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1. PROJECT SYNOPSIS

Project Title
Project Number

Country

The Dolphin Project
WW.95.03/05.01/B007

The Republics of Turkmenistan and Uzbekistan

Project objectivels]

Planned outputs

Project activities

Target group(s]

Project starting date

Project duration

: Wider objectives:

To establish two ,stand alone business” pilot operations in
Turkmenistan, Uzbekistan emerging from the partner companies in
the project as private companies, providing efficient road side
assistance and transport and collaborating across borders.

ific project objectives:
* To assess the actual situation on road side services, parts
availability and payment methods.
* Designing an organisational & operational concept
* and Diffusing the working principles as widely as possible through
workshops.

: The parts and services, repair markets will be made ,measurable*
and ,comparable“ through statistics and market research data and
an organisational / operational concept, including treasury
considerations will be developed and proposed to the project
consultative committee (Ministers). During the duration of the
project ca. 200 staff / Managers (and students) will participate in
workshops and dedicated training sessions.

. Data collection and dedicated market research (field interviews,
focus groups etc.) will be completed and will be synchronised with
the partners and provided in the form of documents and
computerised materials. Feasibility studies will be elaborated with
the international financing institutions (incl. EBRD) and potential
foreign partners will be introduced to participate in the future new
company operations.

: The direct beneficiaries of the project are the Ministries of Road
Transport in Turkmenistan, Uzbekistan and the transport, repair
companies involved in the project work. Indirect beneficiaries will be
national and international hauling companies operating locally and
in transit in Turkmenistan, Uzbekistan and in transit, truck, bus
manufacturers in the CIS, Europe and Asia, and the various
institutes, universities connected with Dolphin in Ashgabad and
Tashkent.

: September 15, 1995

: 12 months




2. Analysis of Project

2.1 Start Situation - Uzbekistan

The local co-ordinator was appointed during August 1995 and project work commenced in
September and October. Work is done together with and in the facilities of ,client* firms
(transport & repair companies of the Ministry of Road Transport), but also visiting other
players in the transport and service sectors. This includes franchised and non-franchised
dealers and workshops of other organisations. Most of the analysis and local editing of
data collected by the project is conducted in the office facilities provided for the Dolphin
project by the Ministry of Road Transport.

The EBRD in London and other international banks located in Tashkent (Deutsche Bank,
Berliner Bank) are being kept abreast with the development of Dolphin. They agreed to
participate in some of the workshops planned during the second quarter of 1996.
Furthermore they show interest in reviewing and contributing to the feasibility studies, for
possible investment opportunities of the planned ,stand alone business operations®.

A workshop was held on: Dolphin objectives, project work, on Exel Logistics, their
business purpose and supply chain concepts, on dealership operations, parts & service,
(lveco S.p.A.), on automotive industry aspects and a practical example concerning spare
parts logistics (BMW - UK : Exel Logistics) was given. There was great interest in the
subjects and a lively discussion with a question and answer session followed. This was
organised in the Conference room of the Ministry with 23 participants, see Annex 1.

In the ,Logistics Continuum® presented, emphasis was made on the importance of
increasing the value added content of services rendered by a logistics company, i.e.
moving from asset provision, to efficient asset operation, to management of linked supply
chain operations and integrated management. The BMW : Exel UK co-operation served
as practical example of how a logistics provider is fully integrated into the parts
replenishment system of a motor manufacturer, starting from monthly stock order
deliveries at predetermined dates, to the vehicle off road (VOR) daily emergency order
service with automatic dealer entry and delivery to unmanned dealerships at night.

This workshop emphasised that the training modules foreseen in Modules B, C and B/C 1
- Transport & Automotive, After Sales Management - will have to give a wide overview on
the subject, but at the same time, will enable the presenters to impart the key elements of
an operational set-up for basic automotive transport management.

This issue was discussed with Minister L. Akhmetov when reviewing the subjects and
methodology of a symposium / workshop to be held in Uzbekistan during May 1996.






2.1 Start Situation - Turkmenistan

A ,Kick off* was organised in Ashgabad during September 1995 and the search for a
suitable candidate for the local project co-ordination commenced. Together with Minister
S. Rakhmanov this local co-ordinator was identified and appointed during October.

The main focus was on project objectives, methodology and timing with the lead partners
in the transport and the repair / maintenance companies. We commenced work on task
package A1. In order to familiarise him with Dolphin, the local co-ordinator of
Turkmenistan participated at a working session in Uzbekistan (11/95) where he was
introduced to the Uzbek local co-ordinator and the Uzbek team. It was ensured that
synergies will be achieved through smooth collaboration between the two teams.

Various plants and workshops of the repair & maintenance organisation under the Ministry
of Road Transport were visited together with European team members of NFC / Exel
Logistics and Iveco. Contacts were established with the Institute of Transport, especially
with regard to the planned symposium / workshop with Henley-Management-College
during June 1996.

The Dolphin project attracted the interest of the Turkmen press and on September 25,
1995, ,Turkmenistan News Weekly® published an interview under ‘International
Cooperation’, see Annex 3.

2.2 Main Issues which will be addressed by the project

* The main concern is the low level of activities in both the transport and the repair / parts
sectors. All repair plants visited face a drastic reduction in outputs; e.g. one repair plant
for ZIL and GAZ trucks, LAZ and PAZ buses used to employ 800 people on 3 shifts with
an output of 1,500 engines per month. Today this shrunk to 250 people, single shift and
125 engines per month.

* Many spare parts are not available, simply because companies do not have the cash to
import and pay for them and the inflation in Russia (ca. 6,400 % in 5 years) makes
them less affordable each year. Meanwhile Russian spares are considered to be more
costly than Western or Japanese products.

* There is also a breakdown in frading arrangements. Previously for instance
Uzavtosozlash had 48 trading agreements with Russian spares companies, but most
have been cancelled now. This is severe since ca. 60 % of their requirements for
spares can only be replenished from Russia.

* Another problem is that Russian and Belorusan suppliers will not accept the local
currencies (Manat, Som).

* Whilst transit and transport arrangements between the Russian Federation and Central
Asian Republics seem to work without major problems, some concern was quoted with
regard to transport through Iran. Different axle ratios / weights were reported to have
caused the Iranian authorities to impose a maximum speed below 40 km/h for trucks in
transit. There were also reports that cabotage was not allowed causing trucks to return
empty loaded.



* When reviewing AOC’s (annual operating costs) of the running truck fleets major
differences in defining AOCs were unearthed. The indication was that depreciation for
transport assets and relevant financing charges and taxes were not included in the
equation. This would partially explain the low running cost for the given sample models.

* One major problem encountered is to identify reliable statistics on unit break downs
along the major trucking routes in Turkmenistan and Uzbekistan. We are investigating
now as to whether traffic police or other authorities do keep records of broken down
units. In case these were caused by or involved in accidents some data may be
available. Since it appears that at best only some limited data may be found on this
basis, we now plan field research through interviews with drivers, truck operators.
Interviews will be conducted at the main trucking routes, at customs and final
destinations of loads. Obviously there is no ‘patrolling’ of the trucking routes by
organisations comparable with the automotive associations in Europe (RAC, ACI,
ADAC, etc.).

* The availability of new and re-moulded tyres is a major problem, ranking closely behind
the non-availability of spare parts and batteries. We have visited one each plant for the
re-moulding of car / truck tyres in Asghabad and Tashkent - upon the special requests
by the Ministers. Re-moulds are 30 % of the cost of a new tyre. This problem will be
addressed in the project planning section.

2.3 Situation of local operators
Uzbekistan
Uzavtotrans Corporation - (Ministry of Road Transport)

Vehicle Running Fleet as per November 1995

Vehicle Type Make/Model Park Nov. 1995
passenger cars GAZ-24 VOLGA 4.150
MOSKWITCH 104
TOFASH-DOGAN taxi 619
sub total 4,873
commercials ZIL 8.159
KAMAZ 3.863
MAZ 4.106
GAZ 1.694
UAZ 4.131
KRAZ 4,675
sub total 26.628
buses IKARUS 1.543
PAZ-672 4.945
LAZ-695 4.700
LIAZ-677 219



KAVZ-685 661

DAEWOO )
MERCEDES) 1.861
KAROSA )
The total park for three foreign models is 1.861 units
sub total 13.929
Total Fleet 45.430

Principal Truck Fleets are:

No Name, location >3,56 Makes No of
tons units
1 |Central Asian Trans, CAT 200 |Mercedes trucks, 200
joint-venture of Ministry of Foreign + 3 axle Semitrailers
Economical Relations & Operator / DB
2 |Uzintrans, Ministry of Road 193 | Super MAZ trucks, 193
Transport + 3 axle Semitrailers
(KAMAZ / Mercedes)
3 |Uzmeshtrans, Ministry of Road 80 KAMAZ 80
Transport GAZ
MAZ

The characteristics of the principal fleets can be described as follows:
Central Asian Trans (CAT)

The company was created in 1993 as joint venture between the Ministry of Foreign
Economical Relations and Mercedes. The fleet is operating 200 Mercedes units with 3
axle Semitrailers. The carrying capacity is up to 35,000 kg per unit.

Uzmeshtrans

The company was created in 1993 and is owned by the Ministry of Road Transport.
Uzmeshtrans operates within Uzbekistan and the Central Asian Republics.

The fleet is a mix of KAMAZ, GAZ and MAZ of 5 - 20,000 kg loading capacity. The
majority of the fleet are rigids. Uzmeshtrans operate 80 units.

