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Executive Summary 
 

UNRWA manages a large and diverse fleet of 1,327 vehicles1 across its five fields 

of operation. These vehicles play an important role in the Agency’s service delivery to 

Palestine refugees in camps and non-camp settings. They enable staff members to 

access UNRWA’s installations and offices and to transport goods, equipment and 

diplomatic mail. The utilization of vehicles such as ambulances, mobile clinics and 

garbage compactors has an obvious and direct impact on refugees’ wellbeing. 

A growing refugee population and stagnating voluntary contributions from the 

Agency’s donors are putting pressure on UNRWA’s scarce resources. In this context it 

is considered important to conduct an independent review of the Agency’s fleet in order 

to determine whether it follows international best practices and will be able to keep up 

with increasing demands regarding effectiveness and efficiency. The review assesses 

the areas of general fleet management, transport operations, fleet maintenance and 

repair as well as vehicle replacement with the purpose of recommending measures to 

improve cost-effectiveness. 

The review was carried out by two qualified transport engineers, who visited 

UNRWA’s five fields of operation including HQ locations. The experts conducted semi-

structured interviews with staff responsible for fleet management as well as with 

vehicle users. The consultants also examined UNRWA’s maintenance workshops and 

visited local vehicle supply and maintenance service providers operating in the 

Agency’s host countries in order to assess options of outsourcing vehicle maintenance. 

The review found that UNRWA’s fleet is not over-established to support the 

operations of the 30,000 staff employed across five Fields caring for some 5 million 

refugees under the most challenging circumstances. Demand for transport is changing 

and also varies between the countries in which the services are delivered. The cost of 

providing this transport resource is escalating both in response to the provision of 

additional services and projects and also as a result of failing to invest in measures 

that keep UNRWA’s fleet management up-to-date with modern standards. 

                                            
1  Data as at January 2010. 
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In order to improve the cost-effectiveness of UNRWA’s fleet and to ensure that the 

fleet will be able to effectively support the Agency’s operations under increasingly 

challenging conditions in the future, the following measures are recommended: 

 

1. Review and update transport policy: 

Fleet policy has evolved from an original Motor Transport Policy created during the 

early years of UNRWA’s existence and now implemented through the Manual of 

Transport Procedures and a series of Motor Transport Technical Instructions (MTTIs). 

These policy documents do not provide for technological advances made in both 

vehicles and the systems used for transport and fleet management. A review of 

UNRWA’s Transport Policy is recommended as a priority to ensure that the strategies 

employed are relevant and appropriate to UNRWA`s current and evolving transport 

needs. 

 

2. Review and clarify responsibility for fleet mana gement: 

Responsibility for the management of the fleet is not clearly defined in all areas. A 

clear reporting structure and division of tasks between HQ and Fields as well as within 

each HQ and Field Procurement and Logistics Division is required. The formal 

establishment of a Transport/Fleet Management function in addition to the existing 

procurement function within HQPLD is considered essential to provide the required 

level of technical and management expertise to support Field operations. Improved 

efficiencies in the control and administration of the fleet and transport within Fields will 

enable the levels of supervisory and management staff to be reduced from five to four 

with an associated cost saving. Furthermore, the Transport Operations Officers in the 

Field Offices should be divested of their additional duties related to warehouse 

management to enable them to be more effective in managing the use of transport. 

 

3. Invest in a Fleet Management System: 

UNRWA’s fleet management is predominantly paper-based, supported only by an 

Access database and a limited number of unlinked Excel spreadsheets. This is not 

only a very labour intensive way of managing the fleet but also results in an inaccuracy 
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or even lack of the most basic data required for informed decision making. During this 

review it became apparent that the absence of accurate cost information on UNRWA`s 

transport operation was preventing staff from managing and controlling those costs. 

Currently, the charges levied to recover the cost of providing transport services, 

whether they are for home-office-home use of cars, staff bus transport or workshop 

recharges to external agencies, cannot be justified. In order to effectively manage the 

fleet and minimize associated costs, it is recommended that UNRWA invest in a 

computer-based transport/fleet management information system. 

