods handling

* Materlal handling * Salvage and scrap disposal
+ Order processing * Traffic and transportation

« Parts and service support * Warehousing and storage

Figure 1  Components of logistics management (Santova logistics n.d.)

The whole process may be invisible to a customer until something goes
wrong in the process like delay in delivery or other issues occur when we
get to track down goods or when our supplier explains the channel to us,
while knowing the process would give us more understanding but of
course it is always the supplier that is more concerned about making sure
the channel is getting the service or product to the consumer in the right
condition or in the right time.

The logistics process is a system on its own and it required a well planned
approach for its effectiveness and the way to approach it is look at is as a
whole, since every department is working towards one goal of the organi-
zation, every activity affects another in one way or the other. (Stock &
Lambert 2001, 2-4)



2.2 Customer Service

Customer service involves identifying and meeting the needs of a custom-
er. While products are tangibles service is intangible but is measured and
quality is tested in practice.

For customer service or service as part of the logistics process to be effec-
tive there is a need to have a service model this comprises of all the meth-
ods used to serve the customer thus the management of all the activities,
interaction in the transactions. A service model determines the kind of ex-
perience that the customer will have at the end on the services, the custom-
er will be able to tell what quality of service is it that they got from the
service provider.

In other words the service method is the visible part of the service. It can
be said that there is the front office and back office in the process as shown
in the example and Figure 2. We see in the iceberg diagram that the meth-
od is the visible part of the service while the managerial part of the process
is called the back-office. The back office is said to be a very important and
big part of the service business. This means that if the service method as
the visible part is not well arranged to meet the customer’s expectation, all
of the background work which is the greater part is wasted (Rossi 2013)

Service . / i
hethod // \\ Customer interface

( Customer service skills Service managers
Service products
service BACKOFFICE
method big
rock wil ba
ot Service prooes.ses Product ialists
< Processes supporting the service
business
' 4
IT systems supporting the service business
: Specialists for support functions

Figure 2  Service Method (Rossi 2013, lecture slides)



The front office and the back office need to complement each other so that
the effort or the quality invested into the work behind the scene should
flow even through the front office. Managers need to pay attention to how
all the back office work can be properly presented in the service methods
to make the process complete and successful

2.3 Order Processing

The order processing system is the source of control in the logistic system
and the customer order is what initiates the whole logistic process and sets
it into motion. The time is takes to fulfill the order and the quality of the
information affects the effectiveness of the whole operation, slow commu-
nication will mean that the time to complete the order will increase and
deadline will not be met and costs will increase and for warehousing ser-
vices that means the carrying cost will increase and customers lose trust
and the customer relationship is affected.

In managing order process and information is made easy with the kind of
Technology that the company uses which improves the flow of the infor-
mation storage and handling of the information too using electronic com-
merce (e-commerce) which comprises of different kinds technologies that
prevent the unnecessary paper flows within the work environment.

It is important to make sure that the technology in use is used effectively
and integrates well with the process because when it is complex it may
make the information flow complicated too.

The customer order cycle includes the following steps
Preparation and transmitting of order

Order receipt and entry

Processing of order

Picking and packing

Transportation

Customer delivery and unloading of goods.

The main use of the order processing system is providing a network link
between the service provider and customer as shown in the figure 3 in the
path of customer order. The management of this network enables manag-
ers or measure whether the system is effective or if it needs improvement
in areas like the accuracy of the order fulfillment, if the targeted time was
met, if the systems incurs more cost and if there are any risks that need to
be minimized in the process.



Customer
order
Status

Purchasing

Ship
customer
order

Sales and
Marketing
Function

[ Back order ' [ Invoice ]{

Inventory
— available
Customer Credit
order check T \Yanchousc -
withdrawal
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—P schedule
Production Shipping Transportation
documentation [ “P»  scheduling [~

Figure 3.Path of customer’s order (Gunasekaran, Patel, & Tirtiroglu
2001)

Communication within the departments is essential in this process since
there is a link to every part when transmitting the information. Electronic
commerce makes data accessible easier and faster than keeping a shelf of
files that will take time to file documents and also easy management of
that information.

