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Executive Summary

This internship report examines the role of Management Information Systems in enhancing
operational efficiency in freight forwarding, based on the internship experience at N. Haider &
Co. (Pvt.) Ltd. The report analyzes the company’s operational practices, information system
usage, and challenges related to shipment tracking, documentation, billing, and communication.
The study follows a descriptive and qualitative approach using internship observation, informal
employee discussions, a small internal survey, and secondary research. The findings show that
the company relies heavily on Excel, email, WhatsApp, phone calls, and Tally, which creates
fragmented information flow, manual workload, communication delays, and risk of errors. The
report recommends introducing a basic integrated MIS or ERP system, centralizing digital
documentation, reducing manual data entry, improving internal communication, and providing
employee training. The study concludes that MIS can improve coordination, accuracy, service

quality, and overall operational efficiency in freight forwarding.

Keywords: Management Information Systems; Operational Efficiency; Freight Forwarding;

Logistics; Shipment Tracking; Digital Documentation; ERP
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Chapter 1: Overview of Internship

1.1 Student Information

I am Nehrir Haider, bearing Student ID 21204002, currently enrolled in the Bachelor of Business
Administration (BBA) program at BRAC University. I am pursuing a dual major in Management
Information Systems (MIS) and Finance, which has given me both analytical and technical
knowledge relevant to modern business operations. This academic background helped me better
understand the operational, financial, and information system practices observed during my

internship.

1.2 Internship Information
1.2.1 Period, Company Name, Department, and Address

I completed my academic internship as part of the BUS490 Internship course over a period of
four months, from October 1 to January 31. The internship was conducted at N. Haider & Co.

(Pvt.) Ltd., a company operating in the freight forwarding industry.

I was assigned to the Freight Forwarding Department, where I was exposed to the core
operational activities of the organization. As this is a family-owned business, I was given the
opportunity not only to work within a specific department but also to gain an overall

understanding of the freight forwarding sector and its interconnected business functions.
The company is located in Uttara, Dhaka, Bangladesh.
1.2.2 Internship Company Supervisor’s Information

During my internship, I worked under the supervision of a designated company supervisor who
provided guidance, monitored my progress, and supported my learning throughout the internship

period.

e Name: S. Amin Rumy

e Position/Designation: Director of Marketing



1.2.3 Job Scope Duties and Responsibilities

At N. Haider and Co. (Pvt.) Ltd. during my internship period, I was engaged in diverse
operations and administration matters that involved freight forwarding. I was mainly responsible

for:

e Billing preparation and processing regarding shipments.

e Contacting clients through email about shipping information, documentation and updates.

e Keeping records and tracking the status of shipping in progress.

e Coordinating with the operations team to ensure smooth shipment handling and timely
delivery.

e Helping the accounts department with billing-related duties and documentation.

These activities provided me with practical knowledge in the field of freight forwarding
operations, documentation management, communication with clients, and coordination between

departments.
1.3 Internship Outcomes
1.3.1 The contribution of the student to the company

At N. Haider and Co. (Pvt.) Ltd. during my internship period, My input was also in assisting the
company with the daily operations and administrative tasks in the freight forwarding department.
I also helped in preparing a bill and documentation related to shipment and this was useful in

making sure the information that was provided on bills was correct and in the right format.

I also used the email to communicate with clients about the changes in the shipments,
documentation details, and general queries. I assisted the operations team to track the shipment
progress and record the information, which allowed tracking the current shipments more
effectively. I also assisted the accounts section by aiding in billing verification and document

handling, which lessened their work load during rush hours.

My role was mainly supportive though I came in to make the coordination between the freight

forwarding, operations and the accounts functions better.
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1.3.2 Benefits to the Student

The practical exposure offered in this internship to the freight forwarding business improved my
insight into the way the business processes of international trade and logistics are performed in
the real business environment. I also came to know the linkages between the shipment

documentation, billing, and communication with clients in the day-to-day business.

Academically, my MIS degree enabled me to appreciate how information is stored, shared, and
managed among departments and my major in Finance enabled me to learn more of the billing
procedure and cost-related factors pertaining to freight forwarding. Other professional skills that

I acquired included email communication, record keeping, time management and teamwork.

The internship in general has helped me close the gap between the knowledge gained in theory

and the actual business practice as well as boost my confidence in work environment.
1.3.3 Issues and Challenges that were encountered in the Internship

My first days of the internship have been associated with certain challenges in learning the terms
of freight forwarding and operational processes because the business sphere is connected with
complicated machines and documents and organizing the work with various participants. I also
discovered that most of the processes were either done manually or via distributed systems that
included e-mails and spreadsheets which at times made the process of tracking information

time-consuming.

At times, interaction among departments was delayed, thus creating confusion between
departments in terms of shipment status or documentation change. It was also not easy to handle
several tasks at a time particularly when the shipments were busy. Nevertheless, over time, those
challenges diminished, and I got acquainted with the working process and became more

experienced.
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1.3.4 Future Internship Recommendations to the Company

According to my experience as an intern in the company, I would advise the company to offer a
short orientation program to future interns to enable them grasp the processes and documents that
freight forwarding requires at the start of the internship. The responsibility allocation system
should also be made more formalized with the help of which the interns would be able to cope

with the responsibilities.

Also, the use of integrated information systems to track the shipments and documentation may
be increased to enhance operational efficiency and decreased human workload. Allowing the
interns to either experience or work in various departments may also benefit their learning

process and may instill additional value to the intern and the organization.

Chapter 2: Organization Part

2.1 Introduction

This chapter presents an analytical review of N. Haider & Co. (Pvt.) Ltd., the institution in which
the internship was done. This chapter is aimed at discussing the general operations of the
company, how the company is managed, how the information system is used, and where the
company is located in the industry. These aspects should be understood in order to put into
perspective the internship experience as well as to reflect the academic knowledge in real world

organizational practices in the freight forwarding and logistics industry.