 

4. Reconsider an Agency-wide application of the Car log system: 

At the present time the principal benefits of the Carlog system applied in West Bank 

Field Office are the recording of data on car users’ home office home and personal use 

plus a claimed reduction in the number of reported accidents. There are however 

significant concerns regarding both the validity of the data obtained and the efficacy of 

the data reporting/collation process. Any extension of the use of this system in its 

present form should not be considered until the claimed benefits have been fully 

evaluated and an improved system, with appropriate systems support and an effective 

data retrieval facility, is available. A review of the present policy on the personal use of 

Agency cars could reduce the need to record this level of data and the need for a data-

logger. 

 

5. Outsource maintenance and repair work in some of  the Fields:  

Maintenance and repair of UNRWA’s fleet is provided by six Field workshops but as 

a result of under-investment in these facilities they are not adequately equipped, work 

standards are poor, there are significant health and safety risks to staff, vehicle 

downtime is excessive and maintenance costs are not fully identified or attributed. 

Inefficient working practises mean that many of the workshops are overmanned. The 

inadequacy of the workshop facilities in the West Bank and Lebanon in particular 

preclude the option of their use by an external maintenance contractor. It is 

recommended that all maintenance and repair work in Lebanon and the West Bank is 

contracted out to external workshops and the in-house facilities closed. In Jordan a 
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reduced workshop facility for the heavy trucks should be retained and the remaining 

vehicle maintenance contracted out. This will improve maintenance standards and 

vehicle safety as well as reduce the cost of maintenance. 

  

6. Further invest in workshops retained in other Fi elds: 

Syria and Gaza Fields do not yet have access to a sufficiently developed external 

service infrastructure and their Field workshops need to be retained and improved 

through further investment in staff training, safety, tools and equipment resources to 

raise standards. Staffing levels also need to be reviewed in relation to fleet size, 

composition and maintenance demands. Workshops should be established as financial 

cost centres with all the costs of their operation, including crash and accident damage 

costs, fully identified. Costs should be attributed to the maintained fleet and devolved 

to user budgets to raise awareness amongst vehicle users. 

 

7. Revise UNRWA’s fleet replacement policy: 

Many of UNRWA’s vehicles have been retained in use beyond their economic 

service life with an associated increase in maintenance and repair costs. The current 

fleet replacement policy does not take into consideration the diversity of the vehicle 

types deployed. It needs to be reviewed using a whole life cost approach reflecting 

both the type of vehicle and the local operating conditions to enable a programme of 

planned renewal.  

 

8. Continue to procure vehicles centrally but invol ve Fields more closely: 

For a fleet of this size the capital budget for vehicle acquisition and replacement 

should be an HQ responsibility in order to ensure the coordination and balancing of the 

Fields’ needs and the availability of funding in competition with other Agency priorities. 

Direct purchase is recommended as the preferred option of fleet procurement to 

enable UNRWA to benefit from the exemptions on import duties and taxes. Benefits of 

scale can be enhanced by larger order volumes achieved through increased 

standardisation of vehicle types, improved planning and the adoption of specifications 

that can be accepted in as many of the countries of operation as possible. Therefore, 
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overall responsibility for fleet procurement should remain with the Procurement and 

Logistics Division in HQ Amman subject to closer involvement of Field procurement 

and logistics staff on tender specifications. Specific requirements on regulatory 

compliance and service support should be included within tenders. These will ensure 

that the vehicles supplied are fit for purpose and can be locally maintained. 

 

9. Review the current allocation of vehicles: 

Currently, an excessive number of cars are being used by staff for personal use 

and without adequate duty justification. It is recommended to review and update the 

current vehicle allocation policy with the aim of greatly reducing the allocation of 

vehicles to individuals for personal usage. Subject to such a review, re-allocation of 

cars from individuals to user departments as replacements for life-expired vehicles or 

to meet a justified increase in duty travel may be appropriate.  

 

10. Invest in computer systems for fuel management,  transport scheduling and 
dispatch: 
 

Fuel usage and distribution needs to be recorded in volume and cost for each 

vehicle. Computerized fuel management systems for the bulk fuel installations would 

provide a record of all fuel issues. It would remove the need for a constant staff 

attendance while also giving drivers controlled access to fuel outside of normal working 

hours. 