Organizations need to put standards in their order cycle time or lead time
so that there is continuous improvement in the process like decreasing lead
times increase profit and cut costs thereof. (Stock & Lambert 2001, 146-
151)



2.4 Human resource management and four stages of development

Human resource management is the process of hiring employees and de-
veloping them to be of value to the organization. This process also con-
sists of analysing the works in the process seeing what the work involves
and writing down the job descriptions then hiring the right people that will
fit in those job posts. It is also in the human resource management’s re-
sponsibility for to make sure that:

The needs of the personnel are met

The training of employees for continuous improvement
Handling disputes and issues

Payroll management and incentives.

An organization or business can have plans, goals and objectives put in
place in order to make profit or sustain themselves on a market against
competition but all of these plans need to be carried out by people, plans
will just remain plans if there is no one to do the action. Therefore human
resource is the most important asset in managing business logistics. Man-
aging people with in directly affect the process quality and outcome of the
business activity. It is good for organizations not to look at human a cost
but as assets that contribute to the generating of income, growth of the
business and customer relations.

Human resource management is the heart of the organization, they are the
carriers and handlers of orders that come and go. The skill level of the
staff members determines but the order will be fulfilled or the quality of
the work in the process though technology contributes to it but even the
technology needs human supervision .Statistics show that 15% of business
success is due to the technical skills while the 85% of the success comes
from the human engineering skills.

The management of human resource helps to ensure that both the goals of
the organization and the individuals are being fulfilled otherwise when
needs of the individuals are not met, the moral goes low little by little
which might lead to high rate of absenteeism, unhealthy workers and res-
ignations. It is the HRM that makes sure goals of the individuals are not
and are met for a motivated workforce that will work knowing that their
excelling goes along side the excelling of the organization. (Rex Interna-
tional trading, 2012)
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24.1

Four stages in HRM development

The work of human resource management can be classified into four main
functions according to the different needs in the organizations namely:

Reactive function

The main focus of the RF is making sure that there are peaceful and
maintaining peace making sure strikes and destructions are avoided that
includes making sure that relationships between departments is good.
When workers are working in harmony work becomes enjoyable and the
flow of work is easy it brings the sense of belonging and makes and or-
ganization feel like a family thereby worker make a long term commit-
ment to their work.

Independent function

The independent function stands as a separate entity outside an organiza-
tion where companies can go and leave issues of the organization that their
own human resource managers or line managers cannot handle or for
problems that may require special expertise. So in a way this can require
the outsourcing of services. This independent function only handles a few
things but all the other responsibilities can be handled by the company’s
own HR managers.

Supportive function

In supportive Function the HRM works inside the organisation actively
making sure that company operations bring out great results for example
in technology and production companies, though the SF may have limited
knowledge concerning the whole organisation they make sure that there is
required number or workforce to do the work and work on how to moti-
vate workforce to carry out work effectively so that work is effective, they
press on towards results.

Integrative function

The integrative function is an important stage in which HRM is considered
a partner since the organization may depend on this entity when it is
geared into customer services as a profit generator, staff motivation for
excellence in serving customers.

11



2.5 Deming’s Points (HRM)

W.Edward Deming’s 14 points of quality management are fundamentals
of industrial transformation. Management’s ability to implement these
points into their business signifies the desire to remain in business. Some
of Deming’s point of quality management from 14 points is as follows:

2.5.1 Constancy of purpose

b

towards improving quality of service and product, it should be on the
minds of all departments to work in a way that they pursue to fulfill the
goals of the organization.

Adapt to new philosophy

Organizations should not remain stagnant but learn be aware of the con-
stantly developing market in order to keep up and remain sustainable re-
gardless of the external business environmental changes.

Putting a stop to the dependence on inspections to improve quality

This means that quality should be created into the product or service,
when quality standards are on the minds of everyone involved in the busi-
ness process then there is definitely going to be quality imprinted in the
service delivery too.

