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Abstract 

In today’s competitive world companies strive to be best in class and at the same time have 

high revenue. They try to sell the best products, deliver the best service and at the same time 

reduce costs in order to make high profits. They strive for high efficiency at all levels of the 

organization as well as reduced costs where possible.  

This report examines a company in the operational leasing industry, ALD Automotive. The 

company is a part of Société Générale, a Financial Services company. ALD Automotive’s key 

business area is the leasing of vehicles to both small and large corporations. They also have a 

car dealership where they sell the used vehicles after a leasing period. The latter business area 

is the one that has been studied in this report, specifically the Supply Chain of the vehicles.  

ALD had been experiencing long lead times in the Supply Chain and this has affected the 

business badly. They wanted to investigate and identify problems as well as find a solution to 

improve the Supply Chain efficiency. 

The report discusses several theories regarding Supply Chain network such as Work in 

Process, lean thinking and value flows, and how these theories can be used at ALD. Further 

some theory regarding the implementation of a new Supply Chain network has been 

discussed, covering benefits of some implementation methods as well as pitfalls that may 

disrupt new solutions.  

The empirical results of the study showed how the different processes of the Supply Chain 

worked and where bottlenecks occurred. Further on the analysis part combined the theoretical 
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framework with the empirical results to conclude the problem areas and discuss how they 

could be eradicated. The analysis emphasized three major problem areas: the information 

flow, the product flow and the booking system for transportation of vehicles. 

The end of the report discusses a new way of operating ALD’s Supply Chain which is based 

on the problem areas found in the study. The new solution is based on three layers covering 

all the different areas and explains which benefits the company will reap from implementing 

this new solution. 

There is also a description of cost and lead time saving in the conclusion that shows 

approximately the minimum savings that can be made by using our Supply Chain network 

method. Finally some limitations to the results and conclusions is discussed as well as future 

research that could further enhance the validity and reliability of this report. 
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Abbreviations and terminologies 

ALD Bil – ALD Automotive’s car dealership where they sell used cars 

CS – Customer Service at ALD 

KVD – Kvarndammen, a company that auctions out vehicles 

Fleetcenter – A vehicle refurbishing company situated in Arlanda, Stockholm 

Nordea Finance- Operational leasing located in ALD Automotive 

Pricing – An instance within ALD where the vehicles are priced before being put up for sale 

Reconditioning – The place where the vehicles go to get washed and cleaned 

SEK – Swedish kronor 

Test Department – The department within ALD Automotive that tests all the vehicles 

WIP – Work In Process 

  



LIST OF CONTENT 
1 Introduction .................................................................................................................................................... 1 

1.1 Background ............................................................................................................................................ 1 

1.2 Company background ............................................................................................................................ 1 

1.3 Costs affecting the business .................................................................................................................. 2 

1.4 Purpose .................................................................................................................................................. 3 

1.5 Delimitation ........................................................................................................................................... 3 

1.6 Outline ................................................................................................................................................... 3 

2 Methodology .................................................................................................................................................. 5 

2.1 Interpretivism paradigm with a positivist approach.............................................................................. 5 

2.2 Opportunist case studies ....................................................................................................................... 5 

2.3 Selecting the case .................................................................................................................................. 5 

2.4 Preliminary investigation ....................................................................................................................... 6 

2.5 Data collection ....................................................................................................................................... 6 

2.5.1 Internal Interviews............................................................................................................................. 6 

2.5.2 External interviews ............................................................................................................................ 6 

2.5.3 Archive searching .............................................................................................................................. 6 

2.6 Data analysis .......................................................................................................................................... 7 

3 Situation today ............................................................................................................................................... 8 

3.1 The Supply chain .................................................................................................................................... 8 

3.1.1 Transportation ................................................................................................................................... 9 

3.1.2 Test .................................................................................................................................................. 10 

3.1.3 Fleet center ..................................................................................................................................... 11 

3.1.4 Recondition ..................................................................................................................................... 11 

3.1.5 Location ALD-bil .............................................................................................................................. 11 

4 Theory .......................................................................................................................................................... 12 

4.1 Knowledge and information sharing ................................................................................................... 12 

4.1.1 Barriers with knowledge and information sharing .......................................................................... 12 

4.2 Lean thinking ....................................................................................................................................... 12 

4.2.1 Precisely specify value by specific product ..................................................................................... 13 

4.2.2 Identify the value stream for each product .................................................................................... 13 

4.2.3 Make value flow without interruptions .......................................................................................... 14 

4.2.4 Let the customer pull value from the producer .............................................................................. 15 

4.2.5 Pursue perfection ............................................................................................................................ 16 

4.3 Implementing new solutions ............................................................................................................... 16 

4.3.1 Implementation of IT-systems ........................................................................................................ 16 



4.3.2 Changing the mindset of employees ............................................................................................... 17 

4.3.3 General implementation difficulties ............................................................................................... 17 

5 Empirical results ........................................................................................................................................... 18 

5.1 Cost ...................................................................................................................................................... 18 

5.2 Supply Chain ........................................................................................................................................ 18 

5.2.1 Total lead time ................................................................................................................................ 19 

5.2.2 Transportation ................................................................................................................................. 20 

5.2.3 Test department .............................................................................................................................. 24 

5.2.4 Contract end .................................................................................................................................... 25 

6 Analysis ......................................................................................................................................................... 27 

6.1 The importance of reliable information flow ...................................................................................... 27 

6.2 The importance of a solid Product flow .............................................................................................. 29 

6.3 The importance of a good Booking system ......................................................................................... 30 

6.4 The use of IT-systems in Supply Chains ............................................................................................... 31 

6.5 Summary of Analysis............................................................................................................................ 31 

6.5.1 Problems and solutions ................................................................................................................... 32 

7 Conclusion .................................................................................................................................................... 33 

7.1 Introducing the Three Layer Solution of Supply Chain Handling ......................................................... 33 

7.1.1 The combined systems incorporated .............................................................................................. 35 

7.1.2 The best solution ............................................................................................................................. 36 

7.1.3 How much can be saved by implementing these solutions? .......................................................... 37 

7.2 Limitations and future research .......................................................................................................... 38 

Bibliography 

Appendices 

 

  



1 
 

1 INTRODUCTION 
This chapter of the report describes the background of the problem, the case study company ALD Automotive, 

the problem formulation, purpose and delimitations of the study. Finally the remaining outline of the report is 

declared. 

1.1 BACKGROUND 

Expansion and higher revenue are values that companies all around the world strive for, no 

matter what industry they are a part of. Who doesn’t want to earn more and be more 

successful, being at the top of the industry? The answer is quite simple, everyone! 

However there are some complications that may emerge with fast expansion. Fast-growing 

companies have to be aware of the need of a new growth strategy and change the company’s 

structure to assure success (Krogh & Cusumano, 2001).  

One company that has experiences rapid growth is ALD Automotive, which has been chosen 

as a case study company. The report will focus on ALD Automotive’s current Supply Chain 

network and how the growth has affected the network processes. This will work as a 

background in order to find a different approach to ALD Automotive’s and other similar 

companies’ Supply Chains. The following text will explain ALD Automotive and how they 

work currently. 

1.2 COMPANY BACKGROUND 

ALD Automotive is one of the leading Operational Leasing companies in the world. The 

company has the second largest market shares in Europe and the third largest worldwide. 

ALD is a part of Société Générale, a Financial Services company with worldwide presence.  

The branch ALD Automotive, which is the case study company of this report, has market 

shares in 37 countries, has 4000 employees and operates around 900 000 vehicles a year. The 

company offers full service leasing and Fleet Management. ALD started its operations in 

Sweden in 1999, and has since that date grown to become one of the Nordic region’s leading 

players in the Operational Leasing industry, handling more than 18 000 vehicles in Sweden 

alone. ALD’s major customers are large corporations such as HP, Dell, Bosch and Adidas.  

ALD’s key business areas are being a full service leasing company that handles all different 

aspects regarding the vehicle during the contract. When a leasing contract expires the vehicle 

is returned back to ALD Automotive where it is finally sold at ALD’s sub-branch retailer 

ALD Bil, or Kvarndammen (KVD) which is an auction company that ALD collaborates with. 

The vehicles sold at ALD Bil have high requirements of standard, so the vehicles that do not 

meet up to these standards are sold at KVD.  Figure 1 below shows the different stages that 

ALD are part of and the vehicles lifecycles.  
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FIGURE 1 CHART SHOWING THE VEHICLE LIFECYCLE AT ALD AND THE RING SHOWING THE PROBLEM AREA. 

In Figure 1 above you can see a ring around three of the areas a vehicle goes through. These 

three are at the end of a vehicle’s lifecycle within ALD Automotive, and it is in these stages 

that they wish to improve their business.  

ALD Automotive has experienced fast expansion during the last couple of years in Sweden. 

The Supply Chain network has started to face some difficulties as the amount of returned 

vehicles that are being purchased by ALD Automotive has increased dramatically. The 

problem that ALD Automotive is facing currently is that the vehicles in the return process 

have too long lead times, from the point that a vehicle is returned by the lessee to the point 

that the vehicle is ready to be sold at ALD Bil or KVD.  

1.3 COSTS AFFECTING THE BUSINESS  

As ALD Automotive work with operational leasing and sales of vehicles, they have several 

costs that have to be taken into consideration.  

Firstly, they have to deal with the interest costs of a vehicle. As they borrow money from 

Société Générale in order to purchase all the vehicles they have huge interest payments. This 

is one reason why having too long lead times for the return process may harm the business, as 

the vehicles do not generate any cash flow from the point that each vehicle is returned by the 

customer to the point that the vehicle is ultimately sold.  

Secondly, there are increased labors costs that come with having longer lead times. The 

longer time a vehicle is kept in the return process the costs of labor increase as all employees 

have to work more, and thus be paid more.  
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Thirdly, a vehicle depreciates in value all the time and that can lead to lower sales income if 

the process of selling a vehicle takes too long. 

There are also some costs that can be explained as non-monetary costs that emerge during a 

vehicle lifecycle, and that is the customer relationship. If a vehicle takes too long time in the 

return process, there may be some difficulties in pinpointing who is responsible for some 

potential damages to the vehicle. If a vehicle is damaged and ALD think that it is the 

customer that is responsible, it is difficult to show this if long time has passed since the 

vehicle was returned by the customer. This causes some tension between ALD and their 

customers and ALD may potentially loose these customers, or pay for the damages 

themselves.  

These four different types of costs are all correlated to having long lead times, and the costs 

are something that ALD wish to decrease significantly.  

1.4 PURPOSE 

The purpose of this study is to investigate the case company ALD Automotive, specifically 

the return process of their vehicles and identify which problems they have in their Supply 

Chain that causes longer lead times. Furthermore the purpose is to design a new method for 

their Supply Chain which will decrease lead times and in turn decrease operating costs. The 

new method should also be applicable at similar companies. 

1.5 DELIMITATION 

This research is a case study aiming to investigate an Operational Leasing company and its 

business in Sweden. Thus the research is constricted to investigating only Swedish 

companies. The literature review has been limited to Supply Chain Management, Logistics 

and implementation strategies.  

