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DHL’s Intelligent Data Warehouse
Allows Effective Follow-up

Implementing business intelligence for improved
decision making and enhanced customer experience
with help from Capgemini

“Capgemini presented a
design proposal for a solution

that perfectly matched our
needs.”

Mats Nyman,
Head of IT Service Management,

DHL Express Sweden AB

The Situation
DHL leads the world in developing
innovative, tailored solutions in
international express shipping and
logistics delivery. Although making
extensive use of IT in operations, DHL
did not have a comprehensive
solution for current, and future needs
that reported or monitored business
processes. The company also needed
to organize its administration to create
a better, transparent overview of
administrative costs and case-
handling.

The Solution
Capgemini built and enhanced a data
warehouse and reporting application
to monitor DHL’s Nordic activities.
The Business Objects report generator
provides DHL with an overview of all
product areas. Capgemini has also
deployed Application Management
services to operate and administer the
resultant system.

The Result
DHL now has a data warehouse that
provides major benefits in its daily
operational activities. A drastic drop
in IT costs and significantly better
information to make critical decisions
provide added value of the business
intelligence (BI) solution.
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How DHL and Capgemini
Worked Together
DHL has a wide range of products in
transport and logistics, and therefore
uses an array of different production
systems. One challenge was that all
management information was
contained within these different
operative systems. In order to perform
business analysis, DHL had to
constantly create special solutions to
extract information from systems.

Each time DHL needed information
from a new source, a special order
had to be raised for that production
system from a given supplier. The
result was a spiralling increase in IT
costs. DHL also wanted to gain better
insight into its administration
processes, costs and handling of cases.

Capgemini presented a customized BI
solution based on a common data
warehouse for the entire business. The
project was carried out in several
phases, reviewing and adding
information-generating production
systems one by one to the company’s
data warehouse. A new report
generator, Business Objects, was
implemented to allow users to handle
information in a data warehouse,
regardless of the source of the request
in DHL’s business operations.

DHL had good previous experiences
working with Capgemini who it
regarded as the supplier with the best
BI skills to deliver a working solution.
DHL also entrusted Capgemini to
administer and further develop a data
warehouse for the company.
Capgemini used its Applications
Management (AM) services to bring
industry and business-specific best
practices for helpdesk, user support,
error management, consulting and
application enhancement.

The new solution has several benefits.
Above all, management functions are
well aligned so that right decisions
can be made quickly and business
activities adjusted accordingly. By
eliminating new orders of special

solutions to generate reports from the
production systems, the company has
slashed its IT costs.

Implementing a standard tool has also
eliminated the need for multiple
piecemeal applications that DHL had
developed in house in programs like
Excel and Access. The approach could
have been costly and time-consuming
and given rise to a plethora of
customized, non-standard
applications.

By using Capgemini for AM services,
DHL has also gained a better overview

M
R

D
 2

00
70

30
1 

08
3

Consumer Products Retail and Distribution the way we do it

Copyright ©2007 Capgemini. No part of this document may be modified, deleted or
expanded by any process or means without prior written permission from Capgemini.

In collaboration with

DHL is the global market leader in
international express, overland
transport and air freight. It is also the
world's number 1 in ocean freight and
contract logistics. DHL offers a full
range of customized solutions - from
express document shipping to supply

chain management. DHL's international
network links more than 220 countries
and territories worldwide. Around
285,000 employees are dedicated to
providing fast and reliable services that
exceed customers' expectations in
120,000 destinations in all continents.

of its case and change management,
and streamlined administrative
processes. DHL constantly strives to
improve services through quality-
enhancing measures that are designed
to benefit customers. 

DHL monitors the daily production
quality through its data warehouse,
which receives updates several times
an hour from PDAs at goods terminals
monitoring the transport chain. This
allows DHL to inform customers of
the status of parcels in transit. It
allows DHL to remain proactive and
enhance the overall quality of the
customer experience.

Capgemini, one of 
the world’s foremost 

providers of Consulting, Technology 
and Outsourcing services, has a unique
way of working with its clients, called 
the Collaborative Business Experience. 
Backed by over three decades of industry
and service experience, the Collaborative
Business Experience is designed to 
help our clients achieve better, faster,
more sustainable results through 
seamless access to our network of 
world-leading technology partners and 

collaboration-focused methods and tools.
Through commitment to mutual success
and the achievement of tangible value,
we help businesses implement growth
strategies, leverage technology, and thrive
through the power of collaboration.
Capgemini employs over 75,000 people
worldwide and reported 2006 global
revenues of 7.7 billion euros.
More information about our services, 
offices and research is available at
www.capgemini.com.

   About Capgemini and the 
Collaborative Business Experience