N. Haider & Co. (Pvt.) Ltd. is a small privately owned freight forwarding company based in
Bangladesh, which is headed by offices in Dhaka and chittagong. The company has been
involved in freight forwarding, clearing of the custom as well as logistics services and deals with
both importations and exportations. It employs several transport capacities such as air, sea and

road transportation depending on the needs of clients and the nature of shipments.
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2.1.1 Objectives of the Study
The main points of this chapter are:

e To give a summary of the organizational structure and the operations of N. Haider and
Co. (Pvt.) Ltd.

e To examine the management, the operational, and the information system practices of the
company.

e To investigate the way the organization operates the freight forwarding and the customs
clearance.

e To reflect on the organizational practices in relation to theoretical concepts learned in the

BBA program.
2.1.2 Scope of the Study

The given study is restricted to the inner workings and daily activities of N. Haider & Co. (Pvt.)
Ltd. The evaluation concentrates on freight forwarding, custom clearing operation, coordination

of logistics and information system application in the day-to-day running of the business.

The work does not include the analysis of external stakeholders in details and in-depth financial

disclosures that were available at the internship period.
2.1.3 Methodology of the Study

The study is descriptive and qualitative in nature with the main source having been the field

experience in the internship. Primary and secondary sources were used in gathering information.

The observation was collected and interviews were conducted with employees in a casual

manner as the main data collection techniques.

Internal company documents, websites, and other pertinent academic resources on freight
forwarding, logistics, and management information systems were identified as a source of

secondary data.
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2.1.4 Significance of the Study

The study is important because it looks at the operations of a small freight forwarding company
within a logistics competitive environment. It brings out practical challenges organizations
encounter, especially when it comes to the coordination of their operations and information

management.

Also, the study is useful in bridging the gap between theoretical knowledge, particularly in the
areas of Management Information Systems and Finance and the business applications. It can also
be applicable to other future interns, management decision-making, and system improvement

efforts.
2.1.5 Limitations of the Study

The study has some limitations. The information with detailed financial data and strategic
decision-making was unavailable because of to the issue of confidentiality. Also, the internship
was not long-term, only four months, which constrained the possibility to track any long-term

operation or strategy shifts in the organization.

In addition, the results are based on the observations of one organization and might not be a

complete reflection of the practice of the freight forwarding industry as a whole.
2.1.6 Overview of Operational and Information System Context

The Excel spreadsheets, the Email communication, WhatsApp, and WeChat (with the Chinese
clients) are the primary tools of the operation coordination and information exchange at N.
Haider and Co. (Pvt.) Ltd. The billing and accounting are performed using the Tally software.
Though this enables the running of day to day operations, the lack of an inclusive system
provides an opportunity of an efficiency improvement which is further elaborated in the later

chapters of this report.
2.2 Overview of the Company

N. Haider and Co. (Pvt.) Ltd. is a private firm that is well established and involved in freight

forwarding, clearing of customs and logistics in Bangladesh. It was established in 1990 by Mr.
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Nizam Uddin Haider who also remains the founder and the only director of the company. The
company has over the years, established a great reputation in offering dependable and holistic

logistics services to its clients based on their needs.

The business firm is focused on the international freight forwarding (air, sea, and road), customs
clearance, logistical support, multimodal, warehousing and door to door delivery services. N.
Haider and Co. (Pvt.) Ltd. has decades of experience in the industry, which makes it one of the
end-to-end logistics service providers that focus on the reliability of operations provided,

operation prevention planning, and real-time problem solving.

N. Haider and Co. (Pvt.) Ltd. has its offices in Dhaka and Chittagong, which allows handling the
shipments in the main business and port destinations in Bangladesh efficiently. The company
deals with import and export shipments, and it has a wide range of clients consisting of local
business, international trading partners, and international suppliers, especially those in China. In
order to facilitate foreign interaction, the company regularly resorts to using such tools as email

and WeChat, in addition to traditional coordination techniques.

Being a licensed Customs Clearing and Forwarding (C&F) Agent, the company is a member of
the Dhaka Custom Agent Association (DCAA), and has valid customs licenses over several
customs points, one of which includes Dhaka Airport Customs, ICD Kamalapur, DEPZ, AEPZ,
Mongla Customs, Chittagong Custom House, and Benapole Land Customs. This extensive
business reach gives the company the opportunity to offer effective clearance services in major

entry and exit points in the country.

It has a workforce of over 20 people with the organization divided into a number of functional
departments. The key departments are the Director office, the account department, freight
forwarding team and the logistics and field operations team. Although administrative and
documentation is done internally, the logistics and field teams are actively engaged in custom
clearance, port coordination and moving of shipments, to adequately facilitate the operations in a

smooth manner.

One of the company strong points of N. Haider and Co. (Pvt.) Ltd. is that it is customer oriented.

Instead of providing the standardized services, the company focuses on the individual logistics
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needs of each client and intends to develop tailor-made freight forwarding services. Freight
security, cargo insurance, compliance, and risk management are other things that are prioritized

by the company, which make its supply chain reliable.

Its experience in operations, association with the industry and its dedication to the quality of
services have made N. Haider and Co. (Pvt.) Ltd. a reliable logistics partner in the competitive

freight forwarding sector of Bangladesh.
2.3 Management Practices

The management practices of N. Haider and Co. (Pvt.) Ltd. portray the features of a small
privately held organization in the field of logistics where leadership is the core element in
operational performance and decision making. This general management style is largely because

of close participation of the company director in the daily operations.
2.3.1 Leadership Style

The leadership applied at N. Haider and Co. (Pvt.) Ltd. may be termed as hands-on centralized
leadership style. The director is in close contact with everyday operations, attentively watching
freight forwarding operations, clearing of the customs and coordination of clients. This type of
leadership is similar to participative but authoritative model where directions are given at all

times but the ultimate power is centralized.