1.6 OUTLINE 

The first chapter of this report has discussed the background of the topic in hand, given a 

description of the case company ALD and the problem they are facing, as well as the purpose 

objective and delimitations that the remainder of the report will have. 

The second chapter describes the research methodology and the different methods that were 

used. The data collection and data analysis of the report is also described. 

The third chapter thoroughly describes the different processes in ALD´s Supply Chain today 

and serves as a deeper background to show where potential problems may emerge. The 

chapter also indicates problems that may arise in the Supply Chain due to the external 

stakeholders. 

The fourth chapter of the report is the theoretical framework that was used for this study. It 

describes different theories about Supply Chain networks such as Work in Process, lean 

thinking and implementation of IT-systems. 
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The fifth chapter shows the empirical results of the study.  The information gathered from 

interviews and observations at ALD were used and displayed to show where potential 

bottlenecks in the Supply Chain occur. 

The sixth chapter is the analysis part of the report. It discusses the findings from the empirical 

results combined with the theoretical framework and displays three major problem areas in 

ALD´s Supply Chain network. 

The seventh chapter of this report is the conclusion of the study. In this chapter the findings 

and recommendations are summarized and a model for improvement and implementation is 

described. Lastly some trade-offs with the new model are discussed and some topics for future 

research are suggested.  
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2 METHODOLOGY 
This chapter declares which methodologies and methods that have been used in this thesis. The chapter also 

includes a declaration of how the research was conducted and what the findings resulted in. 

2.1 INTERPRETIVISM PARADIGM WITH A POSITIVIST APPROACH 

In this report the interpretivism paradigm has been used according to Collins & Hussey, 

(2009). This has resulted in the following three aspects: 

The research has been conducted in order to understand a single phenomenon in a certain 

context. The phenomenon is the Supply chain within ALD Automotive, more precisely how 

the vehicles and information is transferred through all the process stages. The context is how 

fast growing companies fail to change their working processes. This can be a cause of organic 

growth in an early stage, with processes that are not optimal for a greater product flow.  

The research does not start with a purpose of how it will be conducted. The research at ALD 

Automotive did not start with a clear aim. Instead focus lied in understanding the internal and 

external procedures to grasp how they are connected. Finally, when full understanding was 

made, the actual problem formulation took place.  

The research uses multiple methods of collecting data. The use of quantitative data was 

crucial in order to define the importance of the research. ALD Automotive has approximately 

4000 vehicles returned from their customers every year. The research was valid because it can 

show errors in the supply chain that affect the majority of these vehicles. Qualitative 

interviews were conducted with all the involved players in order to understand how they work 

and to see if there are any underlying problems within their working processes. 

The positivist approach of the study is not in the manner of how data will be collected. Instead 

it has combined the findings of the research with a theoretical framework. This has in turn led 

to the analysis and conclusion where a new method has been structured for this particular 

case.  

2.2 OPPORTUNIST CASE STUDIES 

This research has taken place at ALD Automotive. All the information concerning the case 

has been provided by the company. They have also provided contact information to their 

external partners. The case has though been limited according to what ALD Automotive 

chooses to declare, and what they attend to gain from the research. 

2.3 SELECTING THE CASE 

The case has been derived from meetings with the CEO and the Operations controller. The 

first direction from ALD was to investigate a possible improvement in their Supply Chain. In 

fact they were not entirely sure if they had a problem at all. The research showed a significant 

issue for the entire chain. This was first supposed to be applicable only at ALD Automotive. 

However, it turned out that the solution can be applicable in numerous businesses involved in 

product management that has suffered from a rapid growth.  
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2.4 PRELIMINARY INVESTIGATION 

From the meeting with the CEO and the Operations controller we got a picture of how the 

Supply chain was structured. This involves the different stages, the working processes within 

these and the flow of vehicles. 

The research started with analyzing the provided data from ALD Automotive in order to 

determine whether there was a problem or not. The analysis of the data could not display a 

realistic view of the Supply Chain. The only thing that could be displayed was the total lead 

time, the booking and transportation time. This did however not describe if there was a 

problem or not. Further research needed to be done to understand the different stages.  

2.5 DATA COLLECTION 

The data was collected by interviews with all the involved stakeholders. The statistics 

corresponding to the time and locations of the vehicles were compiled from extensive 

analyzing of ALD Automotive’s database. 

2.5.1 INTERNAL INTERVIEWS 

Semi structured interviews were held with three customer service employees at ALD and 

Nordea Finance. These are the persons that communicate with the customers and they are 

responsible for booking the transports when the customer chooses to return a vehicle to ALD.  

Meetings where held with the CEO and Operations controller at ALD. The CEO provided 

information concerning the goal of the project and how to calculate the cost of wasted time in 

the Supply Chain. The Operations controller provided all the important data and information 

of how they should be comprehended. 

Further on the information regarding the internal processes within ALD Bil was derived from 

semi constructed interviews with the employees at this department. 

2.5.2 EXTERNAL INTERVIEWS 

Several semi constructed interviews were also held with the test department at KVD, this was 

necessary because of the complexity of their role in the Supply Chain. 

Two study visits were held at Eurotransport and Fleetcenter. At both of these visits interviews 

where held with the respective owner of the companies. 

Two meetings were held with the company Appsales. They were hired to design an IT system 

(Application) for smartphones in order to control the Supply chain and enhance the testing 

procedure. 

2.5.3 ARCHIVE SEARCHING 

Analyzing the existing data was done at two different points in time. The research started with 

analyzing the data, but it showed that information was needed from the stakeholders in order 

to interpret the data in a correct way. After the interviews, the correct data was analyzed and a 

realistic view of the Supply Chain was formed.  



7 
 

Below is a table of the processes and the respective stakeholders involved in the Supply 

Chain, these players were all interviewed in order to understand the data. 

Process: Responsibility: 

Booking and Transportation Customer Service and Eurotransport 

Test Test department 

Refurbishment Fleetcenter and MD bilvård 

Pricing ALD Bil 
 

TABLE 1. PROCESSES AND RESPECTIVE  STAKEHOLDER 

The working process of searching the archives can be summarized in the following 

chronological order: 

1. Analyzing the data 

2. Interviews with the stakeholders 

3. Analyzing data in the correct manner 

2.6 DATA ANALYSIS 

From the data collection it was natural to use a “within case analysis” (Collins & Hussey, 

2009). This is when there is sufficient information to get fully familiar with the case. The 

thesis consists of a research that is satisfactory in order to build up scenarios and phenomena’s 

for improving the Supply Chain. The analysis has regarded the information from the data 

collection and combined it with the positivistic approach of using the theoretical framework. 

This has provided a solution of how a system should be designed for ALD Automotive, how 

it should be implemented and how it can be used by other companies. 
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3 SITUATION TODAY 
This chapter explains how the process of returning vehicles from the customer to ALD or KVD is structured. 

Focus lies in explaining the different stages and to give the reader a clear view of the case. 

3.1 THE SUPPLY CHAIN 

The Supply Chain consists of all the involved players that are needed in order to get the 

vehicle from the customer and prepare it to be sold at ALD Bil or KVD. Depending on the 

vehicle’s condition it should either be sold at ALD Bil or KVD. ALD Bil only sells vehicles 

that are in good condition, they must fulfill the following requirements: 

 Not any carriers  

 The vehicles must have full service history 

 Mileage lower than 100000 kilometers  

 No vehicles older than three years 

 In order to get it sold it must be in a good condition (low refurbishment cost) 

If any of these aspects are not fulfilled the vehicle should immediately be transported to KVD. 

Figure 2 is structured in order to gain a holistic view of this chain. The blue lines describe the 

current correct way a vehicle can take to ALD Bil or KVD. The red lines describe 

interruptions in the chain due to various circumstances. All the lines do however describe the 

procedure of how vehicles normally are transferred through the chain. There is one exception; 

the driver has an option to deliver the vehicle himself/herself at ALD Automotive. The case in 

this report is however to show how all the players are involved, therefore no notice of the 

customer checking in the vehicle will be considered when explaining the Supply Chain. 

 

FIGURE 2 THE FLOW OF VEHICLES 
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The next part of this chapter explains the stages in detail, starting with transportation (booking 

and transport) then location ALD Automotive, Test department, Fleet center, Recondition and 

lastly location ALD Bil. 

3.1.1 TRANSPORTATION 

Transportation is divided in two parts, the booking and the actual transportation. The booking 

is conducted by the Customer Service department and the transport by Eurotransport. 

3.1.1.1 BOOKING 

The information is obtained from interviews with the Customer Service (CS) departments at 

Nordea Finance (NF) and ALD Automotive. NF has their own customers, they are located in 

the same building as ALD and they use the same process when returning vehicles as ALD. A 

work description for new employees, see Appendix E has also been used to understand the 

working procedure. 

CS is responsible for the contact with the driver, especially the return and delivery of the 

vehicles. There are a total of four CS teams with customers divided between them. The three 

groups in ALD divide the contracts by workload such as amount of drivers and companies. 

NF have their own customers and are not affected by ALD.  

The process which is of importance is when a contract ends and the vehicle needs to be 

returned at ALD Automotive or KVD. The process is explained below in chronological order:  

1. Contract is about to end 

2. CS establishes contact with the customer 

3. The driver wish to start a new contract 

4. A new car is ordered alternatively by CS or the customer (depending on discount) 

5. A date is set for the customer to return the existing car at the dealership where the new 

car is to be picked up by the driver 

6. Transportation should be ordered for the specific date 

7. The customer returns the car 

8. The dealership informs CS that the car has arrived 

9. The car is (closed) tax and insurance are no longer paid 

10. The car is transported to ALD Automotive or KVD 

The CS groups are also responsible for the first sort out between ALD bil and KVD, this is 

determined by a framework depending on how many kilometers the vehicle has covered and 

how old it is. This information should be gathered from the driver at point two above. To 

further describe in what way the working process for CS is structured Figure 3 explains it as a 

staircase with four steps for each time interval. The important interval is also shown in Figure 

3 which is the steps that determine the amount of time it will take to transport the vehicle to 

KVD or ALD bil. In Figure 3 the term delivery is used for when the driver can get his or her 

new vehicle at a dealership. 
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FIGURE 3 BOOKING TRANSPORTATION FROM DEALERSHIP TO ALD BIL OR KVD 

3.1.1.2 EUROTRANSPORT  

The information is gathered from a structured interview with Eurotransport’s owner (see 

Appendix B) and a study visit at their head quarter. Information was collected concerning 

transportation time and how they work. The data was compared with ALD’s data in order to 

conclude its validity. Eurotransport strives to have fully loaded trucks at all times, they also 

need to be able to make last minute changes to the transportations. Because of these factors 

they cannot be precise in picking up and delivery times. Instead they have a contract with 

ALD that states that a vehicle should not take more than five days to deliver. If they do not 

succeed with this, the transportation will be free of charge for ALD. 

3.1.2 TEST 

The Test department is located in the same building as ALD Bil but they are employed by 

KVD. Information was gathered by having several semi-structured interviews with two of the 

employees, see Appendix D.  