Changing to electronic transport/vehicle requisitions and the adoption of vehicle 

and driver computer scheduling programmes in those dispatch offices responsible for 

managing significant daily volumes would improve the efficiency of the process, 

improve resource allocation and provide management records of utilisation. These are 

functions not usually provided within a Fleet Management System or vehicle data-

logging but which can be integrated for data reporting. 
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11. Raise driving standards: 

 
To reduce the current level of accidents and vehicle damage with their associated 

impact on staff safety and fleet operating costs, it is recommended that the process 

used to assess driver competence and issue permits to drive UNRWA vehicles be 

applied more rigorously. Driver assessors should receive training in this task, must be 

provided with an appropriate level of authority and enabled to make independent 

decisions free of any coercion or interference. Permits issued should be limited to only 

those types of vehicle on which drivers have demonstrated an acceptable level of 

competence. UNRWA policy on the initial and recurring assessment of drivers, 

including post-accident assessments and the provision of remedial action where 

necessary should be reviewed to ensure that all authorised drivers have the required 

level of skills.  

 

12. Reduce the volume of centralised vehicle parts procurement: 

The practice of procuring large volumes of duty exempt vehicle parts for standard 

vehicle types directly from manufacturers and external suppliers has resulted in large 

volumes of stock accumulating in Field workshops and then being deleted from the 

inventory due to low turnover and obsolescence. The introduction of a Fleet 

Management System with a Stock Control function would enable more precise control 

of vehicle parts stocks in workshops and inform future demand requirements.  It is 

recommended that the policy of centralised parts procurement be limited in future with 

parts volumes being predicted more accurately from actual usage analysis. Additional 

requirements for vehicle parts will need to be obtained under negotiated arrangements 

from local suppliers of manufacturers’ original equipment specification items at duty 

paid prices. 
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1. Introduction 
 

The United Nations Relief and Works Agency for Palestine Refugees in the Near 

East (UNRWA) offers assistance, protection and advocacy for some 5 million 

registered Palestine refugees pending a solution to their plight. UNRWA provides 

education, health, relief and social services, microfinance, camp improvement and 

infrastructure services as well as emergency assistance to eligible refugees in its five 

fields of operation: the Gaza Strip, Jordan, Lebanon, the Syrian Arab Republic, and the 

West Bank including East Jerusalem. The Agency is headquartered in Amman and 

Gaza. UNRWA currently operates or sponsors over 900 installations with nearly 

30,000 staff across the five fields. The majority of these staff are involved in direct 

service delivery to beneficiaries. 

UNRWA staff is supported by a fleet consisting of 1,269 vehicles including 805 light 

sedans, 16 armoured vehicles, 118 trucks, 215 buses and 115 assorted types 

including garbage compactors, tractors, ambulances, fork lifts, etc. These vehicles are 

distributed over its five fields of operation as follows: 409 in Gaza, 164 in Jordan, 189 

in Lebanon, 153 in Syria, 321 in West Bank and the remaining 33 in headquarters and 

UNRWA's Cairo Office. 

UNRWA's fleet serves multiple purposes including supporting direct service delivery 

in camps and non-camp settings (e.g. mobile dental clinics, ambulances, and 

distribution of supplies such as textbooks, medical supplies or food rations). 

Furthermore, UNRWA's vehicles enable frontline staff to access UNRWA's installations 

and managers to attend meetings and carry out monitoring visits in the field. UNRWA's 

fleet also facilitates the transportation of goods, equipment and diplomatic mail from 

one location to another, within the same Field and between Fields. Additionally, 

UNRWA offers home-office-home bus services for some staff and students, home-

office-home assigned vehicles for pre-approved staff, and individually assigned 

vehicles for security and operational support staff. 
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Additional transport resources are contracted commercially as required for tasks 

such as the movement of goods from ports and airports to main warehouses, the 

internal distribution of bulk food items and bus transport services. 