This close interaction makes it possible to make decisions fast and monitor the quality of the
services closely, which can be especially useful in the freight forwarding industry where time
and precision are major concerns. Nevertheless, this centralized form also puts much weight of

the operation on the director.
2.3.2 Decision-Making Process

Making decisions in the organization is more or less centralized and most of the operation and
strategic decisions are made by the director himself. This brings in uniformity in the business
direction and minimises wastage of time in handling urgent business issues like shipment, the

clearance of customs and solving of problems of the clients.
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Although centralizing decision-making might reduce the level of employee autonomy, it has
been effective in this organization given the vast experience that the director has in the industry

and the direct control of the operations.
2.3.3 Human Resource Practices

The human resource practices of N. Haider and Co. (Pvt.) Ltd. are very informal and experience-
oriented. The recruitment is done mainly by referral and informal interviews, and the effort is put
on recruiting members with the relevant industry experience or those who have the practical

knowledge in the field of freight forwarding and the processes involved in custom.

The training of employees is mainly done through on the job training where new employees are
trained by observing senior employees and are involved in the day to day operations within the
organization. This is the quickest way in which employees can be exposed to the practical side of

the job, though it does not have a training system.
2.3.4 Performance monitoring and coordination

Direct supervision and daily reporting of work are used as the means of monitoring employee
performance. Task completion, shipment and documentation accuracy are also regularly checked
by supervisors and the director. This strict control brings about accountability and reduces

mistakes in operations that usually occur in freight forwarding activities.

The communication between the freight forwarding, logistics, and the accounts functions is

smooth and achieved daily by the coordination of the functions between the departments.
2.3.5 Work Culture and Organization Environment

The work environment at N. Haider and Co. (Pvt.) Ltd. can be outlined to be work environment,
which is professional, flexible, and responsibility based. The employees are expected to cope
with their duties on their own and be accountable to their duties. There is flexibility in the work
arrangement when needed such as when there is high workload, although the performance

expectations are well set.
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All in all, it is possible to note that the management practices contribute to the operational
efficiency and reliability that is vital in the logistics and freight forwarding sector in terms of

keeping the clients trusting the business.

2.4 Marketing Practices

N. Haider and Co. (Pvt.) Ltd. lacks formal and well-organized marketing department as in the
case of large multinational logistics companies. Rather, marketing is done in a less formal and
relationship-oriented fashion. Human Resources department is partially involved in coordination,
and specific marketing executive in the freight forwarding department helps in communicating
with clients and business development. This strategy indicates the size of the company and years

of experience using personal contacts and relationships in the business.
2.4.1 Marketing Strategy

The company adheres mostly to the Relationship-based marketing approach that does not
emphasise promotion but the long-time associations with the current customers. Majority of the
business is earned via repeat customers, personal contacts, referrals and foreign agents. The most
popular promotional method is email marketing, in which the company often sends professional
emails to the potential and existing clients in various countries in order to advertise its freight

forwarding services.
2.4.2 Target Customers
N. Haider and Co. (Pvt.) Ltd. have the following target customers:

e Importers and exporters

e SME trading enterprises.

e [Large corporate clients

e (lothing and production firms.

e Both Chinese and other Asian supply chain companies and agents overseas.

The company works both locally and internationally dealing with importation as well as

exportation of shipments by air, sea and road transport.
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2.4.3 Marketing Channels
The key marketing media that are used by the company are:

e E-mailing with clients, suppliers and foreign partners.

e Face to face meetings and paying visits to clients which build trust and long term
business relationships.

e Associations and networks of industries including the groups of freight forwarders and
BAFFA (Bangladesh Freight Forwarders Association).

e Company Web site, where one can get some general information about the services and
the contacts.

e WhatsApp communication, such as business industry and coordination with clients.

The company is also a newcomer to the Global Logistics Alliance (GLA), an international
freight forwarding network, which links freight forwarders across the globe. Through this effort
the Managing Director and the marketing executive were present at a GLA networking event at
Bangkok where the two had a direct face to face meeting with the international logistics partners.
Such involvement produced a number of leads in business. Being an intern, I was closely
engaged in pursuing these leads, through professional emails and promotional materials, which

helped in the international business development activities.
2.4.4 Branding and Promotional Activities.

The company is not an active participant in digital advertising, social media promotion, and paid
advertising. There are also limited branding and it relies mainly on reputation, service quality,
and promotion by word-of-mouth. Lack of social media applications like Facebook or LinkedIn
means that the company has less presence in the digital realm even though it is working in a

more technological-focused logistics sector.
2.4.5 Marketing Issues and Gaps

Despite the good client base and reputation of the company in the industry, a number of gaps in

marketing were established:
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e Absence of an official marketing plan.
e Little presence on the web and no social media.
e Intensive use of personal relations and referrals.

e Little use of digital marketing to promote the brand.

By filling the existing gaps, the company may be able to reach a larger market, find new

customers, and improve its competitiveness in the freight forwarding market.
2.5 Financial Performance and Accounting Practices

The financial performance and accounting practices are also vital in the proper operation of the
freight forwarding companies because operations require constant billing, tracking of costs and
communication with other stakeholders. Since it is confidential, the company did not provide
detailed financial statements, including balance sheets and income statements. Consequently, this
part is anchored on real-life experience in the records of billing, invoices, vouchers, and data on

daily transactions watched in the course of the internship.
2.5.1 Financial Performance

N. Haider & Co. (Pvt.) Ltd. adheres to a revenue model that is shipment based where the
company earns revenue out of freight forwarding services offered to importers and exporters.
The revenue is also taken on a per-shipment basis and also by the monthly billing agreements
with regular customers. This will enable the firm to experience consistent cash flow and to deal

with the business relations on a regular basis.