When the vehicle is transported to ALD Automotive, the first thing for the Test department is 

to do a more detailed check and determine the condition in order to decide if the vehicle 

should be sold at ALD Bil or KVD.  

The second part is dependent on where the car should be sold. If the car is to be sold at ALD 

Bil it has to be tested in order to determine what work is needed to get the car in an adequate 

condition. If the car is decided to be sold by KVD, they ship the car to KVD and let them test 

it. The difference between ALD Bil and KVD’s test is that ALD Bil repairs the vehicles 

whilst KVD only declare the test results. 

The car that will be sold at ALD bil is usually in need of refurbishment, this is done by 

Fleetcenter. The Test department is responsible for the booking of transportation to 

Fleetcenter. They are also responsible for taking care of the vehicles when they return to ALD 

Automotive after the refurbishment. 
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This is however not the only workload that the Test department has, they also need to close all 

the contracts and assist ALD Bil with random chores.  

The time that it takes to test a vehicle is here on defined as the sum of the activities from 

when a vehicle arrives at ALD Automotive and when it departs from the test to Fleet center. 

3.1.3 FLEET CENTER 

Information is gathered from a semi-structured interview and a combined study visit with 

André Wikström who is the owner of Fleetcenter; see Appendix B. Fleetcenter has the ability 

to conduct reparations of dents and paint jobs. They have the capacity to finish approximately 

20 cars per day. Their business seams efficient due to the fact that they use lean thinking in 

their working process. ALD employs Fleetcenter for almost all their paint and dent jobs.  

The information received was from Fleetcenter’s own measurements. The data can however 

not be trusted entirely and there is now other data available in order to assure that the time is 

accurate. Contact was established with the firm that handles the transportation between ALD 

Automotive and Fleetcenter to ensure the data’s validity. They have however no collected 

data of which vehicles that have been transported for a certain date.   

3.1.4 RECONDITION 

There is one firm that is responsible for almost all recondition that ALD purchases. This firm 

is located in the same building as ALD Bil, and when a vehicle is ready they can easily 

deliver it to ALD Bil directly. Recondition is the last part of the refurbishment, this is when 

the car is washed, waxed and the inside is cleaned. Their job is to make the car look as good 

as new. 

3.1.5 LOCATION ALD-BIL 

When the car has been reconditioned it is ready to be sold. In order to sell the car, information 

has to be gathered about the cars equipment and photos need to be taken. The information 

needs to be rewritten on an online sheet. When the information and photos is available online 

the sales executive can use the information in order to determine a price. When the price is 

determined one of the salesmen is responsible for printing out a sign with information 

regarding the vehicle and its price. After all these stages the vehicle is ready to be sold. 
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4 THEORY 
This part of the report contains different theories regarding Supply Chain networks such as WIP, lean thinking 

and value flows. Relevant theory regarding problems with implementation of Supply Chain processes are also 

described and discussed. 

4.1 KNOWLEDGE AND INFORMATION SHARING 

Managing information and knowledge is seen as an important tool for a successful company 

(Teece, 2000).  Knowledge Management has been the focus of both practitioners and 

academics several decades already (Kukko & Helander , 2012). The management of 

knowledge has seemingly increased, especially as companies strive to increase revenue and 

expand, resulting in more knowledge and information. According to Matlay (2000) fast 

growing companies can experience difficulties and even problems with managing knowledge.  

There are different barriers to knowledge and information sharing depending on which type of 

growth a specific firm has. These different types are organic growth and several non-organic 

growths (Kukko & Helander , 2012). As this paper focuses on a specific case company the 

focus will be on the barriers when having organic growth. Organic growth is the natural 

growth of revenue and personell by adding sales of products (Kukko & Helander , 2012). This 

type of growth coincides with ALD´s growth and thus is the most important to analyze. 

Several different authors claim that growing organically is a sensible approach  (Kukko & 

Helander , 2012), ( Penrose, 1995). Collins & Porras (2005) state that organic growth is the 

most controlled but also the slowest way to grow.  

4.1.1 BARRIERS WITH KNOWLEDGE AND INFORMATION SHARING 

There are possibilities to enhance sharing in companies through different actions, and it is 

important to study and recognize typical problems and barriers to knowledge sharing (Kukko 

& Helander , 2012). Knowledge sharing is often time demanding and this is often a great 

barrier in companies (Christensen, 2007). Eliminating the time demand of knowledge and 

information sharing can thus reduce one of these barriers. Another barrier that may occur with 

knowledge sharing is that the employees may be reluctant to share information on an 

individual level. The unwillingness to share information is due to power relationships, 

personal characteristics, social networks and language problems among others (Riege, 2005).  

These two different types of barriers seem to be the most crucial problems for a company 

such as ALD. Therefore they need to prevent these problems in a good way, through excellent 

management and implementing lean thinking. 

4.2 LEAN THINKING 

The theories concerning supply chain network are essentially targeting production. One of the 

most citied supply chain theories is lean production. What is of interest in lean production is 

the ability to form an efficient product and information flow throughout the entire 

organization (Rajenthirakumar, et al., 2011). Lean thinking is however not only a concept in 
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production, it is a mindset. According to Womac & Jones (2003) we can use lean thinking as 

a tool for improvement according to the following five principles: 

 Precisely specify value by specific product 

 Identify the value stream for each product 

 Make value flow without interruptions 

 Let the customer pull value from the producer 

 Pursue perfection 

 

4.2.1 PRECISELY SPECIFY VALUE BY SPECIFIC PRODUCT 

Waste is processes that is consuming time and resources but does not create any value. Waste 

includes process steps which are not needed, unnecessary transportations and uneven flow 

causing waiting time (Womac & Jones, 2003). Waste is the problem and not a part of the 

solution. However to find the solution for ALD Automotive the problem must be fully 

realized.  

Waste should be minimized. The first step of doing this is incorporating lean thinking (Wong 

& Price, 2012). The definition of lean thinking is according to Womac & Jones (2003) a 

method to do more with less human effort, less tools, less time and less space. 

Value on the other hand is the specific product expressed by the ultimate customer. Value 

must meet the customers need at a specific price and a specific time (Abuthakeer, et al., 

2010). 

4.2.2 IDENTIFY THE VALUE STREAM FOR EACH PRODUCT 

The value stream is the activities and time required to execute a specific task or producing a 

specific product (Abuthakeer, et al., 2010). Identifying the value stream is an important step 

in lean thinking. This attempt is rarely executed by firms and does often expose enormous 

amounts of waste (Womac & Jones, 2003). This will be the first step when exploring ALD 

Automotive, it must be realized when and where value is created. 

Work in Process (WIP) is one way of structuring the processes in the value stream (Pettersen 

& Segerstedt, 2009). The importance of WIP is that the entire value stream is identified and 

displayed. With this approach it is possible to see what parts of the chain that are effective and 

not. The WIP is displayed as in Figure 4, here it is visualized how much time that is used for 

actual work and how much time that actually are queues. 
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FIGURE 4 WORK IN PROCESS (PETTERSEN & SEGERSTEDT, 2009) 

4.2.3 MAKE VALUE FLOW WITHOUT INTERRUPTIONS 

In order to construct a value flow without interruptions it is important that the suppliers can 

distribute an even stream of products. The transportation from the supplier must also be 

synched in order to get an even flow. There are several different shipment methods that are 

constructed to fulfill this purpose. The concept that will be displayed here are direct shipment 

networks and shipment via central distribution center. The direct shipment is divided in three 

separate theories; direct shipment network, direct shipping with milk runs from multiple 

suppliers and direct shipping with milk runs to multiple buyer locations (Chopra & Meindl, 

2010). 

The transportation at ALD Automotive is handled by Eurotransport. Eurotransport cannot 

guarantee an exact delivery date, however there are methods of improving this. Today 

Eurotransport uses a method of direct shipping network. The direct shipment network is 

structured so that all shipments come directly from a supplier to a buyer location. The 

advantages of direct shipment network are the elimination of intermediate warehouses and the 

simplicity of the coordination of the network (CATTANI & Souza, 2002). There are other 

shipping methods that can improve the reliability of the transport if they are incorporated in 

the right way. 

Direct shipments via milk runs are structured depending on the geographical network and the 

size of the transports (Sadjadi, et al., 2009). Instead of using a direct shipping network, there 

are two alternatives shown in Figure 5. The advantage of these two is that the transportations 

can be reduced between the suppliers and the buyer. To the left in Figure 5 is the multiple 

suppliers’ concept, which uses one or more buyer locations to distribute products to other 

buyer locations. To the right in Figure 5 are the multiple buyer location concepts which use 

the practice to form a network between the suppliers which lead to one or more suppliers that 

transports products to multiple buyers (Singh Brar & Saini, 2011).  
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FIGURE 5 MILK RUNS FROM MULTIPLE SUPPLIERS OR TO MULTIPLE BUYER LOCATIONS (CHOPRA & MEINDL, 2010) 

Shipments via central distribution centers are constructed with suppliers transporting all their 

products to a distribution center and from there divide the products and transport them to the 

buyer locations. 

4.2.4 LET THE CUSTOMER PULL VALUE FROM THE PRODUCER 

The push practice is when a company produces an even flow of products despite the demand. 

This will lead to an internal even flow and processes that can easily be synched with each 

other. However if the demand is not correspondent to the product flow it will result in a 

shortage or surplus of products (Womac & Jones, 2003). The problem is that the demand is 

uncertain and volatile which causes the push practice to fail. The volatility can be taken care 

of by using a pull practice. This practice is used when only producing products for a certain 

demand (Deleersnyder, et al., 1989). 

The pull practice correlates with the concept just in time, which is an important theory for 

industries such as the automotive manufacturing. The important part is that manufacturing is 

only conducted for the required products at the required time and in the appropriate quantity. 

This will lead to the fact that the available stock is held down to a minimum  (Sugimori, et al., 

2007). 

In order to use a pull practice in production it is common to use Kanban. Kanban in 

production is a way of communicating the status for each procedure in a simple way. It is 

used to order production the opposite direction as the product flow. The actual meaning of 

Kanban is the card that is used to declare the status of the process (Sugimori, et al., 2007). 

Even though ALD Automotive is not a production firm they can use these theories by 

adapting to the amount of vehicles that is returned. 
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A demand driven management process can have a significant impact on the profit for a firm, 

its suppliers and customers. This will lead to a smoother operational chain that will reduce the 

costs of logistics and asset utilization (Mendes, 2011). 

It would be interesting to find a solution in between these two concepts of push and pull 

driven production. One solution to this is to create a forecast of the demand in order to push 

products through the company. A two by two matrix by Croxton, et al.( 2002) can be used to 

determine the appropriate forecasting approach in order to take care of the demand, see Figure 

6. 

 

FIGURE 6 SEGMENTING PRODUCTS TO DETERMINE APPROPRIATE FORECASTING APPROACHES (CROXTON, ET AL., 2002) 

This theory is using the push and the pull concepts depending on of demanded volume and the 

volatility. In other words if you have a high volume it should be appropriate to do forecasts of 

the expected demand. On the other hand if the volume is low, the volatility decides if 

forecasts should be used or if a make to order approach is more suitable. 

