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Business Challenge 

Integrated Management Services (IMS) was 
contracted by what is now one of the largest package 
delivery services in the nation.  At the time, the 
business was experiencing flat revenues combined 
with a lot of competition with the United States Postal 
Service (USPS) as well as from other entities.  The 
company was interested in offering additional 
products and/or services to increase revenue and 
engaged IMS to meet that objective.   
 
Understanding the Client Need 

To uncover the nature of the need, the IMS team 
interviewed a series of high level management and 
operations personnel.  From these interviews, IMS 
were able to get a full understanding of their business, 
their products and services, clients, the associated 
revenue from both and its operations.   
 
After completion of the on-site interviews, the team 
analyzed the Client’s revenue by account and by 
product and found there was a fairly significant piece 
of business coming through that was envelope sized.  
The competition in that market was USPS, unless there 
was a reasonable sense of urgency associated with the 
package and the business was willing to pay a 
premium.    The team also found that most of the 
service associated with envelope sized packages was a 
pick-up and delivery activity that had other high 
associated costs.   
 
A Unique Solution 

At the time, businesses usually had an account with a 
package delivery service for which there was a 
regularly scheduled pick up at the place of business.  If 
not, people could call and the service would pick up 
and deliver their packages.   
 
After completing the discovery, the team came up with 
the idea of issuing envelope packs and placing drop 
boxes in strategic locations for the Client’s customers 
use.  Drop boxes were placed in building lobbies, on 
street corners as well as at a variety of convenient 
places and after testing the concept, it was found that 
there was a definite willingness on the part of the end 
user to drop their packages if they had the materials  
 

 
 
provided to them.  In fact, the envelopes and 
packaging materials were provided free of charge and 
were delivered to the customers upon request.   
 
Not only did the end users benefit from convenience 
and lower cost, but it also reduced costs for IMS’ 
Client. This service made arrangements easier for 
everyone.   
 
 
 
 
 
 
 
 
 
 
 
 
 
Going Above & Beyond 

In addition to helping the Client uncover this unique 
solution, the team also helped design the name of the 
service and worked with the Client’s marketing 
department to design the packs of material for the end 
users.   The IMS team went above and beyond to 
ensure operational details were all worked out.   
 
Results 

When the service was presented as an option, it was 
heavily scrutinized and many questions were asked 
that required additional research.  Financial analysis 
identified where the revenue would likely come from, 
but the reality was that it ended up exceeding 
projections.   
 
With buy-in from senior management and the support 
that this was something the company needed to have, 
the recommendations were implemented and became 
a very successful and well orchestrated and profitable 
service.  When the Client introduced the new service 
to its customers, they experienced a major growth 
curve and began receiving more profitable revenue.  
With many refinements, the service continues to be 
profitable to this day.   