Uzintrans:

This company began operation in 1989. It is a subsidiary of the Uzbek State Joint Stock
Corporation of Motor Transport (Ministry of Road Transport). The company intends to turn
private in the near future. Uzintrans have two joint - venture transport firms with Russian /
Austrian and Afghan partners. In total 50 KAMAZ and 40 SUPERMAZ are allocated to
these joint - ventures.



Their normal fleet consists of 118 SUPERMAZ, 50 KAMAZ, 25 Mercedes 1925s and 128
trailers (12m). The Mercedes equipment is on lease.

Their truck utilisation was assessed as follows:

Vehicles on road 60 %
Vehicles off-road - due to lack of work 30 %
Vehicles off-road - due to lack of spares 10 %
100 %
A report on Uzintrans is provided in the Annex 5.
Cargo tariffs:
Fleet operator Tariffs in US $
Central Asian Trans within CIS Republics $ 1.50 /km
outside CIS $ 2.00 /km
Uzintrans within CIS Republics $0.70 /km
outside CIS $ 1.50 /km
Uzmesthrans Within Uzbekistan Som 25 /km
outside Uzekistan $ 0.70 /km

Note: $/km truck / artic / trailer combination

Before a transport operation will be executed, it is normal practice for the transporting
company to ask for a downpayment or an advance. In the case of a local client or a joint-
venture company with local and foreign partners, a downpayment of 15 % of the total
transport costs will be required. But if a 100 % foreign company is placing a transport
order, they will have to arrange a 100 % advance payment.

Uzavtosozlash - and other Repair Companies under the Ministry of Road Transport

There are 11 repair companies of the Ministry of Road Transport mainly specialising in
trucks produced in the FSU, 8 of which are operating under the name of Uzavtosozlash.

A detailed report is enclosed in Annex 4. Uzavtosozlash also produces over 600 individual
parts, 50 % are engine components. Their turn-over (figures are being reviewed) seem
low - in general their customers lack the cash to pay for repairs and to acquire parts.
However, their joint-venture with Koc of Turkey for Tofas/Fiat cars / taxis and commercial
vehicles (Iveco) is working and the parts, service and new unit sales operations may
already be considered to function well. There is also a tyre re-moulding plant (factory
number 9) within the organisation of the Ministry.

Turkmenistan

There are 1385 companies in Turkmenistan, having commercial vehicles ( on 01.01.95).
1137 companies have trucks, including pick-ups. 569 companies own between 1 to 9
trucks, 280 have between 10 to 24 trucks, 245 - from 25 to 49, 145 - from 50 to 99, 146 -
from 100 and more.



56 transport companies and two joint ventures ,Intertrans” ( Turkmenistan, Switzerland),
,intrans“ ( Turkmenistan, Lebanon ) belong to the Ministry of Road Transport.

Haulages are carried out by 13 transport companies, transport corporation Ashgabad,
transport corporation , Turkmenvneshtrans* and two joint ventures. ,Turkmenvneshtrans*
has subsidiaries in Chardzhov, Mary, Dashkhovuz, Turkmenbashi.

Besides, 25 transport companies are mixed. 16 of them have buses, trucks, taxies. 9 of
the companies have trucks and taxis. 14 transport companies are members of the
Turkmen Association of International Hauliers.

Within the Ministry of Road Transport two repair plants are operated. One in Ashgabad
and one in Chardzhov. They offer a wide range of services, including engine repair and
major overhauling, body work as well as tyre re-moulding.

Units in operation - Uzbekistan

In 1992 the sales of cars (6,602 units) collapsed and the period of replacement moved out
to over 130 years (registrations: 863,500 versus 6,602). To hold the current car park and
retain a twelve year replacement life of vehicles, the annual sales level to fulfil a self-
replacement policy would be some 60,000 units per annum for cars. Annex 6 - units in
operation, cars, trucks, buses, agricultural tractors refers.

In the case of the 1,150 million commercial units in operation (trucks, buses, own account,
3" party transporters), a twelve year replacement cycle would support a market of 96,000
units per year, simply to retain the current fleet profile; even allowing for enhanced unit
operational effectiveness the true sales per annum are likely to be significantly greater
than this figure. The split of practically the same car : truck mix is a typical characteristic of
a developing market.

Certainly, these replacement volumes cannot be envisaged for the next few years.
However, developments in the automotive market and preparations which are being made
to commence local production of vehicles and to achieve a local content on components
are already evident and advanced.

The decrease in units in operation between 1990 / 1992 and 1994 seems to have halted
as well. The car population increased slightly by 1 % during the November 94 - 95 period.
Imports of trucks for Government fleets tripled in 1995 versus the previous year and
privately owned trucks nearly doubled from 1994 to 1995, albeit from a small park of 531
to 1011 units.

It is also encouraging to see buses owned by private companies nearly doubling in the
same period. There is as yet, no established vehicle contract hire & leasing industry,
however, Mercedes and Iveco are willing to underwrite or arrange leasing deals for blue
chip - mostly Government - operators. Daily rental is not so evident, but at some of the
major hotels cars may be rented with a driver as well. During the research work we found
that some independent franchised dealers do offer daily car rental - this is new and was
not experienced in our 1994/95 market research. Visits to privately owned new vehicle
sales and parts businesses also suggest that the market economy is commencing.

9



Units in operation - Turkmenistan

In Turkmenistan during December 1995 ca. 58,000 trucks were registered, 7,000 buses
and 230,000 cars. See Annex 7.

3. Project Planning
3.1. Plan of Operations - Approach

As with all developing markets it has proved difficult to obtain accurate and verifiable data
and various methods and sources are being used for data collection. Finalising Module A
is expected by the end of January 1996.

With Module B and C we will concentrate on the analysis of possible changes and
whether, why and how the environment (,client companies in Dolphin“ and Authorities)
would look at or consent to the introduction of a new (customer oriented) approach in after
sale services and transport.

In order to achieve the overall objective of creating two ,stand alone business pilot
operations® in Turkmenistan and Uzbekistan, we must concentrate on ,achievable cash
flow models®, rather than on introducing ,state of the art logistical systems“. There is no
logistics with ‘empty shelves’.

The key issue will be to overcome the vicious circle of;

- lack of cash does not allow transport companies to pay for parts & service,
- causing extremely low turn - over of parts stocks and utilisation of
workshop facilities in the repair plants.

- Viewed against:

- signs that measurements taken by the governments already commence to bear
fruit in the local economies.

- offering affordable services at strategic locations, reliably and to attract
those who need and can pay for it.

Cash flow, for the ,stand alone business operation” may thus be caused by / derived from:

- increased market demand and slowly stabilising economies

- catering for actual needs with competitive products and services
where / when they are required

- comprehensive offer at strategic locations, ,one stop shopping“

- 24 hours emergency service, reachable via mobile phone system

- strategic alliances with major European and CIS manufacturers,
multi franchised service points

- attracting foreign and national trucks, from refuelling, lubricants,
maintenance, repair, tyres, motel, trade facilities and customs clearance,
secured parking, 24 hour service, to communications and credit cards.

- converting earned local currency into US $ to repay international credits
may become a facility for a project supporting the local infrastructure.

10



Therefore, work on Modules B / C2 - Commercial Opportunities will have to be advanced
from month 9 to month 5. Additional information on best business practice has to be
acquired; there are successful examples like the experience made by the Koc / Fiat /
Iveco joint-ventures with foreign partners.

Equally, review on Modules B / C3 Treasury, Capital Needs - is intended to be started
during month 6.

3.2 Building two Pilot Business Operations
3.2.1. Background

The Dolphin Project is providing technical assistance for improving road side services,
spare parts procurement and distribution in Turkmenistan and Uzbekistan.

Its aim is to establish two ,stand-alone business“ pilot operations in each country,
demonstrating to Tacis and other TRACECA transport operators a system of road side
services, including parts and payment facilities corresponding with project objectives.

The partner companies involved in the Dolphin Project are the Ministries of Road
Transport in Tashkent and Ashgabad. They control sizeable fleets, mainly as third party
hauliers. They are in competition with other fleets including an increasing sector of private
transporters. There is an enormous and growing through traffic in both countries operating
from various CIS Republics, the regional countries and Turkey, plus transport firms from
the European Union who operate either directly, or through joint - venture partnerships.

The nature of services to be rendered through the pilot business operations and the
potential clients benefiting from these, need definition. Ideally, such activities should
provide a comprehensive offer of essential services to the widest range of transporters,
i.e. national and international operators.

At the same time a market economy type of business operations should be envisaged,
serving as testimonial for future privatisation schemes.

Finally the collaboration between the two partner countries should be enhanced for
economical and practical reasons.

These points have been taken into consideration in the two projects described in this
document, namely:

. a ‘one - stop’ parts & 24-hours service operation - ,Caravanserai“ and

. assistance in improving the availability of tyres and tyre re-moulding.
It has been agreed with the Ministries of Road Transport in Turkmenistan and Uzbekistan
that the feasibility of these projects will be analysed. They have also been discussed with

the EBRD in London and other European banks (12/95) who requested to be informed on
their status as from an early stage.
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With a separate report we have appraised the EBRD of the intentions of the Dolphin
Project, the envisaged pilot business operations, leading to the preparation of financial
proposals.

A time table for individual actions is provided in the document.

3.2.2 ‘One stop’ parts and 24 hours service operations - Caravanserai

The truck transport business is a cash intensive one with a high capital cost investment,
operational expense - fuel, maintenance, insurance, tyres and people - all to be paid,
before one gets revenue from the use of the assets. The more comprehensive and
competitive support services along the main trucking routes are, the more favourable will
operational conditions become for hauliers and the international trade.