4.2.5 PURSUE PERFECTION 

Perfection is the last step of lean thinking, this contains the introduction of new technology in 

order to eliminate waste, streamline the value flow and incorporate the use of pull 

methodology.  

4.3 IMPLEMENTING NEW SOLUTIONS 

To successfully incorporate a new solution, a company needs careful consideration and 

planning. Whether it is a new process or a new IT-system that is said to run smoothly, one 

needs to pay attention and ease the employees in to the problem as much as possible. 

4.3.1 IMPLEMENTATION OF IT-SYSTEMS  

When implementing a new solution to Supply Chain Management, IT systems are often 

introduced (Sridharan, et al., 2005). Due to the significant flow of data that passes through a 

supply chain there are several pros with IT-systems, which allows planning, tracking and 

estimation based on real data. Noteworthy is that in order to have a successful IT-system the 
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organizations which use them need to have key practices and performance systems for IT to 

be effective (Kolbusack-Mcgee, 1998). This leads to the consideration of to which extent this 

implementation of a possible IT-system should be. A case study by Sridharan et al (2005) 

discussed how the candy producer Hershey did not have a good system that distributed their 

products to retailers. When implementing a computerized system they thought that they would 

be able to connect with the retailer and thus keep their products in stock and even reduce 

inventory levels for their retailers. However, this did not work as they had predicted, because 

they tried to implement the system all at once instead of in stages, which led to huge 

difficulties in understanding how the new IT-system works. This complies with Ramos (2001) 

thoughts of the need for a slow and stage wise implementation of computerized systems.  

4.3.2 CHANGING THE MINDSET OF EMPLOYEES  

Employees in organization tend to have a great deal to say about their work and 

responsibilities. When changing work principles in an organization that affects employees, it 

may result negatively on the company (Matheny, 1998). This has to be considered carefully 

when implementing organizational change. Introducing a change in work practices without 

preparing the employees thoroughly may result in conflicts (Miller, 2002). Regarding the 

implementation of a functional approach, literature shows implications that this can be 

difficult.  

Despite these challenges with implementing change programs, organizations need to execute 

and respond to external and internal changes. There have been many attempts to provide 

solutions of organizational change and strategic initiatives, which focus on the outcomes, but 

pay little attention to the implementation (Cheng, et al., 2006). The main barriers of 

implementation success are according to Cheng (2006); Lack of senior management 

commitment, employee resistance to change and inadequate training and support. These 

different factors need to be considered when implementing change in an organization where 

the major focus is on individuals. 

4.3.3 GENERAL IMPLEMENTATION DIFFICULTIES  

The implementation of a product has to be carefully planned, the same as the entire project, 

otherwise there is a risk for project failure (Tonnquist, 2010). This is why it is important to 

investigate deeper into this. If the results and solutions cannot be used by a company there is 

no use for a project.  

One considerable thing to remember when implementing a new change in an organization is 

that the new product might be disturbed by resistance from the employees concerned by this. 

The reason for this is that employees who have not been a part of the project first hand do not 

really understand what has happened and how it will affect them (Tonnquist, 2010), (Hung & 

Yam, 1998). What needs to be done in that case is to try to educate the employees as soon as 

possible on how the new system will work and why it is needed in order to prevent resistance, 

as the employees are the ones that will be needed for the system to be successful.  
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5 EMPIRICAL RESULTS  
This chapter of the report shows the results from the empirical study of the case company. The information 

gathered in this part is from interviews with the different players in ALD’s Supply Chain as well as observations 

and research at the company. The results show how the different processes work and importantly indicate 

where potential bottlenecks within the Supply Chain occur. 

5.1 COST 

The cost for a vehicle to get from the customer and ready to be sold is combined by different 

variables. The major cost is the interest ALD Automotive needs to pay for each day that the 

vehicle is in their possession and not creating any value from the lease. Further costs are 

insurances and payment for workload. The scope of this report is not to declare the exact 

costs. Therefore no calculation of the cost has been made, instead guidelines from ALD 

concerning costs has been used. The mean cost has been received from ALD´s CEO and is in 

turn calculated by regarding the above factors. This cost is estimated to 150 SEK per car and 

day.  

5.2 SUPPLY CHAIN 

The Supply Chain is described in chapter 3: Situation today. Figure 7 shows the Supply Chain 

as earlier with a minor change. The three numbers above the red lines correspond to errors, 

which are transferring a vehicle to KVD. The blue lines represent the “correct” flow that is in 

need of improvement. This chapter will describe the results from each stage and display the 

errors within the “correct” and the “incorrect” Supply Chain. The results are structured as 

measures and observations. The results between these two are compared in order to explain 

the Supply Chain and to pinpoint were the problems occur.  

 

FIGURE 7 SUPPLY CHAIN WITH ERRORS 
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5.2.1 TOTAL LEAD TIME 

Ald automotive has collected data concerning a vehicles location. To start with, several 

documents were used, each containing a location, mva number (the mva number is the id for a 

vehicle) and date for a specific location for all of their vehicles in the year 2011. In order to 

comprehend this data the locations and times had to be compared with each other. The 

problem lied in finding the corresponding mva number in order to compare it. Each document 

contained errors such as dates being documented in the wrong way and there were duplicates 

of mva number. In order to find the correct location and time for a vehicle thorough 

investigation in the database was made. What can be seen in table 2 is a snapshot of the 

comparison of the dates for these locations.  

The difference between the times for one step compared with another resulted in the total time 

for each procedure. Because there had to be a relation between all the data it was not possible 

to use the same amount of data for each step. This is due to the fact of vehicles not following 

the specified route or that the status of the vehicle has not been reported properly. To find the 

total amount of days a comparison between 838 log times for Eurotransport with 1107 log 

times for ALD bil was conducted, which resulted in 407 comparable results. It is the total 

difference between the days that is used; no concern to Saturdays or Sundays has been made. 

Interest is one of the major costs and does not change during the weekends. Therefore all days 

are accounted for in the results. 

MVA Transfer Date Location MVA Transfer Date Location MVA Transfer Date Location 

307854 13-apr-11 Eurotransport 307854 26-apr-11 ALD Automotive 307854 14-jun-11 ALD BIL 

308115 28-jan-11 Eurotransport 308115 02-feb-11 ALD Automotive 308115 04-mar-11 ALD BIL 

309316 18-maj-11 Eurotransport 309316 24-maj-11 ALD Automotive 309316 15-jun-11 ALD BIL 

 

TABLE 2 SNAPSHOT OF DATA COLLECTED FOR TIME AND LOCATION 

The distribution of the total lead time for 2011 is shown in Table 3, the mean value of the 

total time is 49 days (the dotted black line). The black line represents a normal distribution of 

days and it can be seen that it does not entirely correlate with the mean value. The reason for 

this is the small amount of vehicles with an extreme total time. The purpose of this report is 

however to decrease the costs of returned vehicles. Therefore all previous data is of 

importance in order to calculate the actual improvement ALD can accomplish and how much 

money that can be saved. It can also be seen that it is a high variety of lead times, Table 3 

shows a Supply Chain with a variety from 13 to more than 229 days. Compared to a Supply 

Chain for manufacturing this would not be accepted. There can be delays due to numerous 

reasons but most of the products should go through the Supply Chain in equal amount of time. 

The reason for this variety will be discussed further on for each stage. 
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TABLE 3 DIAGRAM SHOWING DISTRIBUTION OF LEAD TIMES 

The following results are structured as the theory Work in Process in order to determine the 

queues and the working time for each procedure, starting with transportation. 

5.2.2 TRANSPORTATION 

The total transportation time is the difference between when the booking takes place and 

when the car arrives at ALD. The data is a comparison between 838 log times for 

Eurotransport and 2013 log times for ALD with a total of 838 comparable results. 

The transportation is depending on three different stakeholders; ALD Automotive, vehicle 

retailers and Eurotransport. There are mainly two working processes; booking of 

transportation and transportation. Table 4 shows the distribution of the total transportation 

days. We can see that the major part of all transportations takes one to seven days. It is 

however noticable that there are several transports that take up to 252 days to be delivered. 

 

TABLE 4 DIAGRAM SHOWING THE TOTAL AMOUNT OF TRANSPORTATION DAYS 
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This data has been used to calculate the mean and the median in order to declare the average 

and total transportaion time for the vehicles. The mean is a total of 9.3 days. This data is 

releveant because it can be used to calculate the total amount of days for all vehicles. The 

median is seven days, compared to the mean it shows that there are transportations exceeding 

seven days significantlly, which can be seen in Table 4. These results are trustworthy for 

when the booking should have been made. The delivery time of the vehicle is correct  because 

ALD gets the time from the chauffeur as a receipt. There is no evidence that the booking 

actually was conducted at a certain date. This is because of the fact that the booking procedure 

and reporting in the database are not correlated, instead it is handled seperately. The time for 

booking used in the report is the one from the database. This time is the one of importance 

because it is from that time that the vehicle is avaliable, when the vehicle starts to cost ALD 

money. 

To understand the geographical view of the Supply Chain the data with information regarding 

existing customers with returned cars was used to coordinate the locations of the vehicles. 

This also shows the complexity of coordinating the transports. The retailers are spread all over 

Sweden which can be seen in Figure 8 and in detail in Appendix E. Information from the 

interviews stated that the reason for this was customer satisfaction. ALD Automotive wants to 

make it easy for their customers at all times. They give the customer the option to buy their 

vehicle at any location in Sweden they like. This has led to customers using small retailers 

that are not used to take care of returned vehicles that should be transported to ALD 

Automotive. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
FIGURE 8 MAP OF SWEDEN WITH PINS OF LOCATIONS FOR 

PICK UP OF VEHICLESAT DIFFERENT LOCATIONS 
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5.2.2.1 BOOKING 

The booking procedure is depending on the vehicle retailer that is in possession of the vehicle. 

The booking of transport cannot be executed until the responsible CS actually knows the 

location of the vehicle. This information is supposed to be communicated from the retailer to 

the responsible CS instantly.  

If this was done as the driver returned the vehicle the transportation should take a maximum 

of five days due to the contract between Eurotransport and ALD Automotive explained in 

chapter 3.1.1.2. 

The actual transportation time for Eurotransport is in general two days (see Table 6), but 

Eurotransport has a total of five days to deliver the car to ALD Automotive. The time it takes 

for Eurotransport to pick up the car should be the difference between the total time and the 

transport time (see Table 5).  

Total time:  2 days 3 days 4 days 5 days 

Transportation time: 2 days 2 days 2 days 2 days 

Time until pick up: 0 1 2 3 
 

TABLE 5 TRANSPORTATION: PICK UP TIME 

The time it takes for Eurotransport to pick up the vehicles is between zero and three days. It 

has not been able to measure the pick-up time for Eurotransport. Therefore the simplest 

estimation has been made: The mean value of all Eurotransport’s pick-up times is the mean of 

the four values in Table 5. This ends up with 1.5 days in general. Adding this to the general 

transportation time, see Table 5 it ends up with a total of three and a half days.  