UNRWA's fleet is managed by the Procurement and Logistic Division of the 

Administrative Support Department in Headquarters and the Field Procurement and 

Logistics Departments in the five Fields. In each Field, the fleet is further spread 

among Area Offices. 

The logistics sections incorporate three functions: transport operations, vehicle 

control, and vehicle maintenance. All routine maintenance and most repairs are carried 

out by UNRWA's vehicle workshops located in each Field but some outsourcing of 

repair is used as required. 

A growing refugee population and stagnating voluntary contributions from the 

Agency's donors are putting pressure on UNRWA's scarce resources. In this context it 

is considered appropriate to assess the Agency's fleet through an independent review 

in order to determine whether it follows international best practices (especially in the 

United Nations environment) and will be able to keep up with increasing demands 

regarding effectiveness and efficiency. 
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2. Objectives and Scope of the Review 
 

UNRWA is seeking an overall review of fleet management in the Agency's 

Headquarter locations as well as the five Field Offices. The review is required to 

assess the following areas and recommend best practices: 

• General fleet management, including organizational set-up, financial 

management (including charge back system), systems and tools used, licensing 

and insurance; 

• Transport operations, including assignment procedures, fuel management, 

systems and tools used, staff levels and training, safety aspects; 

• Fleet maintenance and repair, including facilities, tools, systems, work orders 

and record keeping, staff levels and training, and spare parts inventory and 

supply; 

• Vehicle replacement (policy of write off/disposal) and funding, including usage 

levels, acquisition, purchasing cycle procedures, warranties and 

reimbursements. 

 

The review should provide answers to the following questions and systematically 

offer recommendations for improvement: 

 

Relevance 

• To what extent is the current size and composition of the fleet in line with the 

needs and priorities of the staff who are using the fleet? 

 

Effectiveness 

• To what extent do the different functions (general fleet management, transport 

operations, vehicle control, and vehicle maintenance) effectively support 

UNRWA in delivering education, health, relief and social services, microfinance, 

and camp infrastructure and improvement services, as well as emergency 

assistance to Palestine refugees? 
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• To what extent are the current procedures as well as available tools and 

systems able to support an effective fleet management? 

• Is the fleet management more effective in some fields than in others and what 

are the reasons for it? 

• What are the key requirements of a fleet management system which can 

effectively support UNRWA's programmes in delivering their services to 

Palestine refugees? 

 

Efficiency 

• To what extent are UNRWA's fleet monitoring and control systems, in particular 

with regard to the usage of vehicles and fuel consumption, efficient? 

• How efficient is the "Car Log" management system used in West Bank Field 

Office compared to alternative systems and compared to the vehicle 

management in other Field Offices, in which no such systems exist? 

• To what extent are UNRWA's practices and decisions regarding maintenance 

and repair as well as end of life (write off) efficient? 

• Is the current in-house fleet management competitive with an outsourced 

concept in which a combination of services is performed by outside service 

providers for market prices? 

 

Impact 

• How does UNRWA's fleet management contribute to the Agency's ability to 

deliver services in a positive and negative, intended and unintended way? 

 

Sustainability 

• To what extent are the current arrangements of fleet management suitable for 

serving UNRWA's needs in the future, in particular in a context of expected 

resource constraints? 

• To what extent is UNRWA's fleet management environmentally sound? 
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3. Methodology 
 

This project was undertaken by two qualified Transport Engineers, team leader Mr 

Bob Papps (I Eng. FCILT HonFIRTE) and team member Mr Anthony Vandome 

(MIRTE MIMI), from the company DFF International Ltd. Their CVs are attached in 

Annex C. 

The consultant team visited the HQ locations as well as the Field Offices in Jordan, 

Syria, Lebanon, Gaza and the West Bank. An average of two days was spent at each 

location and details of the full review programme and schedule of visits are attached as 

Annex D. 