The information that was scheduled to be received on a daily basis, such as the transaction data,
invoices, and billing summaries, was processed and reviewed on a regular basis throughout the
internship, and this gave some insight into the operational scale of the company. The quantity of
the shipments managed regularly shows that it is an operating business and that it has a stable
customer base. Though the analysis of financial ratios was not possible in details, the fact that the
company maintains its activity and is represented in the freight forwarding market on a long-term

basis is an indicator of appropriate financial sustainability.
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There was no publicly disclosed financial statement and access to sensitive financial information
so the advanced financial analyses of the financial statements like ratio analysis, trend analysis or
Du-Pont analysis could not be performed. Nevertheless, the fact that the company has been able
to deal with regular shipments, maintain long-term relationships with customers, and conduct
their operations without significant disruptions indicates that they have achieved the desired

financial management practices.
2.5.2 Accounting Practices

The N. Haider and Co. (Pvt.) Ltd. accounting system is supported with the help of the
combination of manual and accounting software, mostly with Tally and Microsoft Excel. Tally is
applied to record financial transactions, create invoices, and accounting records whereas Excel is

applied to support calculations, costs related to shipment, and other financial information.

The company adheres to a mixture of accrual and cash basis accounting with respect to the type
of transactions. Some of the revenues and expenditures are accrued based on the accrual process,
particularly in case of the regular customers and continued shipments, and some of the
transactions are accrued on the cash basis in case of immediate payment. This is a mix similar to

the freight forwarding companies that are small and medium.

The billing is drawn up on the basis of the shipment information which is freight, customs duties,
handling fees and service charges. In this position as an intern, I was assisting the accounting
department by assisting in the preparation of bills, organization of vouchers, and documentation
of shipments. I also liaised via email with the foreign partners and clients with billing

confirmations and documents.

In spite of the fact that the accounting practices are functional and reliable, they are highly based
on manual data entry and a variety of tools. This enhances the possibility of human error and
repetition of work. Better accuracy and efficiency might be enhanced by further integration of

accounting software and operational systems.
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2.6 The Operations Management and Information System Practices

In freight forwarding companies, operations management is a very vital activity since it entails
coordination of shipments, documentation, clearance of customs and delivery on time. In N.
Haider and Co. (Pvt.) Ltd. the operations are managed by means of both handwork and bare
minimum digitalization, which facilitates the day-to-day operations but also presents some

challenges to the operations.
2.6.1 Operational Workflow

The working process at the company is usually in an orderly way. To begin with, a customer
request is captured by email, telephone or in person. After the shipment has been confirmed, they
do booking arrangements with airlines, shipping lines or transport providers. This is
accompanied by the preparation and processing of shipment documents (invoices, packing lists,

and papers regarding customs).

Once such documentation has been done, clearance in customs is made possible by field
operations. After clearance is done, the shipment is transported by the relevant means of
transportation. Lastly, delivery coordination and preparation of billing are done on the basis of
shipment details and charges on services. The workflow is highly reliant on experience and

manual coordination despite a good understanding of it by the employees.
2.6.2 Operation of Information System.

Several fundamental tools are in use by the company in gathering, storing and disseminating

information:

e The process of shipping tracking is facilitated mostly by emails and manual record
keeping.

o The communication with clients is organized via email, WhatsApp, and phone calls.

e WhatsApp, spoken communication and emails are used to coordinate activities within the
different departments.

e The use of Tally software is done in accounting and billing processes.
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It lacks an integrated or centralized freight management system and ERP. Consequently, data is

divided among various platforms and thus, tracking and coordination is more time consuming.
2.6.3 Quality Management and Error Handling.

Manual rechecking of shipment details and documents is taken as quality control. These
documents are checked by the supervisors and senior staff. On occasions of mistakes, corrections
are done once the problem has been detected. Although this technique reduces serious errors, it

results in workload and delays particularly when there are large volumes of shipment.
2.6.4 Timetable and allocation of resources.

Verbal instructions and making decisions based on experience are the primary way of task
assignment and scheduling. There is no strict or automatic channel of distributing resources or
assigning duties. Personal judgment and previous experience are used by the employees to
handle the workload, which is effective under normal circumstances but can lead to lack of

efficiency during peak operational periods.
2.6.5 Operational Issues and MIS Implications.

The high manpower in the operations and high likelihood of human error as a result of repeated
data entry and fragmented information systems are considered the major operational problems.
The lack of an integrated MIS/ERP system restricts the real-time visibility, dependence on single

employees, and departmental slowness in the information flow.

The centralized Management Information System use could help considerably enhance the
efficiency of operations as it will decrease the amount of manual work, errors, enhance
coordination, and provide improved and faster access to information related to shipment. This
observation goes to the point of demonstrating the applicability of MIS to the increase in

operational efficiency, which is further discussed in the project section of this report.
2.7 Industry and Competitive Analysis

Freight forwarding and logistics industry is an important aspect of international trade because it

deals with transportation, documentation, and customs clearance. This industry in Bangladesh
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has expanded considerably because there is a rise in importation and exportation of goods
particularly in the areas of garments, manufacturing and trading. But it is a highly competitive

industry that is sensitive in its operations.

Porters Five Forces analysis and SWOT analysis have been used to analyze the competitive

position of N. Haider and Co. (Pvt.) Ltd.
2.7.1. Porters Five Forces Analysis
Threat of New Entrants - Moderate

The freight forwarding industry has licensing, industry knowledge and good relationship with the
customs authority and overseas agents as preconditions to entering the industry. Although the
capital requirement is not that enormous, trust and networks are established over time. Thus, a

threat of a new entry is medium.
Bargaining Power of Buyers - High

There are several freight forwarding choices available to clients in the market and in most cases,
they compare the quality of the services and the cost. Consequently, the bargaining power of

buyers is also high since they can easily change service providers.
Bargaining Power of Suppliers - Moderate

Some power is given by suppliers in terms of pricing and capacity like shipping lines, airlines
and other transport providers. Nevertheless, freight forwarders typically deal with a number of

suppliers, which averts supplier power to a certain degree.
Threat of Substitutes - Low to Moderate