The difference between the mean value of the total time that is nine and a half days and the 

observation ends up with an error of six days. Compared to the medians the error is three and 

a half days. In other words there are six days for each vehicle missing. These days do exist, 

ALD Automotive pay 150 SEK times six for each vehicle transported. The error can be found 

in the CS working process, the resistance to communicate at the retailer or misguiding data 

from Eurotransport. 

5.2.2.2 CS WORKING PROCESS 

From the interviews (see Appendix A) it has been seen that it is not certain that it is the 

retailer who communicates the location of the vehicle. In for example Maggie’s CS group 

they communicate with the customer as well as the retailer. In the NF CS group they solely 

rely on acquiring the information from the retailer. In other words; the working process is not 

entirely the same for the different CS groups.  

The problem with different processes for the same work is the effect it has on the external 

participants, in this case the retailers. If there is more than one way of sharing information by 

ALD and NF but only one at the retailer then it is not certain that it is the same. The result of 

this is that the communication between ALD/NF and the retailer will be dissolved in some 

cases. It is also discovered that there is no system available to secure that a booking is not 
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conducted. This means that if a retailer does not communicate information regarding the 

vehicle no booking will be done. The booking is visual in the database but it is when a 

booking is being missed that the information fails. There is no system that controls if a 

booking has actually been conducted.  

There is another reason for why the booking could fail that concerns the CS groups. There are 

almost 300 retailers were drivers exchange their old vehicle to a new one. Some of these are 

large business partners with ALD and therefore thorough with the handling of the returned 

objects. The problem is that other small retailers are not as methodological, which causes the 

booking time to escalate. In some of the cases they do not care about the vehicle until ALD 

establish contact with them. 

The second topic of the CS working process is the information that is being transferred 

between ALD Automotive and the retailers. In order to book the transport to the right location 

the responsible CS has to collect information about the vehicle. This is the information 

explained in chapter 3.1. However the CS is not able collect all that information. This is the 

situation today, in order to get the right information the vehicle needs to be send to the test 

department. It is at this point that the first KVD error can occur, see Figure 7 and vehicles are 

being transported to the wrong location.  

5.2.2.3 EUROTRANSPORT  

The data that is used to determine the actual transportation time comes from Eurotransport. 

The total amount of data received from Eurotransport was 702 vehicles. There can be some 

misguiding numbers due to the source but it should not be accounted for in this project. Table 

6 shows the distribution of transportation days. 

 

TABLE 6 EUROTRANSPORT: TRANSPORTATION DAYS 

The majority of the transports are shorter than two days, which correlates with the median 

time that is calculated to 1.9 days. This part of the transport is the only one that actually can 

be measured, is therefore important in order to understand the total lead time. From the 

interview with Eurotransport, see Appendix B, the actual work at this stage was explained. 

Eurotransport strives as explained earlier to always have fully loaded carriers. In order for this 

to work they have depots were they storage vehicles for shorter times. Because they have a lot 
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of locations for picking up vehicles this solution enable them to be more effective with their 

transports, and they can plan the routes better. The result that can be seen is that the total 

transportation time is not determined by the actual transport but instead the communication 

between the different players. The total time is nine and a half day whilst the actual transport 

only is 1.9 days. 

5.2.2.4 SUMMARY OF TRANSPORTATION 

Below are the summarized results of the observations and measurements in the transportation 

stage: 

 Booking time: should be 0 days 

 Pick up time: 1.5 days 

 Transportation time: 1.9 days 

 Time missing: 6 days 

 Poor information handling within ALD Automotive 

 Poor information handling between ALD Automotive and the retailers 

5.2.3 TEST DEPARTMENT 

The results for the process of the test department were obtained by semi-structured interviews 

with two of the employees as well as information gathered from the database. The database 

which was used to log the different phases of the return process was not quite adequate 

concerning the test department due to the fact that there were several phases in between the 

logged time for the test. Reconditioning and repairs were also in between the logged time for 

the test so the interviews combined with observations of the procedures served as information 

regarding the actual time for the test department. Figure 9 below show the different stages and 

the lead time of each stage. The total time of 39 days is the difference between the time for a 

vehicle arriving at ALD Automotive and when it is ready to be sold at ALD Bil. 

5.2.3.1 TEST 

The average timespan from the date a vehicle was available for testing until the vehicle was 

ready to sell was 39 days. The interviews and observations showed that the average time a 

vehicle is at testing is two days. The maximum capacity is eight vehicles per day. After the 

test, the Sales Manager has to decide wheatear the car should be sold at ALD Bil or KVD. 

This is where the second KVD error can occur, see Figure 7; is it to many refurbishment costs 

the car should be sold at KVD instead of ALD Bil. In order to determine this, authorized 

testing personnel must go through the vehicle. In other words, the error is not a malfunction; it 

is a problem due to the complexity of determining the vehicles condition.  

5.2.3.2 FLEETCENTER  

After the test the vehicles are sent to Fleetcenter for paint jobs and reparations. An interview 

with the head of Fleetcenter was made to gather information of their procedures, see 

Appendix B. The results were that the average vehicle took 5.6 days to repair. This was 

including the transportation to and back from Fleetcenter. The maximum capacity at 

Fleetcenter is 20 vehicles per day, however this includes all of Fleetcenter’s customers. Data 
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has shown that they manage to finish 1.5 ALD vehicles per day. Future prospects are to 

deliver and receive five vehicles to ALD every day. 

5.2.3.3 RECONDITIONING 

The information regarding reconditioning was gathered from the interviewee at the test 

department who kept record of the reconditioning time. The results were 7.2 days, this 

including weekends, when the reconditioning is closed. The data was for 61 vehicles in 2012 

and does not serve as an entirely trustworthy source. However it is useful as a random sample 

that gives an indication of the reality. The maximum capacity for the reconditioning is four 

vehicles per day.  

5.2.3.4 PRICING   

The pricing of each vehicle takes three days according to the supervisor of ALD bil, who is in 

charge of pricing the vehicles. At this stage there is no maximum capacity, this depends on 

the amount of work overall at ALD bil. When the vehicle is priced the actual sale should be 

fast. If it takes too long the vehicle is transferred to KVD. This is not supposed to happen, but 

according to the sales men at ALD Bil, see Appendix D, it is hard to sell unusual vehicles. 

There are vehicles that are “easy” to sell and more consideration should be put into picking 

out the vehicles that should be sold at ALD Bil. This is the third KVD error, see Figure 7, the 

wrong vehicles are tried to be sold at ALD Bil when instead they should be sold at KVD. 

5.2.3.5 SUMMARIZE OF TEST DEPARTMENT 

The total amount of time all different stages take is 17.8 days, see Figure 9. However the total 

lead time is 39 days as stated earlier. The result is that 21.2 days are missing. The structure of 

WIP has been used to see the how much time that has been put into each working stage. The 

missing part is the queues and how much time each queue represents between the stages. This 

has however not been possible to find out from the data or the interviews.  

 

FIGURE 9 THE DIFFERENT STAGES IN THE TEST DEPARTMENT 

5.2.4 CONTRACT END 

When a contract ends, hopefully a new contract starts with the same driver. In order for this to 

work everyone in the Supply Chain must do their work in time. The best solution would be if 

they had exactly the same amount of contracts ending each day. This would lead to a better 

work flow, no part of the chain being affected badly by too much workload. The transports 

would also be easier to plan if they know how many vehicles that should be delivered every 

day. In order to determine if the flow of vehicles is even or fluctuating, the correspondent day 

and month for each returned vehicle has been plotted in two diagrams, see Table 7 and 8.  
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TABLE 7 TOTAL AMOUNT OF VEHICLES RETURNED FOR EACH WEEKDAY, 2011 

 

TABLE 8 TOTAL AMOUNT OF VEHICLES RETURNED FOR EACH MONTH, 2011 

According to these results from 2011, it is seen that most of the vehicles are returned at 

Fridays in May and June. Between Monday and Thursday it is an even return rate of 

approximately 300 cars for each day. The return rate for vehicles for the months is volatile but 

has a cyclic behavior as can be seen in Figure 8. These results also show that there is not an 

even flow. Because the contract ending is decided by the start and length of the contract it is 

possible to appreciate a forecast of the return rate. This cannot be exactly determined due to 

factors such as contract ending sooner than expected or that the driver decides to buy the car 

before it is returned to ALD Automotive.  
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6 ANALYSIS 
This section of the thesis analyzes the empirical results that were gathered combined with the theoretical 

framework. The analysis emphasizes three major difficulties that the case study company faces. These three 

problem areas are the information flow, the product flow and the booking system for transportation of vehicles. 

6.1 THE IMPORTANCE OF RELIABLE INFORMATION FLOW 

The empirical results of this study show that the information flow and knowledge sharing do 

not seem to work effectively. This coincides with the theory based on the same topic. The 

interviews with the different parties in the process as well as observations of the database 

show this problem well. The interviewees all describe in different ways how insufficient the 

information flow through the Supply Chain is. They do not know how much time the different 

stages take in completing their work. No information regarding when a vehicle is ready at one 

stage and transferred to another exist.  

The verbal correspondence between the different parties Eurotransport, Customer Service and 

the Test Department is poor. Even though they all are part of the same Supply Chain they 

have little insight in each other’s procedures. This causes problems such as blaming each 

other when something goes wrong. Consequently this lack of correspondence leads to poor 

handling of the return process, with vehicles being forgotten or misplaced.  

The information flow is first of all related to the theory of WIP and the problem is that it 

cannot be displayed entirely. We have gathered the total time for transportation and the 

operational time for Fleetcenter. However, the rest of the times are estimations of what we 

have learned from the interviews.  

The empirical study has also shown that the estimated times are not correlated with the total 

lead time that has been measured. There is a gap between the results gathered from interviews 

with the different players of the supply chain and the actual data that was analyzed. The total 

lead time from the point that the vehicle is left at a dealership to the point that the vehicle is 

priced and ready to be sold is 49 days. The interviews however gave the results that the total 

operational time for all processes is 27.8 days. The transportation takes approximately two 

days according to the interview with Eurotransport, however the mean lead time for 

transportation is ten days. Figure 10 below visualizes the different processes with the total 

lead time and the actual operational time according to the interviews combined with the data 

that is available. 
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FIGURE 10 THE LEAD TIME ACCORDING TO ALD:S DATABASE COMBINED WITH INTERVIEWS 

As stated in the empirical results, the different processes within ALD Automotive take 17.8 

days and the actual transportation according to Eurotransport takes two days, which adds up 

to 19.8 days of operational time. This means that ALD has a waste time of 29.2 days. 

Nonetheless the information given cannot be trusted totally as there is no actual data 

confirming the operational time. This leads to that ALD doesn’t know where the vehicle is at 

a specific point. This problem, that ALD doesn’t have a total insight of the different processes 

is due to the lack of information sharing within the Supply Chain.  

Although there was no absolute way to estimate each lead time in the Supply Chain the 

estimations and actual total time serve as good insight of the value stream and the waste. The 

results speak for themselves, and that is that the waste time counts for approximately 50 

percent of the total time. The value stream must therefore be improved, by letting value be 

created instead of waste during the lead time. But in order to do this ALD need to know 

exactly how much time that is being consumed at and between every stage for each vehicle. 