Putting an end to the practice of awarding business on the basis of a price tag.
This is about sticking to one supplier of a particular item to build relation-
ships, loyalty and trust in a way minimizing total cost in the long run, rela-
tionship marketing essential.

Continuous on-the-job training
Training should be ongoing for organization in order to influence continu-
ous improvement in the company’s operations because surely when the
personnel improve their skills then the business will also move forward.

Drive out fear so that workers work freely and effectively,

This will mean that employees would freely give their input and when
they are successful they feel important and motivated to do more for the
company too.

Breaking barriers between departments

All departments in an organization are connected in one way or the other,
which means each department can benefit out of making decisions togeth-

12



er to be broken between departments if all of them are working to achieve
one goal they should work together. (Lean Kanban 2011)

2.6 LOGISTIC PROCESS ANALYSIS

2.6.1 Logistics management

Logistic management is the governance of all activities in the process.
This includes network design, order fulfilment and transportation man-
agement in order to achieve customer satisfaction and company objectives
as shown in Figure 3. This also includes all administrational processed and
decision making be it financial, information channels and processing cus-
tomer orders and marketing.

Process

1 | | |

Financial control

Information highways

New product development

Order fulfiiment

Pu:chasmg A) Markelmg
Production Distribution

A A A 1

L Function

Figure 3 Logistic management (Hewlett-Packard, n.d)
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2.6.2 Process Mapping

This is the first stages in the six sigma process and it can be viewed as a
value chain as it contributes to the delivery of a product or service. Each
step in the process should add value to the following steps in the work-
flow. The main objective in process mapping is to evaluate all types of
processes be it financial, managerial, administrative, design and manufac-
turing. It helps to bring to light some value added and non value added
steps in a process. It helps the organization to see their process boundaries,
the current parameters in operation, where data is or should be collected
and also shows the inputs and output being measured or showing the need
of a measurement system.

A process map should never be mistaken to a flow chart for the later is a
brief and the other is an input and output detail of the flow of work to
show what is happening and the results can be measured though they
might have similarities these can be seen in Table 2 which illustrates the
difference between a process map and a process flow chart.

Table 1 Process Map vs. Process flow chart

Process Map Process Flow Chart

Shows input and output Does not show input and output

Shows the Step by step of how the proc- | shows the flow of process
ess actually works

helps to streamline flow shows decisionn and altemate
pathwavys

helps to improve process by understand | it mayv show process as it should
and controllinginputs to eliminate vana- | benot atitis
tion

helps to streamline flow

Does not focus on reducing
wvaration

2.6.3  Logistic process mapping

The purpose of logistic process mapping (LPM) is to show or to make the
flow of work in a process the organizations so that they get an understand-
ing of the process themselves. This is useful for innovation plans since
when companies map up their processes they can easily spot places that
need improvement or can trace where problems arise from.

14



There are two steps that need to be followed when doing the logistic pro-
cess mapping. The first is to make an activity diagram that shows the de-
tailed process of who does what as shown in the figure, what technical
data packages (TDPs) are used in the process what follows next, until the
customer is served. This is called the SIPOC approach and this is illustrat-
ed in Figure 4.

It is a simplified way of making the process descriptions and it gives a
clear view of what everyone is doing in the process and the results might
show that its either others doing more work outside their assigned work or
others are not doing more so it helps to bring that balance within the pro-
Cess.

v

Suppliers Inputs Process Outputs Consumers

A structured set of

the input

customers

ocmEpOo@mm|o

Figure 3 SIPOC (Business analyst articles 2013)

This approach can also help an organization to identify waste in their pro-
cess which after identifying they can calculate to see the costs that are be-
ing incurred in the process therefore making sure that there is total cost
management (TCM).

A lot of organization face a lot of challenges in making process maps for
administration as well as staff as they may either put too much details that
will make the process map complicated or in most cases small details that
do not show adequate information for the workers in which case is it im-
portant to map the correct items of the process.

15



Getting the real flow represented in the map using the people involved in
the real process not just managers to get the proper actual workflow.