Substitutes to freight forwarding services are not many, since trade between countries involves
special documents and handling of custom. Nevertheless, external freight forwarders may be

partially replaced by the large companies that possess in-house logistics teams.
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Competitive Rivalry - High

Freight forwarding sector in Bangladesh is very competitive and there exist numerous small and
medium sized companies providing the same services. The major bases of competition are

founded on price, reliability, speed, and personal relationship.
2.7.2 SWOT Analysis
Strengths

e [Large industry experience and reputation.
e Good personal contacts with clients and foreign agents.
e Knowledge on customs clearance and freight management.

e Individualized and service-oriented business.
Weaknesses

e Absence of integrated information systems.
e High reliance on manual operations.
e Otherwise poor online presence and branding.

e None of the formal marketing strategies.
Opportunities

e Increasing importation exportation in Bangladesh.
e Growing need to have trusted logistics partners.
e Possible MIS or ERP systems adoption.

e International expansion by use of international logistics networks like GLA.
Threats

e High rivalry in the freight forwarding industry.
e Competitor pressure of prices.
e Possibility of operational mistakes because of manual operations.

e Altering the customs regulations and compliance requirements.
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2.8 Summary and Conclusions

In this chapter, the overall analysis of N. Haider and Co. (Pvt.) Ltd. was conducted through the
company organizational structure, management practices, marketing approach, financial
practices, accounting practices, the operations management and industry position. The
organization is a small and experienced freight forwarding organization that has been operating
in the industry with a high dependency on personal liaisons, manual coordination, and practical

knowledge in the industry.

The company has been able to ensure the continuity of client relationships and operational
sustainability in the long-term, but a number of limitations were found, especially the capabilities
of the information systems, marketing strategy and operational integration. Lack of a centralized
MIS or ERP has led to manual workloads, delays in information and a high possibility of human
error. Such results underscore the need to adopt modern information system in order to increase

efficiency and competitiveness.
2.9 Recommendations and Implications
According to the analysis, the following recommendations are possible:

e Begin using an integrated Management Information System (MIS) or freight management
software to centralize the shipment tracking, documentation and billing.

e Minimize use of manual processes in order to reduce errors and delays in operations.

e C(reate a simple online presence with the help of a professional site and social media.

e Adopt a more organized marketing approach in order to get new customers.

e Give employees basic system training to make them efficient and coordinate the system.

The application of these suggestions has the potential to enhance operational efficiency, accuracy
of information and the quality of the services drastically. These implications are relevant to the
topic of the project part of the current report that is going to analyze the role of MIS in

improving the efficiency of operations in freight forwarding.
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Chapter 3: Project Part

The Role of Management Information Systems in Enhancing Operational

Efficiency in Freight Forwarding

3.1 Introduction

Freight forwarding firms undertake sophisticated operational processes that entail handling of
shipments, documents, clearance at the customs and liaising with different parties including
clients, shipping companies, transporter as well as the customs agencies. Such activities produce
a high volume of data and information on a daily basis. This information should be well

managed to make the operations run smoothly, on time and the customers satisfied.

The operational activities in most of the freight forwarding companies, particularly those with
small and medium size operations, are still operated manually or semi-digitally through spread
sheets, emails and phone services. Although these tools can assist in simple operations, they are
also likely to cause delays, work duplication and a higher risk of human mistake. MIS can be an
important tool in enhancing operational efficiency through integrating and enhancing

coordination, and better decision-making.

The proposed project is based on the knowledge of the nature of the usage of Management
Information Systems in freight forwarding activities and how these systems may help improve

the efficiency of the operations.
Background and Problem Statement 3.1.1
Background of the Study

The freight forwarding business is an intermediary between the international buyer and the seller
in terms of transporting the goods across international borders. Activities that this industry

involves are shipment tracking, documentation processing, communication with clients and
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coordination with customs, shipping lines and transporters. Each of these activities is heavily

reliant on proper flow of information which is timely.

As the global market is expanding and competition is rising in the logistical industry, freight
forwarding firms are being compelled to offer faster, more efficient and affordable services. The
management information system is meant to facilitate these requirements by gathering,

processing, storing, and distributing information in various departments of an organization.

Nevertheless, most of the freight forwarding companies continue to use manual operations and
disjointed digital solutions, which restrain their ability to effectively conduct their operations and

be responsive.

Although the management of information is important, the following issues were realised during

the internship period:

e Absence of fully integrated Management Information System.

e High dependency on the manual process, i.e. Excel sheets, email, and verbal
communication.

e Sprinkled data on several platforms.

e Reduced working time because of duplicating of data entry.

e Departmental communication failures and communication with clients.

e Increased chances of human factor and technical delay.

These complications cut down the efficiency of operations in general and make operations costly,

which points to a better implementation of MIS in the freight forwarding operations.
Problem Statement

Although the role of Management Information Systems (MIS) is growing in improving the
operational efficiency, the existing literature is mostly concerned with large-scale logistics and
freight forwarding enterprises that apply advanced and holistic systems. These works are mainly
inclined to highlight the advantages of ERP systems, automated records and real processes

regarding the enhancement of coordination and decision-making.
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Nevertheless, small and medium-sized freight forwarding firms, especially developing nations
such as Bangladesh, have little research work. The said organizations usually have limited
technological infrastructure and the majority of their day to day functions are based on manual
processes, spreadsheets and disjointed communication tools. Because of this knowledge gap in
the literature, sufficient knowledge regarding the conditions of successful implementation of
MIS in these contexts and the operational issues that these companies have when they manage

information without integrated systems are lacking.