Another problem that arises with the information flow, which is linked to the above, is the 

difficulty to interpret the data that exists. When looking at the data at first it seemed like a lot 

of lead time was caused by poor handling at the test department. This was due to the fact that 

the existing data was confusing.  

In the database, one location was named “ALD Automotive – Check in” and this location was 

thought to mean that the test was finished. After interviews with the test it was however clear 
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that this time didn’t have any meaning at all. The check in for a vehicle does not have 

anything to do with the test, it was the time for when the contract of a vehicle was closed, 

which means the time when the leasing contract of a certain vehicle has ended for the lessee. 

The information for what was reported in the database was not clear for the entire 

organization. This is a serious problem, ALD need to inform what time and location the data 

corresponds to.  

Further on the empirical study has shown that there are several vehicles that have an extreme 

total lead time. This problem can be found in the transportation process, and is according to 

the interviews due to cars being forgotten by the retailers. The communication between the 

retailer and the CS is poor and causes extreme cases to occur. This problem can be solved by 

using a system for tagging the vehicles in order to follow them through the Supply Chain. 

With a tag you know the location of the vehicle at all times and it should therefore be hard to 

lose a vehicle. With this solution there is always a proof of how long a process has taken and 

it should be easy to declare were in the process something might have gone wrong. 

6.2 THE IMPORTANCE OF A SOLID PRODUCT FLOW 

The empirical study has shown three issues that are not in line with lean thinking. Firstly the 

vehicles do not flow in an even stream. This is the case when the vehicles are being 

transported to ALD Automotive and then Fleetcenter and then back to ALD automotive. Also 

there are errors involving vehicles being transported to ALD Automotive when they should 

have been transported to KVD instead. This causes interruptions in the product flow with 

waiting times and unnecessary transportations.  

When regarding the value flow and how it is constructed for the vehicles it is preferable to use 

a line with products flowing in one direction and without interruptions. Because of the 

geographical position of Fleetcenter and ALD Automotive this is not possible today. In order 

for this to work the position of Fleetcenter or the test department needs to be changed.  

The second issue, that vehicles are being mistakenly transported to ALD instead of KVD, as 

the results has shown. This mistake is done for approximately 35 percent of all vehicles and 

corresponds to the first error in Figure 7. These 35 percent causes extra time and extra work, 

two days extra lead time for each car according to the interview with the test department. 

It is however possible to correct this error by looking at the process that causes this. The 

problem lies within the separation of the cars between ALD and KVD. This is currently done 

by two different groups; the CS and the Test Department. The CS uses the information of 

mileage, age and car model in order to determine were the car should be sold. This 

information is however not enough to make a decision. When the car arrives to ALD 

Automotive it is up to the Test Department to look up damages and service history. From the 

interviews with the test department we have noticed that the most common reason for 

changing the location for where the vehicle will be sold is the service history. The conclusion 

of this is that the information regarding service history should be managed earlier in the 

product flow. This problem results in a disrupted product flow but it is a cause of bad 

information handling and sharing in the beginning of the Supply Chain.  
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Information that should be managed earlier in the supply chain is important when reducing 

the lead time. The earlier a process can be managed the more time will be saved. For ALD 

Automotive this can be used at the last stage in the supply chain; when the vehicle arrives at 

ALD Bil. Today the sales personnel are responsible for taking photos and collecting the 

information regarding the vehicles. These chores takes extra time, it is not until all of them are 

ready that the vehicles can be sold. Therefore these tasks should be managed earlier. The 

information should be collected by the test department. The photographing should be 

managed by the reconditioning. Meanwhile, the sales executive can use this information and 

set the price for the vehicle. By moving these tasks a vehicles should be ready to be sold at the 

same time that they arrive to ALD Bil. 

The third issue is that the stages: Transportation, Test, Fleetcenter and the Reconditioning 

does not have the same capacity. In order to have Supply Chain that is in line with lean 

thinking all the stages should work after the same clock. ALD Bil sell approximately 1000 

vehicles per year which correspond to four vehicles per day. This number would therefore be 

the same at all the other stages. Every stage should complete four vehicles per day. 

6.3 THE IMPORTANCE OF A GOOD BOOKING SYSTEM 

The booking of transportation is today quite simple. When CS gets the relevant information, 

which is that the vehicle has been returned and what location it has, they book a transport. For 

2011 ALD Automotive had almost 300 different locations for pick up and a total lead time of 

transportation of almost ten days per vehicle. The spread of transportations are not controlled 

in any way, there is no way to book transports of vehicles simultaneously. If ALD get a lot of 

cars they book a lot of transports in order to get the vehicle as soon as possible. This could 

seem as a good solution but the fact is that this causes volatility in “demand” and it is hard to 

predict the product flow. The result of this can either be a shortage or surplus of products at 

each stage in ALD’s Supply Chain. There is a problem here that needs to be solved. ALD 

need a system for forecasting the demand in order to react to the volatility. They should also 

incorporate a new system for booking transportation to reduce the locations and volatility. 

One example of this could be introducing milk runs from multiple buyers.  

Milk runs should in this case be implemented in the opposite way as the theory explains. The 

customers should be forced to return their vehicles at a specific retailer who is good in 

handling the return phase. From there the customer should be able to take a taxi to the 

location where they will collect their new vehicle. Further on by using milk runs, the 

transportations can be booked for a reduced amount of locations. This requires a partnership 

between the large retailers and ALD. Because of the fact that ALD purchases a great deal of 

vehicles from the retailers, they should be able to use some of their inventory space. This 

suggestion would lead to a smaller transportation network for Eurotransport that in turn will 

result in better planning and more accurate transportations. If the CS department focuses on 

planning the booking according to the forecast, they can use the good retailers as depots and 

ship the vehicles in an even stream to ALD or KVD. This solution will not only reduce the 

volatility it will also reduce the inventory at ALD because of the even flow of vehicles and 

storing at the retailers. 
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The forecasted demand and the theory of milk runs can be combined to reduce the volatility. 

First of all the forecasted demand should be used when booking the transports. To incorporate 

this, the CS must consider the workload when booking transportations. If ALD Automotive 

cannot handle a great amount of vehicles at a specific point in time, then the transportations 

should be delayed. Further on if ALD Automotive wishes to have an even flow (the same 

amount of vehicles each day) they can use the forecast to prepare the retailers for storing their 

vehicles. The booking of the transportations can thereby be divided evenly between the days 

and months. This will lead to a better flow of vehicles and an easier planning for all the 

involved players.  

6.4 THE USE OF IT-SYSTEMS IN SUPPLY CHAINS 

Looking at the IT-system available, it has some insufficiencies. It is difficult to see where a 

vehicle is at specific time and where it’s going next. This together with the lack of good 

verbal correspondence makes it nearly impossible to keep track of the vehicles and plan the 

remaining steps precisely.  

All interviews and observations show that this has become a problem due to the organic 

growth ALD has faced the recent years. This growth combined with the lack of a well-

executed, standardized way of information flow and sharing has made the Supply Chain 

inefficient, which coincides with Matlay’s (2000) Riege’s (2005) and Christensen’s (2007) 

thoughts of barriers with information sharing.  

There are some problems when incorporating a new system or process in an organization 

according to theory. The possibilities for these problems also have to be analyzed and 

discussed in order to obtain a new working process which runs smoothly. As Tonnquist 

(2010) states, there is a possibility that the employees who will need to change their work 

process will not understand how to do this or why it is needed. This is directly applicable to 

ALD if a new process is to be used. Therefore the first thing management needs to consider is 

educating the employees in the new process. This may decrease resistance and make it easier 

to get the employees to work in the new way.   

Another step that needs to be taken into consideration is how to make the new process as 

effective as possible. Optimizing Supply Chains with the implementation of a new IT-system 

is according to theory often used and has a lot of positive aspects. For the case of ALD and 

their Supply Chain, the research has shown that they could benefit from using a new type of 

IT-system than the one they already have, which is more closely integrated with all operations 

of their return process.  

6.5 SUMMARY OF ANALYSIS  

As a summary of the analysis the problems that ALD Automotive faces are: 

 The deficiency of information flow 

 The complexity of the product flow 

 The poor system for booking 

 The insufficient IT-system 
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There are several ways to overcome these problems as stated in the theory, with the 

implementation of IT-systems, “lean thinking” and a restructured transportation chain with 

milk runs.  

The implementation of an IT-system could decrease the difficulties they face. First of all the 

information flow could improve, which would potentially increase the supervision of the 

vehicles and overcome the lack of verbal correspondence between the different parties in the 

supply chain thanks to computerized communication. Thus by having an IT-system ALD 

Automotive could reap the benefit of having total control of the vehicle information, backed 

up on a database that is accessible to anyone in the supply chain. This enables moving 

procedures back in time in the supply chain and transferring the information with a new IT 

system. 

One specific detail for ALD regarding the information flow is the vehicles that are faultily 

sent to ALD instead of KVD. The interviews with the test department and CS showed that this 

problem was due to the lack of information regarding the service history of the vehicles. 

However there is a lack of information in the database regarding the service which leads to 

the fact that approximately 30% of the transported vehicles are sent to ALD instead of KVD. 

Therefore all faultily sent vehicles obtain approximately two extra days in lead time, solely 

due to unnecessary handling by ALD instead of KVD. By having a fully integrated IT-system 

with documented service history this can be seen before the booking of transportation and the 

vehicles can thus be sent to the direct address, instantly eliminating two days in lead time. 

The IT-system could also decrease the complexity of the product flow and improve the 

system for booking in a similar way. By having a fully integrated IT-system throughout the 

entire Supply Chain that can log all activities in which the vehicle is a part of ALD could have 

better supervision of all stages and know exactly where the vehicle is at all times. This will 

work as a tool for adapting the entire supply chain to the product flow. It will be visualized 

how much time that is put into each vehicle at every stage. This will result in stages that have 

the same capacity of handling the vehicles. 

6.5.1 PROBLEMS AND SOLUTIONS  

The results leave some questions as to where the other 21.2 days disappear and how much 

waste that is a part of the other working days. There are several different reasons for these 

waste days exist.  First of all there does not seem to be any streamline between the processes. 

The maximum capacity at each stage is different which can lead to potential bottlenecks. This 

will of course slow the process down at high capacity. There is no “Lean thinking” between 

the stages with the same amount of vehicles into every stage continuously.  This leads to 

vehicles queuing for several days which increases the lead time and adds to the waste time. 

The overall problem at hand is the lack of communication and information sharing between 

the stages that cause the waste time and the bottlenecks.  

Next chapter is the actual solution specific for the case ALD Automotive. This solution can be 

altered into fitting other companies that have large flow of products and is in need of cutting 

the waste time.  
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7 CONCLUSION 
The final chapter of this report discusses and presents the findings from the study. Some limitations to the 

research are discussed as well as future research. Finally an implementation method to Supply Chain Handling is 

introduced, which also works as a summary of the research. 