2.6.4 Value stream mapping

When it comes to service providing there three things that a customer may
measure an organization service and those are quality time and price in
other words this is where the value of most customers is and value is what
the customer buys. Though this is mainly used in manufacturing or pro-
duction firms every organization deserves to see how valuable their pro-
cesses are.

While process mapping is more focused of the flow of materials, people or
products a VSM also looks into the flow of information and cycle time be-
tween the stages in the process where VAT is also calculated. There are
steps that need to be followed before considering making a VSM and these
are as follows.

. Agree product or service to be mapped
Define the VSM Scope Define start and end-points of map

Create Value Stream Map of actual
Draw Current State Map process — how it works today

1 1

Draw Future State Map

]

Create Value Stream Plan Create an action oriented plan on how
to get to that future state

Implement the Plan! Go make the planned improvements

Create Value Stream Map of improved
process = how it could work in 6
months time

Figure 4 Steps in value stream mapping (Leading edge group 2012)
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2.7 Balance score card

2.7.1

Introduction

After making the process map (PMAP) it gives room for the next step
which is the most and the core of this thesis. The PMAP gives a picture of
the process on ground and this process is supposed to be analyzed to
achieve the following goal shown in Figure 5. These are the results that
the organization and hope to achieve while attempting this process to un-
derstanding, identifying quality and measuring the efficiency of the pro-
Cess.

Understanding
\

Quality

Figure 5 process analysis goals (TaskMap 2010)

The understanding of the process makes work easier for both management
and the staff members who are doing the operations which enable them to
make goal oriented decisions, to achieve customer satisfaction. It also
boosts the morale to workers as they will see they are part of the process
and their input whether great or small contributes greatly to the output.

Analyzing the process is also helps to allocate areas in the process where
quality is low for quality assurance. If a company has no way to identify
quality in its process then surely it is hard to expect to get it from a cus-
tomer’s perspective.

17



The greatest achievement in quality is when a customer is able to see the
quality you have infused into your process, which will always add to a
company’s competitiveness on the market.

Every organization having a logistic process on ground should know how
efficient that process is this is measured easily when the company has
clear visions or goals that would by which they can measure their results.
To sum it all up there is a need for a balanced score card (Taskmap 2010)

2.7.2 Definition

The balanced scorecards is a strategic performance management tool de-
veloped by Kaplan and Norton in the 1990’s at Harvard business school
to be used in the business and industrial sectors, government and public
sectors or organizations aiming to align business operations with the goals
and strategies of the entity.

This approach measures non-financial performance and traditional finan-
cial metrics to give a clear and balanced view of how the organization is
running by dividing company’s performance into four perspectives as
shown in Figure 6. This approach narrows down the measuring process to
make it less complicated.

Figure 6 Balanced score card (Kaplan and Norton 1996)

18
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2.7.3

2.7.4

2.7.5

Business Perspectives

This perspective refers to internal business processes. Metrics based on
this perspective allow the managers to know how well their business is

Running, and whether its products and services conform to customer re-
quirements which is the mission. These metrics have to be carefully de-
signed by those who know these processes most intimately; with our
unique missions these are not something that can be developed by outside
consultants.

Recent management philosophy has shown an increasing realization of the
importance of customer focus and customer satisfaction in any business.
These are leading indicators: if customers are not satisfied, they will even-
tually find other suppliers that will meet their needs. Poor performance
from this perspective is thus a leading indicator of future decline, even
though the current financial picture may look good.

In developing metrics for satisfaction, customers should be analyzed in
terms of kinds of customers and the kinds of processes for which we are
providing a product or service to those customer groups.

The customer perspective

Recent management philosophy has shown an increasing realization of the
importance of customer focus and customer satisfaction in any business.
These are leading indicators: if customers are not satisfied, they will even-
tually find other suppliers that will meet their needs. Poor performance
from this perspective is thus a leading indicator of future decline, even
though the current financial picture may look good.

In developing metrics for satisfaction, customers should be analyzed in
terms of kinds of customers and the kinds of processes for which we are
providing a product or service to those customer groups.