There are opportunities for both north - south and east - west through flows and as the
final report on ‘Central Asia’s transport strategy’ (BCEOM/EBRD) indicates, significant
levels of opportunities may be reached in a few years provided adequate investments are
made to upgrade transport systems and an effective co-ordination is established between
the partners on the trade routes (p.5, executive summary BCEOM/EBRD 4/95).

The business purpose for the Caravanserai is to help transporters to protect their heavy
investment, to reduce their cost of operation and risk of being stranded and un-helped for
days or weeks and their loads exposed or destroyed.

Overall purpose

The main objective of a Caravanserai is to increase the production time available to
transporters and to reduce time lost through unforeseen events.

With a piece of factory equipment it would be simple to estimate the cost of unproductive
time. However, with a commercial vehicle, the picture is more complex as it may break
down far away from base requiring considerable time in rescuing or towing, in the
provision of spares, workshop facilities and payment arrangements.

A simple equation can be applied

Total production time - Total working days Time off road
available a year a year caused by repair
& maintenance

The Caravanserai will:

- Help to increase productive time, - it will do emergency repair, preventive &
routine maintenance during scheduled rest or waiting time - supported by
parts availability.

- Support Belarusan, Russian and other CIS Republics’, European’ and other
truck makes.

12



Caravanserai
Traditional Definition:

A safe place to replenish water and food, to relax and renew strength in order to continue
a strenuous and time consuming voyage.

Modern Definition:

Traditional definition plus availability of all modern technical support, communications and
payment facilities.

Potential Clientéle

Whilst the Caravanserai will focus mainly on the TIR operator and the national haulage
companies, for creating a sound cash flow basis, it must also cater for car and light
commercial vehicle traffic plus bus and tour operators including those who operate
between the various CIS Republics.

In November 1995 nearly one milion of commercial vehicles were registered in
Uzbekistan of which 350,000 were over 8 ton payload. Bus registration in the same period
amounted to 170,000 units and passenger cars to 710,000. See Annex 6.

In Turkmenistan during December 1995 ca 58,000 trucks, 7,000 buses and 230,000 cars
were registered. See Annex 7.
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In order to measure the needs of truck operators in Turkmenistan, Uzbekistan and
international through traffic a major data collection exercise will be completed during the
first quarter 1996 with the following objectives:

Automotive & Transport Industry Market Research
Truck Driver Questionnaire

Purpose:

1. Type of goods transported, routes taken, driver profiles, transport companies, vehicles,
makes & trailers used, out- / in-going loads (cabotage), duration of journeys, departure,
arrival points, distances.

2. Incidents:_ breakdown events, details of causes, repair facilities used, payment
arrangements, ,last breakdown* information.

3. Organisational & communication problems: accommodation during lengthy trips,
service expectations, logistical needs, technical priorities, secured parking and
communications.

Turkmenistan

Data collection will be done at the major customs points for trucks entering Turkmenistan.
Drivers will be asked kindly to spare 15 - 30 minutes to complete a questionnaire. The
officials - officers from the Technical Inspection Department within the Ministry of Road
Transport - will advise drivers that the purpose of the questionnaire is to understand their
needs so as to consider these in the medium / long term planning of facilities and
customer oriented services and trade facilitation.

The Technical Inspection Department’s normal duty is to collect road tax to ensure that
weight and dimensional regulations / standards are observed and to review vehicle
emission and oil / diesel leakages, affecting the environment.

There will be sufficient time for drivers to complete the questionnaire - before, in between
or after customs clearance.

Questionnaires will be in Russian, Turkish, Farsi and English.

With 6000 - 7000 foreign trucks entering Turkmenistan every month (Ministry of Road
Transport), we expect to have completed > 500 questionnaires by March 15, and a final
report issued on April 15, 1996.

Uzbekistan

Similar arrangements will be undertaken together with the Ministry of Road Transport in
Tashkent, Uzbekistan. This will involve ca. 20 staff posted at different customs points,
explaining the purpose of the research and kindly asking drivers to complete the forms so
that in future their needs may be well considered in infrastructural planning (caravanserais
on TRACECA routes etc.).

Sample questionnaires are shown in Annex 8.

14



Selection of Services & Products to be offered in the Caravanserai:

* Sleeping - undisturbed - at any time of the day - prices per 8 hours (cheaper
than daily hotel rates)

Cleaning / Washing / WC

Booking in advance + reservation guarantee

Good quality, inexpensive food - catering for all tastes and beliefs

.Les Routiers* style + for local guests (business & private)

Recreation facilities

Spiritual aid for Moslems, Christians, Jews and others (small Mosque,  Chapel)
Safe parking - ( reservation service)

Customs clearance + support

Warehousing

Cross - border co-operation + cabotage facilities

Central Trailer Hub - trailers / semi trailers arriving from one country will be
received, customs cleared and transported to final national destination by host
country transporters (Turkmenistan, Uzbekistan).

Preventive Maintenance

Emergency Repair - 24 hours plus Motorway patrol on defined routes / distances
and connected with the Caravanserai - mobile phone

Spare Parts - Dedicated & Univeral Parts

Quick-fit - repair facilities

Car Wash

Credit cards & Banking facilities

Fleet arrangements for repair - i.e. on national levels - ( Turkmenistan,
Uzbekistan, Russia, Europe, Turkey, etc) and on fleet level

Rental units

Bus station - overland, cross border and urban

Tyres - new and re-moulds

Food replenishment - shop

Diesel, gasoline, lubricants

Kiosk, papers, magazines, books, postcards

Post office
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This list of potential services could be regarded a comprehensive offer to transporters. It
must be understood, however, that the final selection of services and products will be
made together with the partners in the Dolphin Project. Marketing research, traffic flow
data and cash flow models will also be reviewed before a decision will be made. It could
be envisaged that during its initial phase of operation the Caravanserai will offer a
selection of the most needed services, but will expand these as business grows.
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Pilot Project Caravanserai

Services for Transporters - Present Situation

Un - coordinated, non - customer friendly, scattered services:

Present Situation

There are no ‘one-stop’ parts, service & repair offerers in the market. Instead of obtaining

multiple services in one stop, various stops have to be undertaken at a loss of time and
extra mileage.

A Auxiliary Emergency Customs
Equipment Service Clearance
Repair Tyres
(-
-
el
&
—— Service Trailer
a Tools Diesel Repair Communicationg
E iese
-h_‘
Safe
Parking |
Towing
Parts Lubricants
1 2 3 4 5

geographical location

New development - Dealer Networks

Franchised dealer organisations for specific makes commence operations in
Central Asia, but they concentrate on specific makes of cars, light, medium,
heavy trucks. It will take considerable time until any make will have a dealer
network to cover satisfactorily the huge territories of Turkmenistan and
Uzbekistan.
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Caravanserai

Distinctively different ,One - stop” parts & 24 hours service, introduction of soft sell
approach

Caravanserai Turkmenistan

Tyres
Safe parking Universal
parts
including
Quick-fit
Repair
Make Parts
dedicated

~

Emergency - 24 hours Service / En Route Reservation Service

One Concept
One Management Diesel /
Maintenance Market oriented, with lubricants
Service Foreign Partners
Food &
Warehousing Replenishment
Motel /
Recreation
Customs 7] Tele-
Cle communications
arance Credit card
& banking
24 hour Rescue, Towing, Repair Operations

Caravanserai Uzbekistan

— Connected with franchised dealer network

— Replacement vehicle service including Rental

— Central Trailer Hub - Co-operation between Turkmenistan, Uzbekistan transport
companies: artic / trailers arriving from Uzbekistan transporting goods to




Turkmenistan pass on trailer to Turkmen transport company for national delivery
and vice - versa.

Hard Sell (Present) versus Soft Sell in automotive transport services

Soft Sell

Hard Sell

comprehensive
Services -
24 hours at

competitive prices

Scattered
un-coordinate
offerings

customer oriented
cost of operation
concerned

The Sell what is available
selling - not what is needed

B < ¥ - 0 N

Culture .
Climate Philosophy
Identity / Concept

Client Perception

The pyramid on the left shows the Hard Sell Approach, where various organisations offer
in an un - coordinated manner what is available at different geographical locations. These
services (parts & repair) do not easily reach the transporter when and where they are
required.

Irrespective of the rationale why the soft sell approach is not taken, this approach ignores
the lower part - the hidden agenda of the sales field - the customer care section - which
embraces the qualitative parts of marketing and selling - culture, ideology, market climate,
identification and empathy with the product, psychological and motivational factors
influencing the transporter. In other words, the hard sell approach takes into its orbit only a
few of the total market factors. These secondary factors are the elements of customer
care.

The second pyramid, the higher one, shows the philosophy of the soft sell, the total
package to fleets and individual hauliers and own - account operators.

We need to mention that it is not easy to take the soft sell approach for the various
companies involved in the providing of services to the transport industry in Central Asia. In
order to do this, a concept and a management system need to be installed, backed by a
financial plan.

Source: Truck Investment Planning - The Missing Link, 1986, P N C Cooke - W. E. Schubert
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Business Plan - Models

Comparisons will be made with sample models from different European concepts, e.g.