Thus, this study is expected to fill this research gap and offer insights into the usage of
Management Information Systems to enhance operational efficiency in a small freight

forwarding firm, basing on real-life experiences and observation.
3.1.2 Objectives of the Study
The objectives of this study are:

e To examine the role of Management Information Systems in freight forwarding
operations

e To analyze the current use of information systems in shipment tracking,
documentation, and communication

e To identify operational challenges arising from manual and fragmented systems
e To evaluate how MIS can improve operational efficiency in freight forwarding

companies.
3.1.3 Significance of the Study

The study is significant because it provides both the practical and academic contributions. From
a managerial perspective, findings of the study can help freight forwarding firms to spot areas
where operational and information systems practices provide efficiency gaps. Using
Management Information Systems, the errors and overlapping activities can be reduced, the

coordination can be increased, and the service delivery can be improved.

The study's findings show the practice of business and the theoretical aspect of Management

Information Systems. It helps to address a point which the rest of middle level or fresh
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managerial staff may find useful in the future, as well as the upgrade of systems and

improvement of practice in the freight forwarding sector.
3.1.4 Scope of the Study

This study examined the operational and information systems of a freight forwarding company.
The study is focused on the analysis of the information systems supporting shipment and

documentation processing, communication with clients and internal coordination.

This study does not include a comprehensive financial analysis or an evaluation of external
stakeholder systems such as customs authority databases or the systems of shipping lines. The

findings stem from observations and the experiences obtained during the internship period.
3.2 Literature Review

The section is a review of literature available on Management Information Systems (MIS) and
how they add value to logistics and freight forwarding activities. This review intends to learn
how MIS helps an organization to manage information, enhance efficiency, and support

day-to-day business operations.

Management Information Systems (MIS) can be defined as combined systems that help
companies to gather, store, process and distribute information in order to aid decision-making
and operational control. Laudon and Laudon opine that MIS converts raw data into information
that can be useful in the daily work processes by managers and employees. It is a union of
individuals, technology and organizational processes that collaborate to enhance business

performance.

According to DeLone & McLean (2003), MIS is important in helping the management to plan,
control and coordinate activities within an organization. It has been common in daily activities
like record keeping, reporting, communication, and performance monitoring. O’Brien and
Marakas (2011) found that MIS enhances accuracy of information, interdepartmental

communication, and makes decision-making fast and effective.

When it comes to freight forwarding and logistics, the information systems role receives even

greater significance because of the complexity of the operations, which entail shipment tracking,
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documentation, customs clearance and the communication with various stakeholders.
Christopher (2016) emphasizes that one of the areas that can contribute to supply chain
efficiency and responsiveness is its efficient flow of information. The lack of adequate
information systems can lead to delays, miscommunication and inefficiencies in logistics

operations.

Past research has established that operational performance is largely enhanced in information
systems application in logistics. Indicatively, Gunasekaran and Ngai, (2004) were able to
establish that information systems can facilitate integration of the supply chain, minimize
mistakes, and improve coordination among various stakeholders in the logistics operations. On
the same note, Helo and Szekely (2005) stressed that logistics information systems are useful in

streamlining the documentation process and enhancing general efficiency.

Moreover, Enterprise Resource Planning (ERP) systems are also popular among large logistics
organizations to combine all business operations into one platform. Monk and Wagner (2013)
claimed that ERP systems enable sharing of data in real time, decrease the rate of duplication of
work, and facilitate effective decision-making. Such systems, however, can be costly to
implement in financial terms and technologically, which is not always possible in the case of

small and medium-sized enterprises (SMEs).

Although there is a large body of literature on the MIS and ERP system in large organizations,
little studies have been conducted on small and medium-sized freight forwarding firms,
especially in a developing economy such as Bangladesh. Such organizations in most cases use
manual operations, spreadsheets and disjointed communication networks, which may cause

inefficiencies as well as operational headaches.

Thus, the given study is going to fill this research gap by examining the ways in which the use of
Management Information Systems can enhance efficiency at the operational level in a small

freight forwarding company through real-life observations and practical experience.
3.2.2 MIS Logistics and Freight Forwarding

The freight forwarding and logistics companies are busy with a lot of things simultaneously,

including tracking the shipment, handling the documents, clearing the ships at the customs and
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communicating with the clients and partners abroad. The correct and prompt information is very

crucial in all these activities.

Research indicates that logistic information systems contribute to the enhancement of tracking
shipments, minimization of errors in documentation, and enhancement of coordination between
the various departments. Work is organized faster and more efficiently when stored in a single

system and shared in a proper way.

MIS assists freight forwarding companies to organize shipment information, interact with

customers and monitor the course of operations more effectively.
3.2.3 Benefits of MIS

Management Information Systems (MIS) provide several advantages in conducting business
operations. MIS helps organizations save time and reduce manual work by automating routine
tasks and streamlining data processing. It also minimizes data duplication, thereby improving the

accuracy and consistency of information (Laudon & Laudon, 2020).

Moreover, centralizing data in a Management Information System (MIS) assists in the
improvement of inter-departmental communication and collaboration. Centralized data allows
managers to make decisions in a quicker and more efficient manner said O’Brien & Marakas
(2011). In addition, MIS decreases operational holdups and mistakes and, as a result, improves

the efficiency of business operations.

According to Christopher (2016), Information flow is a cornerstone of logistics efficiency and
for freight forwarding firms, the efficient movement of information directly enhances delivery

speed, quality of services, and customer satisfaction.
3.2.4 ERP and Integrated Systems

Enterprise Resource Planning (ERP) systems are multi-faceted information systems that
incorporate many different functions within the business, as described by Monk & Wagner
(2013). These systems help companies integrate their operations, accounting, customer
information and reporting into one system, which helps to improve coordination and data

consistency.
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The idea of ERP is to streamline the operational processes by optimizing information flow,
minimizing data duplication, and enabling real-time access to information from every
department. This incorporation helps in making better decisions and enhancing the business

processes (Laudon & Laudon, 2020).

