
Delivering Content at the Speed of e-Business

UNISearch®

AUTOMATED IMAGING FOR THE
FREIGHT AND LOGISTICS INDUSTRY 

Pilot Air: Their Accounting Moves as Fast as Their Freight
By Gordon E.J. Hoke, IMERGE Consulting

In 1999, Gene Malcolm of Pilot Air Freight  www.pilotair.com had a big problem.  He wanted to collect documents 

from his remote depots electronically, and he wanted to make shipping documents quickly available on Pilot�s 

Web site.  "In this industry, if you can�t prove delivery, you don�t get paid," he knew, "and that means documents � 

showing documents in the right way at the right time."

But his document system was failing him.  At a time when he wanted more power from his system, he was getting 

less.  The company that had sold him imaging seemed to be in turmoil and was definitely unresponsive.  The system 

was not Y2K compliant, and the vendor wanted him to upgrade to a vastly more expensive product that was said 

to be more reliable but no more functional.

Malcolm is a Senior Vice President of Administration and Information Technology for Pilot, specialists in next-day 

delivery of shipments over 500 pounds.  A 14-year veteran with the company, he knew there had to be a 

better alternative.  "There were too many irregularities in the results of our system," he laments, "so we decided to 

look for a more responsive system with more accuracy.  Air freight is a highly competitive industry," he adds, "and, 

although Pilot has grown every year of its existence, if we don�t stay on top of technology, that string will end."

A Referral and a Solution
A business associate referred Malcolm to Comsquared Systems, Inc. www.comsquared.com, software developers 

and integrators with more than a dozen successful installations in the transportation industry.  Comsquared also 

had experience replacing the old vendor�s software while maintaining their data.  That offer of continuity was

important to Pilot.

While reliability and Y2K readiness were of premier importance, Malcolm and his crew defined three other goals: 
� Quickly get bills-of-lading and proofs-of-delivery on Pilot�s Web site so shippers can track their own shipments.
� Collect these documents from 65 stations nationwide, automatically.
� Electronically generate invoices and statements with images of the supporting documents attached.

If Pilot could achieve those goals, Malcolm reasoned, it could successfully compete.  

Could Comsquared help, he wondered?

ComSquared�s Ron DeRosa, Vice President of Sales, and Kurt Thayer, Senior Account Executive, traveled to Pilot 

headquarters in suburban Philadelphia.  Working with Malcolm, Pilot IS Director Mike Miller, and VP of Quality 

and Administration Lisa Coyle, DeRosa and Thayer performed a detailed Requirements and Definitions study.  

They meticulously traced the business flow, turning their functional design into a  statement of work.

Coyle continues the story:  "We looked at the statement of work and said, �We can afford this,� and we decided 

to get UNISearch [Comsquared�s suite of document-automation products].  We were scared and a little apprehensive 

because we had been burned.  We got some new equipment � a new server and jukebox � but we didn�t have to 

throw out the old system.�
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How Pilot Air Gets It There
Pilot delivers some 50,000 shipments per month, and that generates literally tons of paper.  When a driver picks up freight 

from the shipper, there may be a shipper�s bill-of-lading with vital information and additional attachments.  Unless the 

freight needs to go directly to the airport, the pickups go to Pilot�s station (or depot).  There the station personnel enter 

all the salient data into a proprietary system on VAX and decides how to move the freight.  

Local station staff functions as travel agents for freight.  They check schedules and equipment.  (For example, a 

particular shipment might need a wide-body aircraft.)  Bills of lading typically have six plies, although international 

shipments can generate a dozen sheets or more.  On the delivery end, the driver gets a signed proof-of-delivery 

and turns it in at the station.

Under Pilot�s old imaging system, stations would physically send their documentation to corporate HQ three to five 

times a week via airmail or company truck.  There it would be scanned and online by the close of business on the 

day of receipt.

"Customers won�t pay if they can�t see the delivery receipt," reports Lisa Coyle, Vice President of Quality and 

Administration.  "You need that for claims too.  Was it signed off short, damaged, wet?"  If a shipper questions a 

charge, they typically called Pilot�s customer service department.  There, agents would hope to find a scanned 

image of the proof-of-delivery and send it to the client.

With the new UNISearch system from Comsquared, shippers look for a document themselves on Pilot�s Web site.  

They can track the progress of their shipments, and they see exact images that prove delivery.  

"It is an amazing concept," notes Coyle, "but people would rather serve themselves on the Web than have our 

customer service agent do it for them.  It is definitely quicker, and they trust it more.  It works best for everyone."

Under UNISearch, Pilot�s remote stations fax their documents to corporate in batches  several times a day.  

UNISearch automatically identifies the sending station by reading the sending station�s fax ID, and a bar coded 

cover sheet identifies the type of document coming in.  The faxed documents act the same as scanned images, 

and they are automatically indexed via UNISearch�s bar code reading software.  UNISearch automatically routes 

back confirmations for all documents -- complete and incomplete -- and sends reports to Coyle six times a day.

Retrieval occurs in a split second.  UNISearch�s Hierarchical Storage Management (HSM) system keeps documents 

on line for 90 days, after which they go to near-line storage.  "We used to warehouse paper for seven years," notes 

Malcolm, "but HSM replaces the warehouse.  Before, we had a fulltime [document] retriever, but not now."

"The benefits have been substantial," Malcolm adds.  "We provide technology that only the large players in the market 

have been able to provide.  It has been an effective sales tool.  We try to train our sales people to show the technology 

along with the personal service.�

"It frees us up to spend more quality time adding enhancements to the shipping process, and it makes us more 

productive," he relates.  "It reduces the number of calls we get for followup.  Our accountants love that UNISearch

helps with our Accounts Receivable.  Our Daily Sales Outstanding has gone down."

There�s More to Be Done
Satisfied with the imaging/web project, Pilot Air is ready to have Comsquared implement its automated billing module.

Currently, invoices are printed on a dot matrix printer, and supporting documents are printed separately and manually 

attached.  Soon, Malcolm expects UNISearch to format each invoice and, based on a code sent with each invoice, find 

and print the necessary supporting documents on the back side of the invoice.  The invoices and supporting documents 

could be faxed or e-mailed automatically just as easily.

Malcolm has kind words for Comsquared:  "They have the technical know-how, and they don�t over commit.  Instead they 
deliver a good value for your dollar.  It�s not too often that we speak highly of vendors these days, but we enjoy our 
relationship with Comsquared.  They do what they say they will do, and that is all we ask."

Gordon E.J. Hoke is a principal with IMERGE Consulting as well as a contributing editor to Imaging & Document Solutions.  

He can be reached at (507) 534-2293 and ghoke@imergeconsult.com.
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