24 hour service on highways:

ACI Italy
RAC UK
ADAC Germany

and / or others
Motorway Service Areas:

AGIP Italy

U K & German Motorway Stations
Marco Polo Group, Austria

,es Routiers* Concept, France
and / or others

Existing Caravanserais or comparable models in Turkmenistan, Uzbekistan

Turkmenistan
Ashgabad / Berzengy Area alongside autoroute to Iran, a fenced area of 10 hectares
(100,000 m2) being completed during 1% quarter of 1996. Developed by an Iranian
organisation and comprising:

- Safe parking area for trucks

- Storage facilities / warehouses

- A Mosque

- Dormitory for drivers

- Two restaurants

- Telecommunications
We were told that repair facilities and spare parts have not been considered but may be
added later on. It also seemed that at least initially this Iranian initiative will cater for
Iranian transport companies and drivers only.

Ministry of Road Transport

They do offer parking and overnight facilities for truck drivers, but these are not heavily
used. This photo shows small bungalows in front of a truck parking area, which truck
drivers may rent, but no other services are offered. This location is on the M37 at a
distance of ca. 15 km from Ashgabad.

Uzbekistan:

Similar services as above are offered by the Ministry of Road Transport of Uzbekistan.
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Traffic Flows

- These will be studied and taken into consideration using EBRD research of 4/95
commissioned to Kocks Consult, D, Tecnecon, UK, Turkmenistan Road Improvement
Projects.

- We also need to identify if similar review already exist for Uzbekistan

- The data obtained will be validated by examining various sources and if necessary site
counts will be organised.

Some initial concepts for the caravanserai project have been summarised on Annex 9.

Section 3.4 ‘Working Schedule’ indicates the plan of operations for the next period.

3.2.3 Assistance in improving the availability of tyres and tyre re-moulding

The second pilot business operation which we agreed with the Ministers of Road
Transport to review is the availability of tyres and potential technical and marketing
assistance for the tyre re-moulding plants supervised by the Ministers.

Tyres versus other concerns of operators

An analysis done with 63 companies in Turkmenistan and private users during December
1995 identified the following problems confronting operators of transport equipment:

Nature of Large Smaller Bus Taxi Private
Problem Transport truck operators Car
Fleets  operators Users

Spare parts 100 100 93 100 100
Fuel / Diesel 100 78 47 67 82
shortage

Batteries 50 30 53 8 67
Tyres 40 33 47 33 27

(100 = all operators in this segment identified subject as problem)

The situation in the Republic of Uzbekistan is similar.

Availability of tyres

The availability of new and re-moulded tyres is a major concern in Central Asia and is one
of the causes for frequent break downs of vehicles. During the Soviet Union new tyres
were mainly sourced from Russia, Ukraine, Belarus, Czechoslovakia, Uzbekistan

(Chimkentskij plant), Azerbaidzhan (Bakinskij plant) and other COMECON sources. Re-
moulding of used tyres was widespread. In Uzbekistan for instance three companies exist
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for the re-moulding of tyres; they are located in Tashkent, Samarkand and Urgutsch, the
largest one is in Tashkent ,Uzschinateklash”. This firm is under the Ministry of Road
Transport and its main customers are the various fleets within the Ministry, but also other
transporters and the public. During 1990 they re-moulded 350,000 used tyres, but in 1994
this shrunk to 30,000 pieces only, the mix of which was ca. 60 % car and 40 % truck tyres.
In 1994 the factory in Samarkand produced 30,000 and Urgutsch 15,000 re-moulds.

The situation in the Ashgabad re-moulding plant is similar, including the technical
equipment.

Recent experience made with the quality of imported tyres from the Nischnekamskij tyre
plant in Russia or the Dnepropetrowskij plant in Ukraine is satisfactory; unfortunately latest
imports of new tyres from the Bakinskij plant in Azerbaidzhan or the Chimkentskij plant in
Kazakhstan were poor in quality. Re-moulded tyres have not been imported and are
normally obtained from domestic plants.

Critical issues

Critical issues confronting the re-moulding plants in Turkmenistan and Uzbekistan are:

. Insufficient quantities of suitable carcasses and tyre sizes - used tyres are really
used, there is hardly any tread left

. Difficulties in sourcing and payment for rubber mixtures and materials, roughening
elements, cords, special supplies and chemical substances, heating bellows and
hoses.

. Missing press forms for different tyre sizes (including Western measurements).

. Some of the machinery need repair or overhaul, missing tools wait for replacing.

A brief description of the tyre re-moulding process in Uzbekistan and Turkmenistan if
given in Annex 10.

Preliminary assessment

We have consulted an East German specialist for re-moulding of tyres as to their opinion
on the technical status of the existing machinery in the Tashkent and Ashgabad plants.
The purpose for this was to obtain a first impression by a firm knowledgeable in Western
and Eastern re-moulding technologies. Photos and comments were provided to them.
Their assessment was that existing machinery need repair, overhaul or replacement and
that a ,budget solution“ could be to review whether similar equipment available in East
Germany or elsewhere could be made available at low cost. This would allow the return to
a more normal production rythm. Another approach could be to combine the overhaul of
the existing equipment with adding new techniques to increase product quality, safety and
output. This has to be analysed.
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Sourcing of raw materials

The two largest single issues are the availability of suitable carcasses and other raw
material supplies. In Europe used tyre mountains are of an ecological concern and
returning used tyres (like scrapping cars) is levied with an ecological charge. Thus,
theoretically, it should be an advantage to ship sufficient amounts of used tyres to provide
a regular and constant flow of carcasses from Europe to Central Asia.

In practical terms, however, used tyres will only be of use for the re-moulding process if
the carcasses are undamaged and a minimum profile / tread is left. In Europe, there is a
high demand for good used truck tyres and estimates are that up to 60 % of actual tyre
replacements for trucks are re-moulds. The re-moulding specialists use their own
channels to purchase used tyres and in the de-regulated European Union of today this
could mean that a company in one country is sourcing carcasses from domestic and
various European sources. Depending on the size and the technical condition of a used
tyre for trucks, its purchase price ranges between 60 - 100 DM (40 - 65 US $). A used
passenger car tyre may cost between 6 - 10 DM (4 - 7 US §).

The import of used tyres from Europe could serve two purposes:

A. Tyres having sufficient profiles left, undamaged and with suitable sizes can be
used as they are, at least for a certain mileage.

B. Tyres which are undamaged and have a minimum profile left will be suitable
for the re-moulding process.

Used tyres which are still in good technical condition, undamaged and with sufficient
profile may be useful for Turkmenistan and Uzbekistan and help overcome a present
problem; this assumes that their sizes (inner dimension and width) correspond to the
wheels / rims in use.

Legislation in the member states of the European Union requires a minimum retention of
tyre profile or tread and the insurance coverage may be at risk if after an accident this
minimum cannot be demonstrated. It is also a fact that due to the ‘use-and-throw-away
attitude’ applied in the Western world, many good tyres are replaced prematurely at
perhaps 70 - 80 % of their useful life.

Within the Dolphin Programme and together with the partners in Uzbekistan and

Turkmenistan the possibility for improving the availability of tyres will be reviewed during
the first quarter of 1996.
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During February / March 1996 other tyre specialists in Europe will be consulted in order to
collect various opinions on this specific issue. The following might be considered:

Potential Cases

Case 1
A. Test import of 1. Effect Check
used tyres - to overcome severe - Quality & Size control,

lack of tyres pre - selection before
shipment from Europe

2. Europe
- to reduce used tyre
mountain
- ecologically clean

3. To review / test technical
‘ feasibility for used - tyres
in re-moulding process

B. Continue if successful from technical, economical, ecological points of view.

Case 2

1. Feasibility study for overhauling existing re-mouiding plants in Tashkent,
Ashgabad, ,budget” solution and / or adding new plant equipment and capacity
increase.

2. ldentify sources for raw materials and

3. financial proposal.

We expect to consolidate from the review with European tyre specialists a short list of
technical alternatives and an estimate concerning the investment costs related to each
option.

Doing an eventual in-depth feasibility study (Case 2) is not covered within the Dolphin
Project.

Section 3.4 ‘Working Schedule’ identifies the plan of operation for the next period.
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3.3 Workshops

1% International Automotive Transport Symposium
&
Transport Management Workshops
- Tashkent, Uzbekistan, May 1996
- Ashgabad, Turkmenistan, June 1996

These Symposiums will be organised within the Dolphin Project of Tacis / TRACECA,
European Union. The objectives and the individual subjects of the workshops have been
discussed and agreed with the partner Ministries. Similar symposiums will be held in both
countries. They may be split into two parts:

Part A

In Part A - a profile of the present automotive transport market in the partner countries will
be given together with an outline of the national economy and the transition process.

There will be European companies participating presenting selected subjects related to
their activities and the international situation in particular fields which are of professional
interest to the audience.

The objectives of Part A are to exchange available market information, to generate
business contacts and to look into existing opportunities.

PartB

Following Part A, a pragmatic management workshop will follow, the purpose of which
might be summarised as follows:

. To review the broad body of knowledge of management skills and techniques which
are relevant and applicable to managing a vehicle fleet.

. To review current techniques and practices for effective commercial vehicle fleet
management.
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To provide a programme which can be utilised by the participants to develop their
own staff.

Method of Presentation

Although the workshop will be presented in English with consecutive translation the style
of that presentation will be in line with that practised in Western European business
schools.

The workshop will use the following methods of programme delivery:

presentations during which the speaker delivers a series of formal lectures to the
members

discussions - based on, and leading out of the presentations, at which the
participants will examine how the topics under review can be applied in their
business situations

some video may be used depending upon the final programme specification

visual aids/overheads will be used extensively - and copies will be available for
potential local tutors

as part of the programme, a manual containing notes/copies of all relevant
overheads will be developed

the material presented as part of the course should make the programme be
standalone and self sufficient.

