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Executive Summary 

The purpose of this report is to appraise the impact of a recent example of business process re-engineering within the Movement Controller organisation, a trade of the Royal Logistics Corps. This report will examine the development and implementation of the introduction of a new information technology system and how it has impacted performance. It will also look to see how working practices have been affected by decentralisation (and centralisation) reflecting the changes inherent of the re-engineered process.	Comment by Orr, Graham: We have spoken already.   An Executive Summary summarises what has been written, not what is going to be written.


Introduction

The senior-management of the Royal Logistics Corp’s trade of Movement Controller is continuously seeking logistics service renovation to keep in line with modern practises within the broader logistics sector, looking for new ways to handle what have previously been considered standard logistical practices. 	Comment by Orr, Graham: ‘are’ not is as senior-management is plural

An example of recent logistics service innovation is the implementation of a new product, AirCore, a programme developed by Unisys for smaller commercial airlines, it was modified to replace MMARS (Mobile Movements Air Reservation System – known in the commercial spectrum as SITA). 	Comment by Orr, Graham: Full stop, new sentence or semi-colon

Introduced in December 15, AirCore is used as a planning tool, reservation management, passenger check-in and boarding for movement by air. This system attributed the trade with modern practises as used by the external civilian air travel sector.	Comment by Orr, Graham: Year?	Comment by Orr, Graham: Poor word choice, furnished would be better

MMARS lacked communication both laterally between points of embarkation/disembarkation but also hierarchal; which meant Movement Controller senior to middle-management had primitive means of performance analysis of the organisation and real-time visibility.	Comment by Orr, Graham: Hierarchically.    The semi-colon is incorrect and any form of punctuation at that point is superfluous.    ‘….senior to middle…’ going downwards?   ‘…Movement Controller senior and middle-management had limited real-time visibility and   ability to analyse the performance of the organisation.’

AirCore was introduced across the Movement’s trades within the wider armed forces, completely re-engineering current business processes. This report will look to appraise the impact of business process re-engineering within the Movement Controller organization.	Comment by Orr, Graham: ‘…Movement’s trades...’??    ‘across the Movement trades across the wider armed forces


1. Internal Dynamics of the Movement Controller Trade/Factors that determine them

1.1 Performance

1.1.1     AirCore is an example of radical business process re-engineering (BPR) within the movements trade, which has gained benefits from improving customer services and increased the speed of processing passengers for travel by air, which is ultimately the firm-base performance variable. As Lockamy and Smith, (1997) states: “Re-engineering programs must be designed and implemented within the context of a firm’s strategy”. AirCore was adapted to meet the requirements	Comment by Orr, Graham: The what?	Comment by Orr, Graham: Yes but you do not link this re-engineering process to the firm’s strategy, you simply present the quote.
 of Movements based trades within the Armed Forces. 

1.1.2     The performance of the Joint Air Mounting Centre, South Cerney (JAMC) is measured by time taken to process, check in and board through passengers whilst providing an efficient customer based service.	Comment by Orr, Graham: Tautology – unless the customers are not the passengers.

1.1.3     As Ozcelik, (2011), implies: “BPR projects involve large investments in physical as well as human capital”. This rings true with the implementation of AirCore, with the monetary cost of the programme and hardware from Unisys; and the internal training of staff to use the new IT system.  	Comment by Orr, Graham: Not implied.    
According to Ozcelik, (2011) “BPR projects involve large investments in physical as well as human capital” and this is true of the implementation of AirCore, with the monetary cost of the programme and hardware from Unisys; and the internal training of staff to use the new IT system.

1.1.4    During the implementation of AirCore the organisation was in a state of radical change, with a significant drop in performance due to inexperience with the new IT system and un-familiarisation of the workplace following reorganisation. 	Comment by Orr, Graham: Lack of familiarity with the workplace…

1.1.5    A practise of logistics capabilities reporting from the data collected from check-in staff/line workers using AirCore transpired for middle-managers (SNCOs) to measure and analyse the performance output. This, in turn, allowed middle managers to utilise man-power effectively and for senior-managers (WO1 and Officers) to analyse the performance of the movement organisation, testing and adjusting to make the service provided as efficient as possible. 	Comment by Orr, Graham: What a truly dreadful sentence.   Try reading it aloud.	Comment by Orr, Graham: In turn this…’    But in any event you have just stated in the previous sentence that middle-management measures and analyses performance output.