But in small and medium freight forwarding companies, ERP system implementation is still
limited. The major reasons for this are the high implementation cost, lack of technical expertise,
and lack of ability to reap the benefits of integrated information systems as they still rely on

manual systems, according to Gunasekaran & Ngai (2004).
3.2.5 Digital Documentation

Digital documentation is the method of producing, filing, and handling documents rather than
paper. Helo & Szekely (2005) found that digital documentation systems decreases paperwork,

enhances data integrity, and increases the accessibility of data throughout the organisation.

Digital documentation is an integral part of logistics and freight forwarding processes, assisting
in reducing errors, conserving time and enhancing collaboration among various stakeholders that
handle and process shipments. This also enables one to retrieve information more quickly and

aids in effective communication.

Unfortunately many small and medium sized businesses are still using paper based or a semi
digital system but there are a lot of reasons why it is beneficial. This can impact on the

operational efficiency and can lead to delays, higher workload and increased risk of errors.

In total the findings of these studies show the significance of integrated information systems for
enhancing operational performance, but not significantly for small and medium-sized freight

forwarding companies.
3.2.6 Research Gap

According to Laudon and Laudon (2020) and Christopher (2016), literature that already exists on
Management Information Systems (MIS) and logistics operations has been focused on large

corporations that invested in complex and modular information systems like ERP and digital
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tracking systems. The papers emphasize the benefits of integration, automation and real-time

information sharing for improving operational efficiency.

But, little research is conducted on small and medium sized freight forwarding companies,
especially in developing countries such as Bangladesh. These companies are usually of limited
resources, manual processes and fragmented digital tools. But the operational issues and

application of MIS are not well researched.

So, this study will explore the potential of implementation of Management Information Systems
in a small freight forwarding firm and how more efficient use of MIS can help to increase

efficiency of operations in such organizational setting.
3.3 Methodology

This is a descriptive and qualitative study with small internal survey. This study follows a
descriptive and qualitative approach, hoping to investigate the role of Management Information

Systems in enhancing operational efficiency in freight forwarding operations.
3.3.1 Type of Study

The study is mainly qualitative, giving attention to the processes of operations and use of

systems. But a little systematic survey was done to confirm the observational results.
3.3.2 Sources of Data

Primary and secondary data were utilized.

Primary Data:

e Primary data were gathered using:

e o On the job while doing internship.

e e Involvement in the activities of operations and billing.
e e Formal meetings with employees.

® o A brief survey within the company.
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Secondary Data:

Academic articles, textbooks and online sources on the topic of MIS, ERP systems and logistics

management were used to obtain secondary data.
3.3.3 Survey Method

Ten structured questions with closed answers were given to 10 operation, accounts, marketing

and field staff. The questionnaire is available in the Appendix of this report.
The survey was aimed at knowing:

e (urrent system usage
e Operational delays
e Documentation issues

e Employees' attitude towards the implementation of MIS.
Simple percentage calculations were used as a method of analysis of responses.
3.3.4 Data Analysis Approach

Frequency and percentage were used to summarize the survey responses. These results were then
compared to the reference data compared against practical observations in establishing the

relevance of MIS in enhancement of operation efficiency.
3.4 Findings and Analysis

The main findings of the internship experience and evaluation of the impact are provided in the
given section. The Effect of Management Information Systems on the Operational Efficiency of
Freight Forwarding operations. The observation, which is carried out through direct observation,

iThe findings are based on day-to-day activities and informal discussions with the employees.
3.4.1 Survey Findings

To back up the observational findings of the internship, a structured questionnaire was given to

10 employees from operations, accounts, marketing and field departments. The survey was
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intended to gauge the utilization of the system, issues in the operation, and employee perceptions

about the role of Management Information Systems (MIS).

The results show that a large number of employees are facing operational inefficiencies because
of their reliance on manual and fragmented systems. The majority of the respondents felt that
manual processes add to the workload and delay, particularly when information is spread across
emails and messaging platforms. Documentation related problems were also cited as a common

problem, primarily due to manual processing and lack of integration between systems.

Additionally, numerous employees stated they have to log onto various platforms like e-mail and
WhatsApp to check shipment information, delaying information retrieval and impacting
coordination between departments. These results indicate the drawbacks of working without a

centralized information system.

This finding is in line with the literature, which highlights that lack of integrated information
systems results in inefficiencies, more work, and greater risk of operational mistakes (Laudon &
Laudon, 2020). Likewise, Christopher (2016) highlights that the flow of information is critical

for logistics activities and for coordinating between stakeholders.

Furthermore, 100% of the respondents reported that integration of a MIS or ERP system would
have a great impact on operational efficiency. This is consistent with earlier studies that have
shown that integrated systems typically increase coordination, decrease manual tasks, and boost

decision making as reported by Monk & Wagner (2013).

Overall, the results of the survey strongly suggest that the implementation of a centralized
Management Information System can help solve the operational problems encountered during

the internship and enhance the overall efficiency of freight forwarding operations..
3.4.2 Existing Information Systems Used

The company utilizes simple tools to operate and information management. These are Microsoft
Excel to store records, email to conduct formal communication, WhatsApp to coordinate fast and
Tally to account and bill. The freight forwarding operations do not have any centralized

information system or an integrated information system.
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Since the information is stored in several platforms, the employees may frequently be required to
consult various channels to locate shipment related information. This makes retrieval of

information very slow and more reliant on manual tracking.
3.4.3 Operational Workflow and Shipment Tracking

The system should also know where the shipment was made and operational workflow tracking

should also be provided.

Tracking of shipment is done by using old emails, manual records, WhatsApp messages, and
verbal communication. In cases where clients enquire about the shipment progress, the
employees tend to go through email chains, or verbally request other colleagues to give updates.

This is a lengthy process that relies on the memory and the experience of an individual.