A full outline of the programme is presented in Annex 11.
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3.4. Working Schedule
Modules A1, A2, A3 (Actual Situation)

Assessing the actual situation is in process and editing research findings is scheduled
during February 1996. Data compiled from the different target groups is being examined
as to accuracy, context and reliability. This refers to statistics on units in operation, nation
and fleetwise, parts procurement, channels of distribution, a review of sales, parts and
service providers, AOCs and payment methods.

Modules B1 - 10 & B/C 1 (Designing organisational & operational concept)

These modules foresee to be delivered partly in workshops and partly during the joint
working session in Turkmenistan and Uzbekistan with the partner companies.
Preparations for the workshops have commenced, editing of material will take place with
Henley-Management-College during March 1996. The material presented as part of the
symposiums / workshops will be finalised until April 15, 1996 and printed both in the
Russian and the English language.

During February 1996 final dates and the list of participants (Turkmen and Uzbek partners
& Government representatives and European companies, European Union and Embassy
representatives) will be agreed and firmed up and finalised (Part A & B), organisational
and logistical points will be closed by April 15, 1996.

Building Pilot Business Operations - also Modules A3 (generate proposals) and C

By April 15, 1996 the needs of truck operators in Turkmenistan and Uzbekistan and
through traffic will be measured with a major data collection exercise in the form of a
questionnaire, as follows:

Timing for Truck Driver Questionnaire

1. Truck Driver Questionnaire - Data Collection Turkmenistan - (> 500),

Uzbekistan (> 500)

- Interviews to commence on January 22, 1996

- successive data analysis and interim report by March 15, final report April
15, 1996

2. Business Plan Models - comparison with Sample Models from different
European concepts - 24 hours service on highways and Motorway Service
Areas - first report by April 15, 1996

3. Traffic Flow Review - Turkmenistan - using data from EBRD Road
Improvement Project - Uzbekistan - source to be identified.

Preliminary report by April 15, 1996.

4. Draft Layout - obtain input from Iveco, Italy (Parts, repair facilities), Marco Polo,
Austria (Motel, restaurant), Quick - fit, United Kingdom, and/or others. Agree their
input with other specialists, discuss with Ministries and provide initial layout and
concept description by May 15, 1996

5. Costing for construction and equipment according to design, layout and
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concept description - preliminary estimate by June 15, 1996
6. Potential partners and investors, identify and get commitment by August 1966.
Tyres
Consultation with other European tyre specialists will continue during February 1996. In
line with hypothetical cases in section 3.2.3 a short list of alternatives and estimated
investment costs related to each option will be established by April 15, 1996.

ModulesB/C,D/E

There are no changes foreseen to the timing of these modules.
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Annex 1

Workshops

Conference Room Ministry of Road Transport

November 14, 1995 10:00 - 13:00 hrs

Dolphin Project - Overview & Objectives
Project Work in Detail W. Schubert

Exel Logistics
Presentation on Business Purpose
Supply Chain Concepts M. Athey

Dealership Operations
Parts & Service V. Ponzio

November 15, 1995 10:00 - 12:30 hrs

Automotive Industry -
Parts, Service, Cost of operation W. Schubert

A practical Example -
Spare Parts Logistics -
BMW (UK) - Exel M. Athey

Both local co-ordinators Mr. A. A. Avakian, Uzbekistan, and Mr. V. V. Elantsev,
Turkmenistan participated at the event.
Participants are listed on the enclosure
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List of participants of the workshop

Name of participant

Michailov E.
Bagoutdinov F.
Umirshaichov B
Ibragimov B.
Jaroshevich M
Rachmatullaev S.
Sagatov S.
Kuvandikov G.
Tashmuchamedov M.
Tairov D.

Magai G.

Ljubshin S
Elanzev B.
Ermatov Sh.
Isamuchamedov A.
Ragirov

Vitto M.

Kirienko 1.
Belitskaya L.
Kvasnikov Ju.

Dshamachodshaev G.

Tairov
Azimov
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Name of organisation

Uzavtosozlash

Uzavtotrans, chief lawyer
Uzintrans, chief engineer
Uzintrans,deputy director
Uzintrans, head of department
GUPP corporation, director
GUPP Co., deputy director
GUPP Co.
Uzavtotranstechnika
Tashoblpasstrans, engineer
Uzavtotrans Co.

ubD

Dolphin Project Turkmenistan
Uztranssnab
Tashgorgruztrans
Uzavtotranstechnika
Uzavtosozlash
Uzavtosozlash
Uzavtosozlash

GNTU
Glavupravlpasstransport
Tashgorgruztrans
Uzavtotrans
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TURKM RE Annex 3
news agency

TURKMENISTAN NEWS WEEKLY

No. 38(78) September 25, 1995
THIS WEEK
OFFICIAL NEWS. 2

TURKMENISTAN - INDIA

The Visit of Indian Premier to Ashgabat in World Diplomacy Perspective.
Turkmen Press Commentaries.'

TRIPARTITE DIPLOMACY 3
Negotiations in Yerwan and Ashgabat.. New Directions of Cooperation

OIL AND GAS CONCEPTION. PROJECTS AND REALIZATIONS 4
The Vienna Conference Presents Projects of the Oil Industry of Turkmenistan

BEHIND THE THREE YEARS PROGRAMME 4
Reforming Kolhozes and Sovhozes: Search for New Forms of Farming.

INTERNATIONAL COOPERATION 5

Aim of EC’s Project Is Effective System of Motor Transport.
World Bank Prepares New Projects of Cooperation with Turkmenistan.
INTERNATIONAL LAW
Seminar Under the Aegis of CSCE
CONTRACTS
American Machinery at Fields in Turkmenistan
BANK NEWS...
Central Bank of Turkmenistan Fixed New Rates of Foreign Currency
EXCHANGE NEWS
SCIENTIFIC NEWS
World Recognition of a Turkmen Entomologist
PROVINCE
THROUGH THE PAGES OF THE TURKMEN PRESS
SPORTS NEWS

IN A FEW LINES.
If any of the material printed in this issue is reproduced, please mention TURKMEN PRESS
TURKMEN PRESS Gogola st. 24-A, Ashgabat
phones (3632) 25-12-21, 25-30-87, 25-68-12
fax (3632) 51-02-34, 51-02-31
telex 228 167
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INTERNATIONAL COOPERATION

Aim of EC's Project Is Effective System of Motor Transport

Experts of the European Community began to carry out the project of technical assistance
to Turkmenistan in the sphere of motor transport. This project called. "Dolphin" was
worked out within the framework of the programme TRACECA. It stipulated technical
assistance in the improvement of motor transport service, provision with spare parts and
their distribution in Turkmenistan and Uzbekistan in cooperation with Buelorussian
suppliers of transport means.

As the head of the project Werner Schubert stressed in his interview to "Turkmen Press"
correspondent in the project realisation a number of European large companies such as
"West-Ost™, "lveco", "Agind Swissital". "Exell", "Henley Management College", were
involved in. Their cooperation with the Turkmen Ministry of Motor Transport aimed at
organization of an effective system of motor transportation including a network of repair
shops and service stations. The project stipulated making analysis of the existing system
of motor transport, working out the system of transport companies management,
continuous supply with spare parts and working out the most acceptable ways of financing.
The project realization was considered to be of great importance for Turkmenistan situated
at. the cross-roads of transport routes from Europe to Asia. Organization of the effective
system of motor transport allowed to increase volumes of freight transport including
international one, to a great extent and it, in its turn, would ensure inflow of foreign
currency. Besides, the project stipulating development of mutually advantageous relations
between Turkmenistan, Uzbekistan and Byelorussia should demonstrate up-to-date
material and technical supplies and management and become an example for other
regional transport structures.
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Annex 4

Repair Companies under the Ministry of Road Transport

Visit Report on November 14, 1995, by Michael Athey (Exel Logistics) and Vincenzo

Ponzio (lveco).

Person interviewed: Bakhtiar Abduliahevich Shamurtov (Director)

. The company is part private and part state controlled.
° The company has eleven factories in Uzbekistan located as follows:
Factory Location Function
number
1 Tashkent Car engine repair plant
2 Tashkent Bus repair plant
3 Samarkand MAZ truck repair plant
4 Almalyk MAZ truck repair plant
5 Almazar GAZ / Volga car engine spares manufacture
6 Andijan ZIL truck engine repair & spares manufacture
8 Tashkent JV with Koc of Turkey for the service of Tofas cars
9 Tashkent Tyre repair plant
10 Tashkent Kamaz truck repair plant & spares manufacture
13 Khiva GAZ truck repair plant & spares manufacture
16 Nukus ZIL truck engine repair plant & spares manufact.

Plant number 2 belongs to a Municipal company.
Plant number 5 is a state / private company.

Plants 1 and 10 are state plants.

. In total labour establishment of the company is 2.200 people. The company is
controlled by a president and a board of directors with a General Manager

responsible for each plant.
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We were informed that production planning was organised / controlled centrally.
However, we saw no evidence of an integrated computerised planning or
business system.

The total manufactured product range was quoted as 600 SKVs. Approximately 50
% of the product range are engine parts. We were informed that each plant held a
full range of parts. Some would be manufactured in-house. Some would be
purchased from the other factories within the group. Some would be purchased
from Russia. We saw no evidence of this situation in the two factories we visited.

Raw materials are purchased from Russia. These include steel, timber, chemicals
and rubber.

