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The objective of this thesis is to determine framework for the development of collaboration
between a transport service provider and its key customers consisting of a consumer goods manufacturer
and a modern-trade retailer. The study begins with a survey of executives’ attitude towards the
development of such collaboration. The study interviews perception of executives, middle managers
and operators to determine the drivers which are compelling reasons for collaboration and facilitators
that support the formation of partnership. The evaluation indicates that there is a potential for the carrier

to develop the “true” partnership with the two customers.

In identifying the components which are activities and processes sustaining the partnership to
be developed, the study conducts a gap analysis to determine the gap between existing situations and
desired partnership components. The goals of the partnership formation set by the study are asset
efficiency and service improvement which are the two most important drivers as perceived by the carrier
and its two clients to its customers. For each goal, key performance indicators and associated target
values are proposed. Finally, through the brain-storming sessions, the study identifies a number of
partnership components that would lead to the successful developmént of true partnership according to
the established goals. It is found that critical components for the partnership include the establishment
of mechanisms to facilitate the co-ordination of works between partners such as the harmonization of
working hours of the partners and joint planning, and the effective sharing of relevant data and

information such as delivery plan.