Shipment information may not be available in real time all the time because of the lack of a
centralized tracking system. This sometimes leads to delays in terms of responding to queries of

the clients and putting strain on operations during the rush hours.
3.4.4 Issues in the existing practices

There were a number of issues concerning operations as noted during the internship period.
There were also problems of documentation e.g. loss of documents and late submission of
documents, which were primarily occasioned by manual operations and sporadic storage of data.
The information on the shipment is usually required to be filled in several times in various

purposes and this also adds to the work load and the possibility of error.

Delays in communication are mostly experienced during clearing of customs and when liaising
with foreign agents. Communication is not always instantaneous because of the use of emails
and messaging apps. Manual operations also enhance reliance on the experienced staffs such that

operations cannot be done without them.
3.4.5 MIS in Enhancing the efficiency of operation

A good Management Information System would go a long way in enhancing operational

efficiency. A unified system of MIS or ERP would create a single place where shipment
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information would be received, lessening manual processing, and enabling the real time

monitoring of shipments.

This type of system might enhance the inter-departmental coordination, minimize documentation
mistakes, and respond quicker to clients. All in all, MIS would be useful in facilitating the
processes, minimize workloads and improve the quality of services in a freight forwarding

process.
3.5 Summary and Conclusions

This internship report has been prepared depending on the hands-on experience at N. Haider and
Co. (Pvt.) Itd. which is a freight forwarding firm working in Bangladesh. The report
encompassed description of the organization, its management practices, marketing strategy,
financial and accounting system, operational flow and position in the industry. Moreover, the
project aspect was specifically aimed at the analysis of the contribution of Management
Information Systems (MIS) in enhancing operational effectiveness in the operation of freight

forwarding.

In Chapter 2, the organizational analysis has revealed that the company has a centralized
leadership structure and depends a lot on the experience-based decision-making. The marketing
operations are primarily a relationship based business and the financial and accounting
operations are both done using a mixture of Tally software and manual operations. Though the
company has continued to have stable operations and long term client relations, system

integration and digital transformation also have visible limitations.

As it was pointed out in Chapter 3, operational processes, including shipment tracking,
documentation, billing, and communication, are coordinated with the help of many disconnected
tools, email, Excel, WhatsApp, and verbal coordination. Though these tools enable the company
to operate, they introduce inefficiencies in the company like manual work, re-entry of

information, communication delay and human error.

These findings were further supported by internal survey that was done among the employees.

The majority of the respondents responded that manual processes cause heavy work load and that
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fragmented information systems lead to operational delays. Each of the respondents noted that an

integrated MIS or ERP system implementation would enhance operational efficiency.

All in all, the paper has reached the conclusion that on the one hand the company has an
operational structure and experience, but on the other hand, it lacks a centralized Management
Information System that will restrict the efficiency and scalability of the company. Even a simple
integrated system would help to coordinate and minimise mistakes, improve the response time

and competitive advantage in the freight forwarding market.

The internship experience has not only given practically based exposure to actual logistic
operation of a business but has also shown the relevance of theoretical MIS concepts to the

efficiency and enhancement of a business.
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3.6 Recommendations and Implications

As per the result of this study, it is possible to recommend several practical recommendations to
enhance operational efficiency by using Management Information Systems in N. Haider and Co.

(Pvt.) Ltd. better.
Installation of Integrated MIS or Basic ERP System.

The company ought to think of adopting an inbuilt Management information System or a simple
freight management software. The centralized system would enable the storage of booking,
documentation, shipment tracking, and billing information to be in a single platform. This would

save on duplication of data, lessen on the error and enhance real-time access to information.

The company does not have to invest in an elaborate and costly ERP system at once, but rather
can begin with a simple and modular system that initially deals with shipment tracking and

shipment documentation, followed by billing and reporting processes.
Digital Documentation is centralized.

Any document related to shipment must be stored in a well-organized computerized file instead
of being randomized in emails and messaging networks. The risk of lost or late documents would
be minimized with the help of centralized document management system and enhance

interdepartmental coordination.
Automation of Manual Processes.

Wherever possible, manual data entry must be reduced. Repetitive jobs like generating and
updating leadership on the status of the shipment would be automated to minimize the workload
and enhance precision. This would also reduce the reliance on the memory and the experience of

individual employees.
Better Internal Communication Framework.

The company does not have to be so dependent on verbal communication and messaging apps,

but instead, it can implement a structured internal reporting option under a system-based
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platform. This would make sure that the updated and consistent information is accessible to all

the departments.
Information system basic training on usage.

In case of introduction of a new MIS or digital system employees must be provided with basic
training so that they adapt to it smoothly. Effective training would enhance the effectiveness of

using systems and minimise resistance to change.
Enhancing the Online Presence.

Even though it has no direct impact on operations, enhancement of digital presence in terms of
professional website and social media can be helpful in the long-term growth. The increased
online presence would make the brand more noticeable, as well as attract new international

partners.
Overall Implication

The study shows that the Management Information Systems are not just helpful tools but its
important parts in enhancing the efficiency of operations in freight forwarding firms. By
implementing systematic and combined systems, the company will be able to enhance the quality
of its services, minimize the operational risk, and make sure that it will not fall behind in the

logistics business world that is constantly changing.
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Appendix A: Survey Questionnaire

Title: Survey on MIS Usage and Operational Efficiency in Freight Forwarding
Instructions: Please select the most appropriate answer based on your experience.
1. Do manual processes increase your workload?

®o Yes

e No

2. Do you experience delays due to scattered information across emails and messaging

platforms?

e Yes

e No

3. Do documentation errors occur due to manual handling?

e Frequently
e Sometimes

e Rarely

4. Do you need to check multiple platforms (email, WhatsApp, etc.) to track shipment

information?

e Yes

e No

5. Is it difficult to retrieve shipment-related information quickly?

e Yes

e No

6. Does lack of an integrated system affect coordination between departments?
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e Yes

e No

7. Do you believe manual data entry increases the chances of errors?

® Yes

e No

8. Do you think implementing an integrated MIS or ERP system would improve operational

efficiency?

® Yes

e No
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