We visited plant number 8 and plant number 1. Each plant consists of a number of
operating areas. These are listed below:

Plant number 8
. TOFAS Service Area

. Piston Sleeve Manufacturing
- Produced for the repair workshops
- Output = 1,500 per month
- Single shift operation, 8 hours day

. Jobbing Shop

- Small machine shop - all old lathes
- Manufacture small batches of small items

. Electrical Repair Shop

- Repair of alternators and starter motors

- Operate an exchange system

- Previous output = 1,600 per month
- Current output = 300 per month
- Problem with obtaining raw materials

. Water Compression Workshop
- Producing for ZIL, MAZ, Kamaz trucks and all buses
- Previous output = 3,000 per month

- Current output = 200 per month
- No future orders in the pipeline.
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* Parts Stores

- Very limited stocks

- Poor level of housekeeping

- Products stored in shelving, old bins and an ancient vertical carousel
system

- No evidence of a stock control system

Plant number 1

This plant focuses on engine repair for ZIL and GAZ trucks and LAZ and PAZ buses.
The plant is 60 years old. The plant used to employ 800 people on a three shift
system. Currently the plant only employs 250 people on a single shift system. The
plant is set on a § hectare site.

. Tool Workshop

- Manufacture small tools, instruments and some small spare parts.
* Engine Repair Workshop

- Previous output = 1,600 per month

- Current output 125 per month

- Also produces small hand tools (hammers) for state companies

- Used to employ 300 people over three shifts
- Currently employs 30 people on one shift

. Engine Welding Shop

- Some of the welding operations observed would not be permitted
by European commercial vehicle manufacturers

. Mechanical Workshop
. Raw Material Stockyard

- Products - casting, section, plate / sheet
- Serviced by overhead travelling crane

. Heat Treatment Shop
. Aluminium Foundry
- Output = 1 tonne per week

37



. Core Shop
. Engine Test Section
* Engine Store

- Operate on engine exchange scheme
- All floor storage

This plant was only operating at an extremely low level of activity. In some of the
areas mentioned above, only one or two people were working.

The major problems quoted by the company are listed below:

- There are no spare parts available.
The company has no money and cannot purchase raw materials
and spares from Russian companies.

- 50 % of the vehicle park in Uzbekistan is off the road. Customers
have no money to pay for repairs and spares.

- Russian inflation - inflation has increased by 6,400 % in 5 years
in Russia. Therefore, the company cannot afford to purchase
Russian spares.

- Breakdown in trading arrangements - previously, the company had
48 trading agreements with Russian spares companies. These
trading agreements have been cancelled. Russian companies used
to supply 60 % of the company’s spares requirements for
Uzbekistan.

- Russian suppliers will not accept the local currency (Som).

Customers were defined as state enterprises and private sector clients /
companies.
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Annex 5

Uzintrans

Report on a visit to Uzintrans on November 15, 1995, by Michael Athey (Exel
Logistics and Vincenzo Ponzio (lveco).

Person Interviewed: Bakhtiar I. Umirshaikhov, (Chief Engineer)

The company is a subsidiary of the Uzbek State Joint Stock Corporation of
Motor Transport - UZAVTOTRANS. The company intends to turn private in the
near future.

The company has two sites. One in Tashkent and one in Bulungur near
Samarkand. The main site is located in Tashkent. The existing 8.5 hectare site
has been converted from a concrete factory to a transport site consisting of
vehicle maintenance workshops, three warehouses providing 14,000 m® of
storage space and parking for heavy goods vehicles (HGV) and buses.

Adjacent to the main 8.5 hectare site is an additional area of 2.5 hectares
which is owned by the company and available for future development.

The company is currently constructing a new 16 bay workshop, office
accommodation and driver recreational facilities, consisting of a restaurant,
sleeping areas, and sauna for overnight stays. We were informed that the
company will pay for the new facilities out of future profits.

The size of the vehicle fleet is outlined below:

Truck type GVW (tonnes) Payload (tonnes) No
Super MAZ 30 20 118
Kamaz 20 10 50
Mercedes 1925 S 44 30 25
Mercedes buses 4
12m trailers 128

The 25 Mercedes 1925’s have been purchased from UZAVTOPROM. The
company intends to purchase a further 50 Mercedes 1925 trucks from
UZAVTOPROM, a Mercedes-Benz joint venture in Khorezm. We were
informed that UZAVTOPROM are currently assembling 300 trucks p.a. and
that the current volume will increase to 600 trucks p.a. during 1996. It is
anticipated that UZAVTOPROM's customer base will consist of other Uzbek
Government Ministries and other Central Asian states.

39



We were informed that the funds for the purchase of the new trucks would
come from profits and ministry funding from a leasing arrangement with
Mercedes Benz.

Truck utilisation is assessed as follows:

- Vehicles on the road 60 %
- Vehicles off the road because of no work 30 %
- Vehicles of the road because of no spares 10%

100 %

A survey of the trucks parked up in the yard and workshop areas indicated 69
vehicles, some 35 % of the total vehicle fleet.

The following information was obtained on costs:

Truck type km p.a. Capital cost AOC
Super MAZ tractor trailer combination 24,000 63,000 4,%00
Kamagz tractor trailer combination 25,000 45,000 NA
Mercedes tractor trailer combination NA 135,000 NA

The annual operating cost (AOC) for the Super MAZ tractor trailer combination is
not considered to be correct.

The annual operating costs (AOC) of running the truck fleet was broken down as
follows:

Factor %
Drivers salary 26
Fuel 15
Ol 1
Tyres 12
Insurance 10
Maintenance 5
Other expenses (travelling expenses
and repair costs) 3
100

The indication is that depreciation / financing charges are not perceived as an
annual operating cost. This would patrtially explain the low running cost. ( $ 4,000
p.a.) quoted for the Super MAZ tractor trailer combination.
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The company have a repair workshop on site with a small spare parts store for fast
moving line items such as filters, brake shoes, alternators etc. In general, the
majority of spares are purchased from Uzavtosozlash.

One of the major problems facing the company is the acquisition of spare parts
from Russia. Russian companies will not accept local currency (Soms) for the
purchase of spares. The indication is that Russian spares are purchased through a
barter arrangement.

In Uzbekistan, there is a state workshop in each city. These can be used by trucks
that break down on the road. Repair costs are paid through the banking system.
Drivers operating outside Uzbekistan have to pay for repairs in local currency.

In addition to operating in Uzbekistan we were informed that the company also
operate in Austria, Afghanistan, Bulgaria, Belgium, Hungary, Germany, Greece,
Holland, Denmark, Iltaly, Iran, China, Poland, Roumania, Saudi Arabia, Turkey,
Yugoslavia, Czechia and Slovakia. We were not able to establish the volume of
business within Uzbekistan, the other Asian states and Western Europe.

The major products carried appear to be:

- Cotton to China (20,000 tons contract)

- Fruit to Russia, Baltic States, Belorussia and Kazakhstan.

- Chemicals to China

- Food and medical equipment to Afghanistan

- Cotton to Turkey.

The total labour establishment and annual salary of the labour force is listed below:

Function LE cost per person p.a. $
Drivers 228 1,000
Administration 79 700
Maintenance 62 400
Cleaners & security _36 250

465
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A tour of the site revealed the following facilities:

*

A re P tore
. very small
limited amount of shelving
limited number of spares
spares from Russia, China and Uzbekistan
poor housekeeping
no stock location system

il I
very small

Boiler House
Gas fired

Vehicle Workshops

The vehicle workshop consists of a number of small separate rooms
defined as follows:

- The carpenters section

- Engine and gearbox repair

- Radiator repair

- Machine shop

- Brakeshoe repair area - brakeshoes are replaced every 40,000 km
- Braking system repair area.

- Hydraulic system repair

- Electrical workshop

- Battery charging

- Tyre repair - only purchase new tyres

- Diesel injection pump repair.

Parking area
Vast amount of yard space for vehicle parking

37 tractor trailer combinations parked
18 trailers parked

Customs Warehouse
30x15m

Warehouse 1
30x30m

Empty
Warehouse 2

30x30m
Empty
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25h re Si
Adjacent to main site
Used for parking of non company vehicles
Available for development

Customs Office

Trailer Repair Workshop
Main problem defined as loss of tyres.

int Venture Offi
There are two joint ventures:

1. Uzbekistan, Russia, Austria
- known as UZKOMKO
- 50 KAMAZ trucks allocated to this JV

2. Uzbekistan, Afghanistan

- known as Uzafgan Torgtrans
- 40 Super MAZ trucks allocated to this JV
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Uzbekistan Units in operation 11/94 versus 11/95 Annex 6

Commercials:
Government

loading capacity = o N
0.5-1.2tons o ' 213240 217425 1.015
1.2-24tons = 102185 345 100413 612
35-8.0tons - 315400 314.823 516
81-120tons o 212500 448 211473 711
12.1-180tons | | 88470 60 87912 112

18.1-250tns , 32.385 87 31786 179

25.1-35.0tons 15780 218 15103 287|
Sub Total Qommercials Gov. - 979.960 1.158 7 978.79357777 73.:13%

" Private
loading capacity
05-12tons " - 82 184 12
[12-24tons ' - 203 18
35-8.0tons o - 44 78| 29
8.1-12.0 tons - - 68 137 21
[12.1-18.0tons a2 ) o 169 14

18.1 - 25.0 tons ) - 74 ' 128! 9

25.1-35.0 tons - :’:'56& 112 12
Sub Total Commercials Prv. | 531 1.011 115

Passenger Transport
Government ; 7 ? ; |
Minibusesupto 14 seats = 118,500 685  117.940 136
Buses 18 - 25 seats | 18.620 } 18.011 28
Buses 25 - 34 seats 17.240 ' 16.812 62|
Buses 35 - 50 seats T 17455 400  16.987 350
Sub Total Government 171515 1.085  169.750 576

- Private S A
[Mini buses up to 14 seats B 24 o 47 12
Buses 18 - 25 seats 72 134 78

BUSGS 25-34ﬁseats 777 - wm ] 61 7 ‘ 7 o 7112‘ - 52

Sub Total Private

B |

Agricultural Sector |
 Tractors (incl Tricycles) , S -
25 - 60 HP 15.700] 14.975

60 - 80 HP : . 115.420|

go-120mwp 30-54% .
150 - 240 HP | 1 60.270

oMs12.
80.090

West-East GmbH 1995 44



Turkmenistan

Units in operation 1990 / 12/1994

cars © im0

Pick-ups N | 992

Buses ‘ 6.630

Tades T
<10tGVW=90 % o

>10tGVW=9% 1
Artics ) 2.020 -
Sub-Yotd . @ 00 - - . 285858

Trailers o 5.062 B
Semi - Trailers : 2654,

West-East GmbH 1995

45

Annex 7



Annex 8
Automotive Industry Market Research

Truck Driver Questionnaire

Interviewer: Date:

Person Interviewed

Location of Interview:

We are conducting research into the Uzbekistan automotive market and if you allow we would like
to ask you to answer the following questions. Your answers and participation in this survey will
remain entirely confidential.