1.2 Control Structure

1.2.1     Before AirCore, senior-managers within 29 Regt RLC would be the leading hand on all flights handled at the JAMC. During the re-engineering, delegation was handed to middle-managers to manage smaller teams within squadrons, decentralising the decision-making authority from the senior-management to middle-management. 

1.2.2     During the process of logistics innovation, capabilities of these teams had to be tested and adjusted to meet battle rhythm.  As Daugherty, et al. (2011) suggests, “decentralization divides decision-making tasks among multiple individuals”. Smaller check in teams approached and resolved issues with a more analytical approach, shifting the responsibilities of the senior-management element toward middle-management. 	Comment by Orr, Graham: ‘…the capabilities…’	Comment by Orr, Graham: ROTFL     What?   Of the Republic?    
‘Mine eyes have seen the Glory of the Passengers aboard….’	Comment by Orr, Graham: Repetitive

1.2.3     “If the service innovation was to implement excessive centralization” as Daugherty et al. (2011) suggests, a lack of continuity would occur. Check-in staff would not be communicating therefore increasing the chance of errors on the final passenger manifests, and SNCOs would not be collating intelligence needed to put forth innovation ideas to increase service capabilities. The organisation was not overly decentralised and organic enough for line-workers to suggest innovative solutions from their perspective.	Comment by Orr, Graham: ‘…innovative…’

1.2.4     The decentralising of workplace management within the JAMC tied in with formalisation; new workplace procedures and instructions were implemented, standardization in the form of standard operating procedures was introduced from lessons learned on previous events. As aforementioned, an organic form of approach was encouraged to find flexible, unique approaches to issues that presented themselves during the transition period. Management welcomed the feedback from the check-in staff (line-workers) in order to better manage processes in future. 


2. Importance of Change


2.1 Plan and the Management of change


2.1.1     The MOD’s plan was renovate the current business procedures by means of an IT system. “As a result, companies (the MOD) can remove or cut down the time, paper and people involved in/with every transaction” (Huang et al. (2015)).  	Comment by Orr, Graham: As a result, companies [the MOD] can remove or cut down the time, paper and people involved in/with every transaction” (Huang et al. 2015).  

Square brackets to indicate that you are adding MOD to the quote

2.1.2     MMARS needed either a renovation or replaced with a system with less lateral and hierarchal communication constraints, with improved service capabilities and increased firm-base performance.  

2.1.3     As Huang et al. (2015), dictates “with an effective use of IT, BPR can significantly improve companies’ performance because IT can save time and improve the accuracy of the exchange of information”. To that end the contract formed with Unisys, for the IT Company to provide the service to the MOD. 	Comment by Orr, Graham: ‘…was made…’

2.1.4     Training was increased to meet the requirement of skilled labour with regards to the new software, and implemented into the first stage of trade-training for junior soldiers/airmen.	Comment by Orr, Graham: How ‘increased’?    You mean that this system was there all along (hiding) and suddenly the extant training regime was increased?    Or do you mean training on the new system was implemented?

2.1.5     The training involved with skilled labour was the principal issue for the organisation, by means of a deadline for the rollout of the new IT and passenger processing system was set and it was middle-managements’ responsibility to ensure Movements personnel where suitable trained in addition to being prepared for the change.  	Comment by Orr, Graham: Re-write.     You are making the mistake throughout of trying to be too ‘clever’, too ‘academic’.    Academics write simply (or at least the good ones do) and clearly.

2.1.6      By means of work place reorganisation, check in desks were altered to accommodate automatic ticket baggage labels machines, replacing the primitive hand written processes previously in place. This reduced the man power per check-in desk from two to one, with the hardware automatically producing the passenger’s information on a ticket and baggage labels. 

2.1.7     “Informing lower level managers and line workers of the decisions and operating strategies is one of the important elements of a successful implementation of BPR” (Huang et al. (2015)). This so is true with the implementation of AirCore, with regular stop presses and trade working groups to discuss the processes of AirCore during the BPR. 	Comment by Orr, Graham: This is out of place.    It should be part of the discussion about roll-out and (re) training

2.1.8     With regards to decentralisation, lower-level managers (JNCOs) were encouraged to raise issues and possible solutions to middle and senior-management, of which sustained the efforts to produce a standard operating procedure (SOP) document. “Managers or line workers with continuous education will certainly improve their capability” (Huang et al. 2015), the MOD does this by means of a stop press distributed through internal e-mail, disturbed downwards through the chain of command.	Comment by Orr, Graham: Meaningless.	Comment by Orr, Graham: distributed

2.1.9     This document was a key tool developed by stakeholders, aiding training. The users of the IT system can revert to the doctrine, if for instance, if the employee suffers skill fade.
    

