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United Parcel Service, the world’s largest air and ground package distribution company, started
oulin 1907 in a closet-sized basement office. Jim Casey and Claude Ryan — two teenagers from '
Seattle with two bicycles and one phone — promised the “best service and lowest rates.” UPS has

uscd this formula successfully for nearly 90 years.

UPS still lives up to that promise today, delivering close to 3 billion parcels and documents
cach year to any address in the United States and to more than 185 countries and territories. Critical
to the firm’s success has been its investment in advanced information technology. Technology has
helped UPS boost customer service while keeping costs low and streamlining its overall eperations.

Using a handheld computer cafled a Delivery Information Acquisition Device (DIAD), UPS
drivers automatically capture customer’s signatures along with pickup, delivery, and time card
information. The drivers then place the DISD into their truck’s vehicle adapter, an information-
transmitting device that is corinected to the cclluIar-telé‘phqne-'nclwqu. Package tracking
information is then transmitted to UPS’s computer network for storage and processing in UPS’s
main computer in Mahwah, New Jersey. From there, the informiation can be accessed wotldwide Lo
provide proof and delivery to the customer. The system can also generate a printed response to

queries by the customer,

Through its automated package tracking system, UPS can monitor package throughout the
delivery process. Al various points along the route from sender to receiver, a bar code device scans
shipping information on the package label; the information is then fed into the central computer,

"Cuslomer service representatives can check the status of any package from desktop computets
linked to the central computer and are able to respond immediately to inquires from customers. UPS
customers can also access this information directly from their own microcomputers, using either the

Internet or special package tracking software supplied by UPS.

UPS’s Inventory Express, launched in 1891, warehouses customers’ products and ships them
overnight to any destination the customer requests. Customers using titis service can transmit
clectronic shipping orders to UPS by 1:00 A.M. and expect delivery by 10:30 that same moming.

UPS is enhancing its information system capabilities so that it can guarantee that a particular
package ar group of packages will arrive at its destination at a specified time. [f requested by the
customer, UES will be able to intercept a package prior to delivery and have it retumned or rerouted,

Sources: Landon, K. C. and Laudon, J. P., “UPS Competes Globally With information Technolozy”, Windaw on
Technology, Chapter 2 of Essentials of Management Information Systems, 2nd ed., 1957, pp. 8.
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