1.A I person:
Female O Male o Age Group 20/30/40/50/60/70/ older
Occupation/Profession

2. Which company do you work for ?
Name: Address:

Tel.: Country:

3. Vehicle driven at time of interview:

Make: Model: trailer type

4 Which vehicles do you drive usually ?

Make: Model: trailer type

Make: Model: trailer type

5. Details on cargo ?

Foodstuff D cotton []  raw materials D chemicals [ |

fuel D others:

6. Which routes do you drive ?

city D area nearby D national D international D
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6a. Which routes ravel regularly ?

aa) from to
ab) from to
ab) from to
6b. And are you carrying ,Joad“ ta h ways ?

Yes | on routes:

from 1o
from to
from to

No, | on routes:

from to

from to

from to

7. Give samples of r rive frequently:

times per month /
quarter

times per month /
quarter

times per month /
quarter

loaded out

m

loaded out
in

loaded out
in

no of days

5

no of days

no of days
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7a. And your present route ?

km no of days

8. How many days will you still be travelling ? days

What do you do in case of a break down enroute ?

9a. Are there service stations ? Yes/No Do you repair things by yourself ?
9b. Do you have to pay for service/repair ? Yes / No

9c¢ or are there agreements for repair / service between your company and service stations

for payment ? Yes / No

If yes, describe procedures:

10. Causes of brake downs:

Tyres D engine D suspension D brake system D

electrical system D diesel D other

10a. Where and when did you experience your last break down and why ?
Date: Location:

Reason:

Yes/No

11. Which problem - technical (truck and load) or organisational (communication, motel, food,

customs clearance, availability of diesel, et¢.) - did you encounter on your present trip ?

technical:

organisational:

12. Where do you sleep during a trip exceeding one day ?
In the cabine ] with friends [[]  inmotels/hotels []

other
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13. Would you consider using a motel connected with a service station ? Yes/No

and which services would you expect there ?

Room D Restaurant/Food D wC D Shower \:‘
Shopping facilities: ~ Foodstuff D Spare parts D Diesel I:‘
oil/lubricants D tyres \:' re-moulded tyres D

customs clearance / documentation assistance D
telecommunications (telephone / fax ) ‘___'

secured / guarded parking for (loaded) trucks l:‘

Thank you for your co-operation.
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Sahoti bilpiler:
Y rdin (O Erkek (O vasg, grup ?0/30/40/50/60/70/ buyiis
vealek

TATAT STIRVET TCIV CALISMAKTASINIZY
tdae Adres:

“elefon: __ Ulke:

- ———— ¢t —

35U S IRADA HANGI TASITLA CAT, ISHAKTASINIZ?
Marka: Model: Romork tipt

~enellikle hangi arag¢larda callslyorsunuz?

varka . __ Model ___ PRomork tipi o
rarka Yodel __ Romork tipi

YT GAYVITDA AYTTYTI, -

gimynsal' begin [:] pamux [:] nammaddeler [j]
drunler ! maddeleri

yakit D diéer:

TAYGT GUZARRIAT UZERINDD CALISTYORSURUZ?
senir [:] yakin ilgelnre [:] nlke iginde [:]

nluglararasy [:]

HAYAT YOTLTLARA TEFELLIVULE AIDIT GRLIYORSUMEZ?
___r'dan __ radar aydn lne dofa

'dan kadar aydo kag¢ defs

' dan ___ kadar nyda kag defe

LLOESKETY TR QRLIDKTN YUY TAS TYORMUSINIZ®
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' dan ‘ kadar
' dan e . kadar

' dan _ kadar

—_———— N - L — rts— - e e e —————— i

it et . b e o —— b —

Hayir: (yol)

——— e L tden o kadar
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7. VIAMGI VOLLARA CENELLIKLE CIDIYORSURUZ
nl __ gunluk

e g1k
o . km gunlule o

70, G310 STRADAYT GUZTRGATIN IZ7

i

Yem gunlil

e L e A T — or————— Ao —

5. VAS GUN SIZ YOIDA KALDINTZ? gin

7. YOLDA ARATBA BOZUTSA % NI YAPIVCROUMUZ?

4. YOT.DA 000 BAXTY TCTASYONU VAR WI? evet/hayir
Kerdiniz tamir ediyormu sunuz? evet/hayir

™
4

A | )
V%, SFFEEMEERTo—s TANTR PARASINT OBEMERE, KEn0/Mz M1 ODUYoRSunZ

VeA feRvis
a7, S OINKEMINIY Ve OFC BAXIN ISTAUYONU ARASINDA TTRR TAUGI nTR _~

O0¢
B’ ANTLASUAST VAR MPTI?

e
ISE gapme—aeo _ evet/hayir .
Svel odwa, yozwmsr nasil busedwes of C/ujum,{ Q/Q &1

et " —— s Sl 14— ——— e o A " e e b s . A A mpy—

IR 2}
IC. RESEEA SLBTRT?
_samber LAshK D motor ] suspanniyon ]

fren siatemi [:] elektrik sistemi []

vakilt [:] diger

- — ——

TOA, NEREDT, T ZAMAY, MR 3EBIEBLE SCM DBRA BOZULDU?

tarih: e yex

nobhebi
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Annex
HccrienoBaHHE PHHKA aBTOMO6. INPOMHIJIEHHOCTH

BOOpOCHUK O7d BOOUTENEH I'PY30BOLIO aBTOTpaHCHOpPTAa

HuTepBLED: HarTa:

OnpamyB. JHLO

MecTto onpoca:

MH IpPOBOOHUM HCCIenOBaAHHE AaBTOMO6. PHHKA Y36eKHCTaHa U €CNu BH
[MO3BOJINTE, MH IIONPOCHM Bac OTBeTHUThL HA cCllefyvpliie BONPOCH. Bamu
OTBETH H y4YaCTHE B OIIPOCE OCTAHYTCH B CEKpeTe

1. JluyHHe cBeneHus:
XeH. 0 Myx. O Bozpact. rpynna20/30/40/50/60/70/ older
3aHsTHe/npodeccus

2.Inss XKaKOW KOMIaHuH BH paboraere?
HazepaHue: anpec:

Ten: cTpaHa:

3.Ha KaKHX aBTO-JigX pabfoTaeTe B NAHHHH MOMEHT T. €. M. onpoca

Mapka: MO IoeJlb: THUII IIpHOella

4 Ha KakHxX aBTO-JIdX paboTaeTe O6HYHO?

Mapka MOIOeJlb: THUII IpHAlena

Mapka: MOIENb: TUI NOpHUEena

5. [Ionpo6HOCTH ©O rpyse?

NPOOYKTH [] XJIOMOK [] CHpPLE [] XHM. npon.[:

ropoyee [] Ip.:

6.0 kakuM MapmpyTaM BH esgure?

ropon [] 6NMU3JIEX. PANOHH [:] IO CTpaHe [:] MEXIYHAapOI. []
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6.A [lo KakuM MapmpyTaM BH perviasipHo es3anure?

oT oo CK. pa3 B Mecdl
oT o CK. pa3 B Mecdal
oT no CK. pa3 B MecCcdl

6.B eznuTe BH C Ir'py3oOM B o6a KoHUAa?

Jla: Ha MapumpyTax

OoT oo
oT no
oT no

HeT! Ha MapipyTax

OoT oo
oT o
oT oo
6es3 rpysa C T'pPy3OM

1. llpuBenuTe NpUMEpPH MapHpyTOB IO KOT. BH 4YacTO e€3IUTEe:

KM KOJI-BO IHEH
KM KOJI-BO IHEH
KM KOJI-BO IHEH
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7a. Bal MapmpyT B HacTosmee BpeMd?

KM KOJI-BO ILOHEH

8.Ckonbko nHey BH HaxoOgHTeCh B OyTH? OHEen

YTo BH IenaeTe €CJHM B NYTH NPOH30mMJAa INOJoMKa?

9a. ECThb NU CTAHUHH TEXO6CNyx-s? na/Her PEeMOHTHpPYEeTE caMu? pa/HeT

9b.?0onxHH BH OAATUTH 34 PEeMOHT/o6cnyx-e?