3. Information Needed to Meet Corporate Objectives	Comment by Orr, Graham: Best bit of your report so far

3.1 Develop an appropriate information system

3.1.1    Cameron and Green, (2012), say “the purpose of a restructure is to align the organisation to better achieve its strategy”. The direction of the BPR was to increase the capacity and speed of processing passengers, whilst retaining the high standard of customer services the trade is renowned for. 	Comment by Orr, Graham: You have yet to make clear what the strategy is.    It could be to improve customer experience or it could be to halve the number of MovCon.   Or both.

3.1.2     It was imperative the BPR reflects the critical success factors of the Movement Control trades across the Armed Forces, getting the right men and material to the right place, at the right time, to the satisfaction of commanders at all levels. To better achieve this strategy, the BPR project encompassed communication, as aforementioned both laterally between points of embarkation/disembarkation but also hierarchal.	Comment by Orr, Graham: Finally.   A strategy!	Comment by Orr, Graham: ‘…hierarchically.’

3.1.3     AirCore can be accessed by senior management to analyse the output of the JAMC, how many servicemen/servicewomen have been processed per timeframe, therefore this information can dictate the use of manpower, full capacity and team’s performance. 
 
3.1.4     The design structure of AirCore incorporated the organizations important to meet key factors, encompassing an element of communications not experienced in the trade before relating to movement of people by air. 

3.1.5     Users can access real time data, passenger information and manifests, baggage weights, ETA/ATD, in addition assimilating data which used to be accessed from multiple work forces all in one place, using the critical success factor of communication to better achieve this strategy.

3.1.6     The MOD have employed a team to deploy centralised control of AirCore and liaise with Unisys. This team dictates regulations and monitor, review and assess risk. The AirCore team are incorporated in the Defence Logistics and Transport School.


4. Non-Financial Performance Appraisal

4.1 Performance Management Indicators

4.1.1     As Rowland, (2012), points out, “appraisal is usually part of a performance management system and can result in increased pay and other rewards such as promotion, career opportunities or actions to remedy disciplinary or capability issues”. 

4.1.2     The Movement Control trade is a typical example of the British Army’s performance management system. Line workers using AirCore are Privates or Lance Corporals, early in their careers and keen for promotion, gaining the added benefits of extra pay and increased responsibilities. Individuals are keen to progress within their respective careers, whilst with the Army’s annual appraisal system has middle-manager’s (SNCOs) continuous scrutiny upon the line-worker’s daily routine.	Comment by Orr, Graham: ‘…is the middle-management (SNCO)…’ 	Comment by Orr, Graham: Of not upon

4.1.2     The British Army’s established culture of teamwork, contributes to that of which is found in such environments as the JAMC, especially throughout the time of change during BPR.	Comment by Orr, Graham: Weak.    It connects to nothing.


Conclusion

As Ozcelik, (2011), implies, once BPR projects are finalised and implementation risks are resolved, employees are likely to become more comfortable with the new process design, and hence firms may be operate more efficiently. 	Comment by Orr, Graham: Never bring something new into the conclusion.    

With this particular logistics service innovation, once the implementation of the AirCore project was finalised and all issues addressed, check-in staff and management alike became increasingly confident in the revised IT system, surpassing performance in all previous firm-based variables. The “strategic objectives are driven by customer needs and expectations” (Lockamy and Smith, (1997)), and this reflects by bringing the military air transportation up to date with external modern procedures, by way of issuing a ticket and printed baggage labels, in a swift and efficient manner.

As Huang et al. (2015) implies; “during the BPR implementation, companies can utilise information technology to speed the process and also reduce the need for additional papers or human resources while dealing with the order processing task”. AirCore achieved exactly that, halving the human resource per processing desk and automating manifests, tickets, baggage labels and CCA procedures alike.

The appraisal and performance management system attributed to the British Army boosts individual’s performance, with the prospect of increased pay and added responsibility.

Overall the BPR project was a success, with an increased firm-base performance in the form of customer service quality, speed and efficiency, with communications completed re-engineered widespread across both the Movement Control trade within the RLC and the RAF.





60/100.    You tried too hard to be ‘academic’.   Just tell the story (using non-conversational English as you have done) clearly and in simple language.     Where this was the case you work read easily and flowed well, allowing the Reader to capture your meaning without translation.
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