7.1 INTRODUCING THE THREE LAYER SOLUTION OF SUPPLY CHAIN HANDLING 

The results and analysis of the case study showed how ALD faces three major problems with 

their Supply Chain. These are the deficiency of the information flow, the complexity of the 

product flow and the poor system for booking. The analysis combined with the theory 

concludes that IT-systems, lean thinking and a restructured transportation system are different 

ways of eliminating these problems.  

Our solution is a combination of these three improvement areas that will act on three layers. 

Firstly, there are five different processes that the vehicles need to go through before they are 

ready to be sold. These are the Transportation, the Testing, the Refurbishing, the 

Reconditioning and the Pricing. All of these processes or stations have a different maximum 

capacity which leads to bottlenecks and vehicles being left or forgotten at different stages. By 

introducing “lean thinking” all stages will have the same amount of vehicles simultaneously 

which will eliminate bottlenecks at intermediate stages. This will thus lead to a streamlined 

flow throughout the entire chain of processes.  This restructuring will act as the “inner layer”. 

The result in this layer will be shorter queues in between the stages 

Secondly, the transportation system will be restructured. Currently the transportation is 

unreliable and fluctuating regarding the date of transportation and the volume of vehicles 

delivered to ALD. In order for the inner layer to work as good as possible the transportation 

needs to be more exact. This is in terms of how many vehicles that arrives and when they 

arrive. This problem will be solved by introducing milk runs and thereby controlling the flow 

of vehicles. This change will force ALD to work closer with the car retailers and change their 

whole procedure for returning vehicles by the drivers. Some retailers should be used as 

depots. The current driver should return their vehicle to one of these locations (decided by the 

CS). Because the location of  where to return the old vehicle and collecting the new one may 

not be the same the customer should be offered a taxi to the location of the new vehicle. This 

is the same procedure as when customers return their vehicles at ALD directly. The transport 

will with this practice be easier to manage; the 300 locations will be extremely reduced. This 

will in turn reduce the transports and reduce the transportation time. Further, the arrival dates 

for vehicles will be easier to forecast and the vehicle can be attended to directly after arrival. 

Further on, implementing forecasting depending on when the contracts ends should be 

implemented in this layer. Earlier data show that most contracts ends on Fridays and in mid-

summer, therefore the productivity should be highest for this time. The booking procedure 

should be improved by moving the decision on where to sell vehicles from the test department 

to an earlier state. The solution of this would be to compile a database with all car models and 

corresponding service intervals. The data can thereby be used in an earlier state in order to 

assure the location of the transport. The last improvement in this level is the scheduling of 
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pricing the vehicles. This is today taken care of by the car sellers in the last stage, instead it 

should be moved to the test department at the same time as they go through the vehicle. 

The results in this layer will be reduced cost for transportation and a secured transportation 

network. It will be a decrease of the vehicles that are transported to the wrong location and a 

higher efficiency within the stages due to the forecasts. 

The third layer will be to introduce a new IT-system which will be based on a mobile 

application, which can be downloaded and used on mobile systems with Apple’s IOS or the 

Android system. This application will have the function of supervision and information 

handling of all the vehicles and all processes and stages that the vehicles go through. Today 

ALD has a business system where the information about the vehicle is declared. This should 

be altered by combining it with the application. The application should store the locations and 

the service history for the vehicle in the data base.  

There should be two applications that work together with the business system; one for the 

customer and one for ALD Automotive. The application for the customer exists for two 

reasons: Geo tagging and return protocol. With the geo tagging ALD Automotive can see 

where the vehicle is and book transportation to that location. The return protocol is an easy 

way of declaring that the vehicle is returned. With an Application for this the customer only 

needs to fill in the relevant information regarding the vehicle and where it is returned. With 

the geo tagging this information can be double checked by the CS department. When the 

customer has filled in the information in the application a pop up appear at the CS department 

and the transportation can be booked. 
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7.1.1 THE COMBINED SYSTEMS INCORPORATED 

The above systems combined results into the following information and product chain. The 

chain is explained in Figure 11 and in the text below. This is the actual use of the solution at 

ALD Automotive. 

 

FIGURE 11 THE NEW SUPPLY CHAIN FUNCTION 

 

Figure 11 shows how the new Supply Chain should be structured according to our results. 

This entire system is built up by using the tools explained earlier in the three layer solution. 

The Supply Chain will now work as following: 

First of all CS get the information of where the vehicle is. In order to decide where the vehicle 

should be transported, the CS department needs information. As can be seen in Figure 11, box 

1 is the information that is needed to decide where the vehicle should be sold/ transported to. 

This information is however already reported in the database with the application. The major 

change from earlier is the information regarding the service history. This information is 

gathered during the leasing period. If a vehicle does not follow the service protocol it is 

marked as red in the database and should be transported to KVD.  

The information regarding the mileage is controlled when contact with the customer was 

made or when the customer used his/her application when returning the vehicle. If the vehicle 

should be sold at ALD Bil or KVD is decided by the sales executive. There are some vehicle 

models that have the right information in order to be sold at ALD Bil but are simply not a 

model that is easy to sell. These vehicles should instead be sold at KVD. The information is 

therefore transferred to ALD Bil and then the CS department. The information transfer is 

easy; the application shows the information of the vehicle and a decision can be taken 
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instantly. But in order to decide when to book a transport they have to consider the working 

processes. The application monitors all the processes, if there are an interruption somewhere 

in the chain the booking is delayed. This information is also visualized in the application at all 

times and to all stakeholders. In Figure 11 the information flow is designed as a Kanban 

system, the last stage informs the previous stage of their status. This is how the application is 

thought to work; the only difference is that the stages are visualized at all times for everyone 

using the application. 

After the information has been transferred to the CS department a booking of the transport can 

be conducted for a specific date. At this time the vehicle is sent to the correct location, which 

leaves only one problem. If the vehicle that is sent to ALD Automotive is in need of extensive 

refurbishment cost it should be transported to KVD. This information can though only be 

handled by the test department; therefore there is one remaining error. Because of the fact that 

vehicles are complex to handle there is a need of controlling the vehicle at the test in order to 

assure that the vehicle is being sold at the correct location. Therefore this task should remain 

at this stage in the Supply Chain. 

7.1.2 THE BEST SOLUTION 

The fifth level is improving the Supply Chain’s physical design into a lean production chain. 

This solution requires great cost incentive but will in turn lead to a much more effective 

Supply Chain. The best solution is to have all the working processes in a straight line. When a 

vehicle is ready at one stage it is immediately handled in the next. There should not be any 

distance between the stages; the design would be as a manufacturing chain.  

This is the best solution so far and not impossible to achieve. The transportation is planned so 

that an even flow of vehicles stream in the right quantity to ALD each day. These vehicles 

will then go through the remaining working processes in minimum time. 
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7.1.3 HOW MUCH CAN BE SAVED BY IMPLEMENTING THESE SOLUTIONS? 

As stated in the report the main focus of the problem was to make the Supply Chain more 

efficient, and at the same time reduce costs at the company. Figure 12 below is a calculation 

of how much money the lead time of the vehicle costs the company. The calculation is based 

on different factors such as interest on loans, taxes, insurances as well as other non-monetary 

factors. These calculations gave the result that every vehicle costs ALD approximately 150 

SEK each day after the contract of a car has ended. The figure below shows the steps in the 

Supply Chain and how much the lead time costs between each step.  The yearly cost is based 

on returned vehicles in 2011 which was 3600 vehicles. 

 

FIGURE 12 THE COST OF WRONGLY TRANSPORTED VEHICLES TO ALD AUTOMOTIVE 

 

The first and most easily corrected cost is the vehicles that are being wrongfully transported to 

ALD instead of KVD. This process costs ALD 1 246 193 SEK in lead time last year. This is 

due to the fact that there is not enough information concerning each vehicle gathered at the 

return process stage. This means that vehicles without full documentation come to ALD just 

to be shipped off to KVD unnecessarily, and all of the vehicles that customers themselves 

return come to ALD firstly, and then to KVD.  

With the new information system along with the application system the vehicles would have 

full documentation uploaded continuously on the database which would give ALD the 

possibility to easily decide where to ship the vehicle without any unnecessary “pit-stops”. 

This system if fully operational would thus potentially decrease the cost and hopefully erase 

these costs totally, decreasing ALD’s cost by over 1.2 million SEK per year.  

Further on the report has shown that there are 21.2 days in lead time in which the vehicles are 

not being processed in any kind of way. These days are due to several factors concerned with 

having the current type of Supply Chain that is not as controlled as it could be, such as the 
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delay of some vehicles at different stages in the return process and vehicles being forgotten or 

stocked in garages due to delays, which is discussed in the analysis part. With finding and 

diminishing the 21.2 waste days for every vehicle ALD Automotive can save up to 3 180 000 

SEK per year. 

Finally by using the Three Layer Method even more lead time can be reduced. As this is only 

a proposed solution it is difficult to state exactly how much time will be reduced because it 

needs further testing. However it is our firm belief that by implementing our TLM solution to 

ALD Automotive’s Supply Chain they will reap the benefit of reducing additional lead time 

and thus reducing their costs significantly. 

 

7.2 LIMITATIONS AND FUTURE RESEARCH 

The solution that has been suggested for ALD Automotive is applicable for numerous of 

companies. The solution is a mixture of theories and empirical results specific for ALD 

Automotive. It is however a solution that can be used as guidance for small and mid-size 

companies that struggles with waste due to a rapid growth. What this report adds in 

knowledge is a new way of waste management. This guidance or knowledge is a step by step 

procedure of exploring an organization and to use new and easy tools to minimize the waste 

and enhance the profitability. As stated earlier it is a three layer solution that works together 

to make the supply chain more efficient. Some tips for future research to ALD is to 

investigate exactly where the missing days in the Supply Chain are. Also some more 

extensive calculations should be made in order to be sure of the cost and time savings. 

There is also one important trade-off that should be considered with the new suggested model. 

For example if the customer satisfaction will be lower when minimizing the retailer options, 

and how much this will affect the actual business.   
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9 APPENDIX 

9.1 APPENDIX A: INTERVIEWS: 

9.1.1 CS CARRO 

1. When the leasing contract is about to expire: 

a. Where does the information come from? 

The market division sends an email to the customer, three to six months before the 

expiration date. It is then up to the customer to contact CS. CS can also extract the 

information, however there is no “pop-up” function showing when a contract 

expires. 

b. When is this information visible? 

The information is always visible but it is up to the customer to contact CS. 

c. How is this information shown? 

It can be found by CS in the database, but this is not the common way. 

d. Can the customer choose from which dealership to lease a specific vehicle, or does 

ALD have some kind of contracts with some dealerships? 

ALD has contracts with the major vehicle dealerships (Upplands Motor, Din BIl, 

Bilia, Audi etc.)  and tries to steer its customers to these dealerships, which the 

majority of customers do. However there are some cases where the customer 

wants to purchase the vehicle at some specific dealership that ALD does not have 

a contract with. 

2. CS establishes contact with the customer: 

a. When does this take place? 