9¢c UMM ecTh OOTOBOPEHHOCTL O PEMOHTe/06CNyX-H MexXOy BaleH
KOMIIAHHEeHN H CTAHIHEH TeXobcnvyx-4?

3a onnary? na/Her

Ecnu pa, ONUMHTE KAaK B®TO HOPOUCXOOUT?:

10. IpUYHHH IDOJOMOK?

WHHHN E] HBHFaTeHbl:] IIOOBECKH [j TOPMO3. CHCT. [:

SJIEKTP. CHCT. [:] TOHNJIMBO [] np.

10a.'ne, xorpa, IodYeMy 6HJIa HOCJenHsas nojJoMka?

maTa: MeCTO

NpUYHHA

11.C xakHMH npo6reMaMyl -TEXHHYECKHMH( TCpPY30BHK H rpys)
HJIH OPraHH3aUOHOHHHMH (coo6meHHe, MOTEJIb, IHTAHHE, TAMOXEH.
OYHCTKA, IOCTYIN. TONNHWBA M T.H.)-BH CTONKHYIJIUCEL B HNOCJIelNHEeH
noesngke-?

TeXHHU4YeCKHe!

OpraHHu3alHOHHHE
12.Tne Bu cOouTe, €CAd noe3nka OJHUTCS 60Jblle OOHOTO IHA?

B KabuHe E] C OpYy3bsiIMH [] 1 B MOTEnsax, OTendax [:

op.
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13. XoTenu 6H BH 4YTO6H MOTENb 6HJI PIOOM CO CTAHUUEHN O6CNyx-s ?pma/HeT

Kakoe o6cnyx-e BH TaM oxupaete?

KOMHaTa [] pecTopaH/nuTaHue [:] Tyaner [] oym [:
MarasHHH: IPONYKTH [:] 3an4yacTH [] TOIJIMBO []
Macrno/cMas3od. MaTep. [:] WHHH [] PECTABPUP. THHH []

TaMOX. OYHCTKa/moMomb B OQOPMJI. NOKYMEHTALHH []

Tenepou/dpakc []

6esonac. /oxXpaH. CTOSHKH s aBTo-£:]

Cnacu6o 3a COTPYIOHHUYECTRO
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Annex 9
Initial Design & Architectural Design and Layout

Design with Central Asian (Caravanserai) identity, i.e. not copying from Western models.

For outside appearance of the motel, a simplified shape as on the photo below could be
envisaged.

Layout for operational areas, from secured parking, warehousing, repair, parts facilities
requires careful design.

Examples:

truck park warehouse
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Annex 10

Brief description of the re-moulding process

The technical process of re-moulding may be summarised as follows:

1.
2.

3.

Visual control of the used tyre to verify its technical suitability.

Roughening: Removal of the remaining protector in its given contour, using a machine for
roughening.

Second control and roughening: Rejection of defective carcasses and finishing off un -
roughened patches, e.g. dirt in the area of tyre labelling.

. Laying on solvent: Provision of a vulcanisable rubber solvent on roughened areas of the
carcasse.
. Coating: Adding of the un - vulcanised tread of rubber mixture onto the carcasse and in

precise geometrical dimension. Same with un - vulcanised shoulder strips. Measuring of the
crude tyre.

. Vulcanising: Tread producing and vulcanisation under precisely defined conditions in press
forms.
. Final inspection and finish: Removal of material residues and testing when tyre is still in

warm condition.
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Re- Iding of tyres in Central Asia:

The sizes of tyres which are presently re-moulded are:

cars: 615-13 645 - 13 735-14

trucks: 840 - 15 220-508 220-508P 240 - 508
240 -508 P 260-508 260-508P 300 - 508
320 - 508 320-508P

buses: 300 - 508 280 - 508

Note: The tyre re-moulding plants in Tashkent and Ashgabad do also produce about 100
different items of plastic and rubber for car & truck interior and exterior, including rubber
fenders for articulated vehicles.
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Annex 11

Automotive Transport Management Workshops
Programme Outline

The proposed programme for the workshops is outlined below. The objective of the series
of two day workshops is to acquaint participants with western approaches to transport
strategy, vehicle and transport management.
The proposed programme gives an overview but, at the same time, will enable the
presenters to impart the key elements of an operational set-up for basic vehicle
management.
The presentations will be made using overheads, and copies of the overheads in Russian
will be provided for the participants to link with the consecutive translation.
Programme Outline
The sessions for the programme are outlined below with suggested timings, The
programme sessions will give eleven hours of presentation over two days; a fairly heavy

learning programme for senior executives.

Each session will be preceded with a few comments on the Uzbek / Turkmen market to
set the topic in context.

1.-  Programme Objectives; 30 mins

Introduction to the programme and its structure -
the objectives and expectations from participants

2. Road Transport Strategy; A Vision 60 mins
An outline as to what road transport strategy is
about and the ways in which a country and a business

needs to think about its shorter and longer term
transport objectives.
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The Elements of Management in Transport;

A review of the key issues of management at the
different levels of transport;

- vehicle management
- road transport
- total logistics

Elements of Demand Planning;

Review demand planning and the way it can be used
to enhance effectiveness and efficiency;

- basic tools

- capacity planning

- vehicle requirement planning

- seeking efficiency/return loads

Operations Management;

An overview of some of the elements associated with
effective operations management of transport;

- scheduling & monitoring

- service planning & monitoring
- maintenance planning

- seasonality management

- route planning

This session will because of its magnitude, probably
be divided into two one hour sessions.

Vehicle Finance & Economics;

A basic introduction to vehicle finance planning,
summary methods of acquisition and economics.

- Alternatives of finance - what do we want?
- vehicle economics
- services pricing

Replacement Cycle Planning & Management;

Use of replacement cycle planning to achieve the
most cost effective vehicle operations,

- theory & practice of replacement cycles
- alternative methods of calculation
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- practical application in strategy

Truck Fleet Budgeting 120 mins

Principles of budgeting from a zero situation to develop a practical annual budget;
- sources of data and its manipulation

- risks of using historic data

- detail needed

- management of inflation

- use and abuse of the budget

This session may be divided into two parts due to
its length and detail

Principles of Cost Control & Monitoring; 30 mins

The principles of the use of the budget and its
development into a management tool;

- seasonality

- exception reporting

- practical aspects of monitoring & control

Fuel & Tyres; 30 mins

The management and monitoring of consumables,

- practical monitoring
- remedial actions

Services Marketing; 30 mins

A short review of the selling of transport services
and the different levels of requirements in the market;

- quality

- market segmentation

- pricing & service differentiation

IT Developments; 30 mins
The application of IT systems to vehicle and transport management;
- present status

- use of bought-in systems
- likely developments
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13. Project Management & Development 60 mins

A review of some of the broader practical issues
which will need to be examined with a developing
transport system;

- management of change

- HR aspects / choice of staff

- training

- employee communications
project management

14. Conclusions & Actions; 30 mins

Closeout on the programme; This is only a first step to fleet
management and strategy. Importance of creating a critical mass
of executives with a feeling for western management - in the future
they will have to compete with companies using western style
management.

Within this programme there will be some changes introduced as the detailed sessions are
put together.
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Preliminary Programme

Day one

Opening of the Symposium

- Opening and Welcome by the Government

- and a Representative of the European Union

- Briefing comments on the Symposium and introducing
key companies and Government officials participating

A

Session 1

1. Country Profile Uzbekistan

Infrastructure, political and economic environment

- The transport network and automotive sector and
overcoming problems of infrastructure

- Transport policy

2. Dolphin Project Work

- A Report on project work undertaken so far, incl.

road side services and assessing actual situation

3. Summary and Discussion

A

Session 2

( 5 minutes )

( 5 minutes )

( 15 minutes )

( 30 minutes )

( 60 minutes)

( 15 minutes )

Selected subjects presented by European / International
companies.

1. Transport and Banking in Uzbekistan.

2. Views of European bank / financial institution on the
present status of retail financing in the transport &

Views of European bankers with local representation

and their future outlook, including EBRD

automotive sectors in Europe.
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3. Trade Finance - Financing Export / Import Operations

4. Views of a European Automotive Car Manufacturer
on after - sales needs and opportunities
in Uzbekistan, Turkmenistan

5. Commercial vehicles and after - sales; taking care
of customers and their drivers in long distance
haulage in Europe

6. and a discussion of what should be done in
Uzbekistan, Turkmenistan ( a Panel Session)

7. Automotive Spare Parts - the ,new global parts
component manufacturer” - a testimonial by an
East German company, emerging from the
turmoils of the transition process after the German
re-unification and efforts to go back to its traditional
clientéle in the CIS

8. ‘Quick fit’ repair & maintenance techniques and
marketing concept

9. A tyre specialist’'s view on the European automotive
tyre market and the importance of re-moulding
of used tyres

10. Summary & Conclusions

( 20 minutes )

(20 minutes )

( 20 minutes )

( 30 minutes )

( 30 minutes )

( 20 minutes )

( 30 minutes )

( subject to changes as detailed presentations are put together

with presenters)
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Day two
Day three

B [Session 1

1. Programme Objectives
2. Road Transport Strategy - A vision
3. The Elements of Transport

4. Elements of Demand Planning

B |Session 2

5. Operations Management

6. Vehicle Finance & Economies

B |Session 3

7. Replacement Cycle Planning & Management
8. Truck Fleet Budgeting

9. Principles of Cost Control & Monitoring

B |Session 4

10. Fuel & Tyres

11. Services Marketing

12. IT Development

13. Project Management & Development

14. Conclusions & Actions
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