Financial Perspective

Kaplan and Norton do not disregard the traditional need for financial data.
Timely and accurate funding data will always be a priority, and managers
will do whatever necessary to provide it. In fact, often there is more than
enough handling and processing of financial data. With the implementa-
tion of a corporate database, it is hoped that more of the processing can be
centralized and automated.
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But the point is that the current emphasis on financials leads to the "unbal-
anced" situation with regard to other perspectives. There is perhaps a need
to include additional financial-related data, such as risk assessment and
cost-benefit data, in this category. (Balance score card institute, 2014)

2.8 Strategy Mapping

All of the four perspectives are linked to each other as illustrated in Figure
7, in a way that by looking into improving one core perspective it may
lead to changes in the others as well therefore there is a need for compa-
nies to develop a strategy plan that will make this balance scorecard ap-
proach more effective and a success.

Strategy maps are communication tools used to tell a story of how value is
created for the organization. They show a logical, step-by-step connection
between strategic objectives in the form of a cause-and-effect chain. Gen-
erally speaking, improving performance in the objectives found in the
learning and growth perspective enables the organization to improve its in-
ternal process perspective objectives, which in turn enables the organiza-
tion to create desirable results in the customer and financial perspectives.

Financial o satsty
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G\ \ A

7 N [ N 7 N
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| 11 Operations 11 |
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Figure 7 Strategy mapping (Strategy Management Institute 2014)
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This describes how the implementation process will happen and this is
very important as some organization may have the plans for changes but
how they are carried out is what determines the efficiency. (Marr 2013)

3 ORGANIZING FOR EFFECTIVE LOGISTICS

3.1

In this modern day top management is centred on quality, value, customer
service and this is just a small part aside from customer relation-
ship/corporate profitability and satisfaction. In order to achieve these or-
ganizations should come up with strategies that will ensure high levels in
their product or customer service quality and value.

Today the standard of an effective organization comprises of self-
organized departments, orientation towards continuous improvement and
creativity over capital as the most important resource and self determined
employees.

Putting up such a system in an organization is not as easy as it sounds in
real life; it has a number of barriers that affect the process putting this high
quality program in an organization. There are top six barriers that are
common, they relate directly to the organisational and the employees and
some of these are as follows:

Changing of the organizational culture

Establishing of a common vision in the whole organization
Gaining senior executive commitment

Generate employee ownership of the quality process
Changing of the organizations processes

Conducting training and educating employees.

Importance of an effective logistics system

The most crucial elements of a supply chain management are effective and
efficient logistic organizations and the problems that the organizations do
not arise from strategic decision making but rather from the organiza-
tion’s;

Structure

Systems

Mission

People

Corporate culture

Reward structure
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The way that these factors they come together to make change happen is
critical and that is the reason why most organization have been working or
Rearranging the whole process instead of just working on minor part of
the organization and these factors are connected. For example changing
the mission without changing the system without will slow down the proc-
ess and also changing the system without changing the structure will affect
the flow of work. (Stock & Lambert 2001, 582-583).

4 RESEARCH AND FINDINGS

4.1 Procedure and targets

The approach in this thesis project was to first understand the internal
process before getting the perspective of the company owners so that the
findings would be compared to the owners’ perspective of the business
processes.

The research procedures included interviewing customers and owners of
the company, also analyzing the work environment to see if it had any im-
pact on the output of the business. There was also a need to look into the
resources that were available and also to look into the company’s proce-
dures.

The first step was to see how the operations were linked to each other and
how information flowed as well as how the information was stored and
managed. The work involved listing the activities and the people who car-
ried them out, in order to map out all the functions. The goal was to draw a
process map on handling orders and the information flow to get the inter-
nal business perspective of the balanced scorecard.

After having drawn the process map as explained by the owners, the next
step was to analyze the process. Here the author compared the actual ac-
tivities that took place on a daily basis and then asked the customers about
how they saw the services just to get the customer perspective of the bal-
anced score card.