The first contact is taken by the customer after receiving the email from the market 

division, normally two to six months before expiration date. Shortly before the 

planned return of the vehicle the customer contacts CS for relevant information 

regarding the return process. CS then sends an email with the relevant 

information. 

b. Which timeframe does this have? 

This can be the same day or week as the return date. 

3. The new vehicle is ordered, transport date for the old vehicle is decided: 

a. Is it always the same date for return of the old vehicle and delivery of the new 

vehicle? 

It is mostly the same date, very unusual with exceptions. 

b. Is it the transportation company, dealership or the customer that reports that the 

vehicle is returned? 

The customer prints a “return receipt” and fills this in. this receipt is then sent by 

fax to CS either by the customer or the dealership. 

4. Booking of transport: 

a. Which data is needed to order the transport, and how long does this procedure 

take? 

The “return receipt” is standard, or the customer calls directly to CS. CS needs to 

know time and place of the return, mileage and model of the vehicle. 
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b. When is the transportation booking made, the same date as return date? 

The transportation is booked online as soon as the relevant data is procured. 

9.1.2 CS MAGGIE 

1. When the leasing contract is about to expire: 

a. Where does the information come from? 

The market division sends an email to the customer four months before it is time to 

exchange vehicle (according to contract with the company). 

b. When is this information visible? 

When the customer contacts CS. 

c. How is this information shown? 

There is no type of “pop-up”. It is up to the customer to call, however CS has to 

control if no contact is established. 

d. Can the customer choose from which dealership to lease a specific vehicle, or does 

ALD have some kind of contracts with some dealerships? 

- 

2. CS establishes contact with the customer: 

a. When does this take place? 

The customer contacts CS. 

b. Which timeframe does this have? 

Depending on the customer it can vary from one day to a couple of months before 

the exchange of a vehicle. 

The new vehicle is ordered, transport date for the old vehicle is decided: 

c. Is it always the same date for return of the old vehicle and delivery of the new 

vehicle? 

- 

d. Is it the transportation company, dealership or the customer that reports that the 

vehicle is returned? 

The customer. 

3. Booking of transport: 

a. Which data is needed to order the transport, and how long does this procedure 

take? 

The “return receipt” or a call from the customer. 

b. When is the transportation booking made, the same date as return date? 

The transportation is booked the day they know that the vehicle will be on 

location. 

c.  Is it taken into consideration that several contracts expire at the same time when 

booking transportation? 

If you know about it combined booking can be made, this is difficult to control due 

to the fact that there are several different CS groups that work independently. It is 

however easier when the same company is about to return several vehicles.  

d. Is there only information such as mileage and model that is acquired before it 

arrives at ALD? (Could you gather additional information in order to better know 

where the vehicle has to go first?) 
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The only information that is gathered is mileage and model. 

e. Do you check the service history? 

No, but that is a good idea. The problem is that sometimes the service invoices are 

sent to the customer instead of ALD, therefore it does not always show that the 

service has been made in ALD’s database. 

4. Transportation  

a. Does ALD know when the vehicle arrives at ALD? 

No. 
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9.2 APPENDIX B: STUDY VISITS  

9.2.1 EUROTRANSPORT 

1. How does the booking system work? 

It is web based. You make a booking; it gets put into a list and is controlled and then 

approved. When it is approved a confirmation is sent. The alternative is EDI, which 

means that you use Eurotransport’s system and get updated continuously. If the 

vehicle is on a truck CS can see where it is located. There are depots in Gothenburg, 

Malmö, Örebro and Luleå. The contracts with ALD states that Eurotransport has five 

days(with exception from weekends) to deliver the vehicle starting from the date of 

availability. The information sharing is difficult, CS likes to put the blame on someone 

and it is often the transport. 

a. How do you divide bookings from different companies? 

We mix the bookings in order to get fully loaded trucks, that is the only thing that 

matters. 

b. How do you organize the transports with the depots? 

We try to maximize the filling ratio of each truck. Can help when there is a lot of 

traffic in Stockholm. The depots are enclosed areas with fences and a container 

with keys. There is currently one depot in Spånga that has a capacity of 100 

vehicles, but a new depot is being built in Kungsängen which will have a capacity 

of 250 vehicles. 

c. Is there a possibility to have a continuous route specifically designed for 

ALD? 

I think that it will be difficult due to the spread of locations. 

2. Do you have a scanning system? 

We do not have a scanning system, however we have an on board computer on each 

truck that the chauffeur uses to log when he picks up the vehicles. 

9.2.2 FLEETCENTER 

What is the capacity in completing vehicles for Fleetcenter? 

It is a total of about 20 vehicles per day, some days a little less depending on work labor and 

the amount of employee capacity. 

How much time does it take in general to complete a vehicle? 

I have a document that you can use to calculate the time. 

André showed us a document with completion times for the vehicles. After transferring the 

data to excel we calculated it to 5.4 days per vehicle. 

How many of ALD Automotives vehicles do you complete each day? 

For now it is 1.5 vehicles per day. Our goal is however to complete 4 vehicles per day for 

ALD Automotive. 
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What is your input of moving your business closer to ALD Automotive (From Arlanda 

stad to Infra City)? 

The possibility is there. I think that this will decrease the lead time for us and in turn also for 

ALD and thus create a more responsive Supply Chain.  
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9.3 APPENDIX C: MEETINGS 

We had together with the board of directors of ALD Automotive two meetings with the 

company Appsales. 

The meetings gave us important information whether an application was possible to build or 

not. The goal of the meetings was to create two applications or more. The first one was 

focused on ALD Automotives leasing customers. 

The second application is the one used in the Supply Chain. 
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9.4 APPENDIX D: SEMI-STRUCTURED INTERVIEWS 

9.4.1 GUNNAR KJELLMAN AND STEFAN TOKICS 
Gunnar Kjellman is the CEO of ALD Automotive Sweden and Stefan Tokics is the Operations/Business 

Controller  

Following meetings were held: 

 The first meeting with Stefan and Gunnar gave us the background to the problem. 

 Other meetings provided us with information regarding the use of theories and 

possible improvements for ALD Automotive.  

 One specific meeting was held with Gunnar regarding how they calculate the cost for 

a vehicle. 

Stefan provided us with the following data: 

 Contact information to Eurotransport 

 Excel data: 

o Leased vehicles for 2011 

o Location Eurotransport 

o Location KVD-check in 

o Location ALD-check in 

o Location ALD Bil 

o Location ALD 

This data considering the locations functioned as the basis for our measurements. 

 

9.4.2 ROBERT WALLENIUS 

Robert Wallenius is working at KVD as Test personell 

Following information was obtained: 

 Detailed information regarding how the test department work 

 Gathered data of the lead time from the reconditioning 

 Information regarding how the database should be comprehended 
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9.5 APPENDIX E: DOCUMENTS 

9.5.1 LOCATIONS OF CAR RETAILERS/ PICK UP POINTS 
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9.5.2 WORK DESCRIPTION FOR NEW EMPLOYEES (ORIGINAL TEXT IN SWEDISH) 

Stängning av kontrakt 

 

 
 

1. Klicka på Update status . 

2. Fyll i slutdatum och slutkilometer i den gula rutan. 

3. Välj under check-in-location. Till exempel om bilen finns hos Arver, välj Arver. 

4. Klicka sedan på ok. 

 

Ibland stängs bilen senare än återlämningsdatumet på grund av att bilen t.ex. har många 

skador. Anledningen till att kontraktet inte är stängt skrivs av testen in under comments på 

kontraktssidan. 

 

14.1 Debitering av skador 

 

Testen eller OP stänger kontrakt och skickar ett mail till respektive kontaktperson då en 

återlämnad bil har skador som överstiger 12 000 kr. Vid skador som överstiger 12 000 kr ska 

vi meddela kunden innan fakturering. En kommentar när vi meddelat kund måste skrivas in 

under comments på kontraktssidan. Alla bilder, tester med mera finns sparade under 

O:\SE\återlämnade bilar. Vid frågor kring debitering av skador, maila testavdelningens 

gemensamma mailbox, SE Biltest. 
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15 Återlämning av bil 

 

Vid frågor kring återlämning, förvaring etc. maila testavdelningens gemensamma mailbox, SE 

Biltest. 

 

15.1 Transport av bil 

 

1. CS håller kontakt med återförsäljaren samt föraren och får information om datum för 

uthämtning av den nya bilen. 

 

2. Transport bokas genom att gå in på Eurotransports hemsida för detta, se 15.2. Bilar 

som ska till KVD skall endast bokas till Infra City, Linköping, Strängnäs eller 

Göteborg/Kungälv, det som ligger närmast geografiskt. Inga andra KVD anläggningar 

skall användas. För transportbilar sker bokning främst till Göteborg/Kungälv eller 

Landskrona. På bokningen till ALD Bil ska det stå kontaktperson Robert Wallenius 

073-523 79 07 alternativt Simon Löfström 073-523 79 11. Bokas bilen till KVD Infra 

City ska den märkas med kontaktperson Jonas Karlsson 08- 224 32 40 alternativt 

073- 751 59 71. 

 

3. Alla personbilar som har gått max 10.000 mil ska till ALD Bil. Personbilar som har 

gått mer än 10.000 mil och transportbilar ska till KVD. Om man är osäker på vart 

bilen ska, kontakta Robert Pihlblad eller Robert Wallenius/Simon Löfström. 

4. Faktura referens 929 används för transporter där ALD står för kostnaden, 6614 för 

transporter som ska rebilllas till kunden. Generellt gäller regeln, hämtar kunden ut ny 

bil står vi för transporten, annars får kunden betala. OBS! Är det ett FSL-avtal ska 

transporten ingå i avräkningen på bilen, kunden ska därför alltid betala transporten. 

 

5. I samband med bokningen ska bilen ställas av i Bilvision. Görs bokningen innan bilen 

finns tillgänglig för transport ansvarar CS för att avställningen blir gjord på rätt dag. 

Glöm inte att meddela föraren att bilen inte får användas efter den är avställd eftersom 

försäkringen då inte gäller. 

 

6. Bilens location ska också ändras i fleeten. Gå in på Vehiclesidan och fliken car sales 

process. Tryck på new transfer . Fyll i transportbolag i new location och fyll i datum 

för transport då bilen ska hämtas. OBS! Det är mycket viktigt att fylla i rätt datum i 

fleeten då uppföljning och kontroll grundas på detta. Är bilen redan tillgänglig, fyll i 

dagens datum där. Klicka ur rutan print transfer report då det annars skrivs ut onödiga 

papper. 
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7. Eurotransport mailar tillbaka en bokningsbekräftelse till en för ändamålet upprättat 

inkorg, SE Transporter. Inkorgen bevakas av receptionen. Receptionen tillsammans 

med Madelene Nilsson ansvarar sedan för att skriva stängningsprotokoll. 

 

8. Om bilen som det beställs transport på endast ska vara på förvaring hos ALD/NF ska 

detta meddelas till Madelene Nilsson samt Robert Wallenius. Detta för att undvika att 

bilen säljs hos ALD Bil eller KVD. 
 

 

 

 



 
 

 