Another aim of the process map was also to show the functionality of the
finance department. This helps managers to measure the input and output
to see how effective their operations are. Managers can then make plans to
either increase sales or cut costs depending on how they view the com-
pany’s financial situation.

For the learning and development of the organization, this thesis would
broaden the owners’ perspective and shed light on the effectiveness and
efficiency of processes to indicate which areas needed improvement. The
project would also reveal if there was waste in the process and how quality
can be imprinted in a way that will be visible to the customers.
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4.2 Interview methods

For the interviewing of the owners of the company the author entered the office
premises to ask questions and to observe some of the processes. The arising issues
were analyzed with the help of the company owners the situations and discussions
were conducted through email messages.

There were some questions that had to be made to the customers by email. It was
positive that the customers were willing to take part in the survey. The customers
were open and honest about their views on the services that they received, the
value that they saw in the services and what it was they did not like.

Names of customers:

Customer 1
Customer 2
Customer 3
Customer 4

Customer perspective guestions:

To get the customer perspective manifested, the following questions were
asked:

1) How often do you use our services
2) how do you like our customer service
a. Very good
b. Satisfactory
c. Could be done better? If yes, please give a suggestion how it
would be changed.

3) Give your opinion on our service management not only on the travelling
but also before and after travelling.

4) Were you satisfied with the last services we gave you?

5) What would make your journey with us more pleasant?
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4.3 Findings

After drawing the process the first time it was lacking some essential parts
but after a close analysis those missing parts were realized and included in
the final process blue-print.

Below are the findings from the interviews conducted by email. These are
responses from all the regular customers.

Customer 1

e They used the company’s services almost every month, sometimes even
more often

e Excellent service, fast response to inquiries and reliable
e Always satisfied

¢ Nothing to add ,customers were always happy and pleased

Customer 2

e Was aregular customer earlier but not anymore
e Described the customer services as very good

e They explained that the customer service provided was always available
24 | 7 to customers

e They pointed out Hatusen liikenne had taught their taxi and bus drivers
to provide services with the same good attitude as the owners

e They said Hatusen’s immediate response to calls and customer requests
made the service easy and reliable.

Customer 3
e They used the services monthly, 1-5 times a month

e They described the service as very good

e They used other local bus companies and by far Hatusen liikenne had the
best customer services in every possible field.
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They get answers to their emails very fast and if they had to wait longer,
they were sure an email was to be received

They said they were very satisfied with no exceptions.
Customer 4

They used Hatusen liikenne services once a month
Customer services were very good and their expectations were met

They described the service management as very good and in addition
they pointed out that the staff members were helpful and understood the
customer needs

They stated that the vehicles are very good and modern

They expressed their satisfaction with the last services they had received
and said that they will be booking many trips in the future.
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5 CONCLUSION

This research project has revealed a couple of facts when it comes to the
logistic process analysis. It showed that companies may have goals, but it
is impossible to achieve them if the managers do not understand the kind
of environment they have and the kind of process they are running. The
way operations are run determines whether the goals will be achieved or
not a well as how long this will take.

Human resource management is vital to the effectiveness of a service
business. Management can be good at planning the processes but making
sure that the ones who deliver the service are being professional, will ei-
ther give a good or bad image of the whole organization.

Process analysis when properly conducted will lead to the improvement of
an organization and will also create new realistic goals that will move the
business forward.

A balanced score card can be an indicator that can point out areas from
which the companies can see which part is lacking in their operations.
This is different with every organization there is no telling which is the
perfect way to measure the operations. All four perspectives are connected
to each other. Every organization can come up with their own way to bal-
ance their scorecard.

If companies are unable to measure quality in their operations they will
not know what aspects of their business they can brand and use as a com-
petitive advantage on the competitive market front.

When results from the customer perspective are very good it is time to
make plans for service excellence, which will results from the company’s
work towards continuous improvement. Management should also be plan-
ning on how to make their services better.
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Appendix 1
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Appendix 2

First process map

Hatusen Lilkene oy Business process
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Appendix 3

Final blueprint
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