The review used a multi-methods methodology including the following: 

• Document review (including the Manual of Transport Procedures and Motor 

Transport Technical Instructions) and analysis of secondary data;2 

• Semi-structured individual interviews with staff involved in fleet management at 

HQ and Field levels to obtain details related to the current policies, procedures 

and practises that exist and are implemented for the provision and management 

of the fleet; 

• Focus group discussions and semi-structured individual interviews with various 

types of users of the fleet at HQ and Field levels to get an understanding of their 

experience in using vehicles and equipment; 

• Observational visits to UNRWA workshops and warehouses; 

• Assessment of the condition of a vehicle sample at each location; 

• Observational visits to and semi-structured interviews with local vehicle supply 

and maintenance service providers at each Field location to establish the scope 

of services available, the standard of maintenance provided and indicative 

costs. 

 

A list of those persons interviewed is attached as Annex F. 

                                            
2 A list of documents reviewed is available in Annex E. 
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4. Findings 
 

UNRWA currently operates some 1,327 vehicles (at December 2010) in support of 

its operations in five distinct areas with three separate Headquarters in Amman 

(Jordan), Jerusalem (West Bank) and Gaza. The total number of vehicles has 

increased by 66% in 8 years since 2002: 

 

Location Current Fleet 

(10/11) 

Former Fleet 

(02/03) 

Increase 

% 

Gaza � 461 228 + 102% 

West Bank � 323 214 + 51% 

Jordan � 199 126 + 58% 

Syria 156 104 + 50% 

Lebanon 188 129 +44% 

Total 1327 801 + 66% 

 

� Includes HQ Gaza (currently 1) 

� Includes HQ Jerusalem 

 � Includes HQ Amman (currently 30) and Cairo office (currently 1) 

 

The greatest increase in fleet size has been in Gaza, with a more restrained level of 

increase in the other four fields during the same period. 

The growth in fleet size has increased most noticeably in recent years with an 

increase of 12.5% from 2008 to 2009 and 11% from 2009 to 2010. Not all the fields 

have seen an increase in fleet during 2009/10, with Jordan, Syria and Lebanon all 

reducing their fleet size and the growth being more pronounced in Gaza and 

West Bank. Most of this fleet growth is the result of additional cars being purchased, 

with 236 (63%) of the 373 new vehicles purchased since January 2008 being Fiat 

Puntos. 
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4.1  The Demand for Transport 
 

UNRWA provides its humanitarian services for approximately 5 million Palestinian 

refugees in five distinct areas: Jordan, Lebanon, Syria, West Bank and Gaza. The 

circumstances and living conditions of these refugees vary considerably between these 

areas, which impacts directly on the type and scale of the services that UNRWA 

provides. This in turn directly influences the demand for transport within these areas, 

both in terms of the type and number of vehicles required to support the delivery of 

services, whether it be for cars to transport staff to camps, buses to take children to 

school, trucks to collect and deliver food aid, garbage vehicles to collect waste in the 

camps or mobile health / dental units. 

Furthermore, the size of each of these areas and the proximity of refugee camps to 

education facilities and local municipalities has a direct bearing on the type of vehicles 

required and the level of utilisation achieved. 

Another factor which has a significant impact on the type and number of vehicles 

required to support the delivery of UNRWA services is the need for UNRWA operated 

vehicles to comply with the regulations of the country in which they operate and to be 

registered within that country (unlike other UN agencies which do not have to conform 
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with such restrictions). These national restrictions require UNRWA vehicles to meet 

varying emission standards (at procurement), limitations on fuel type (for smaller 

vehicles) and equipment specifications (tachographs and speed limiters for larger 

vehicles). 

As a consequence, these variations require transport to be provided in a variety of 

different ways and with alternative vehicle types / specifications to meet the needs and 

demands of the UNRWA transport users within each of these areas. Such practices 

may be considered as inconsistent with best practise in fleet management and 

resulting in higher transport provision and operation costs, but are likely to remain an 

inevitable consequence of needing to provide effective transport under such a 

disparate range of regulatory and operational constraints. 

This review of UNRWA Fleet Management has therefore been conducted 

separately within each of the five areas, reflecting how the fleet is managed in practice, 

with a separate consideration of the Fleet Management responsibilities of the 

Procurement and Logistics function within Amman HQ. 

 
4.2  Fleet Policy 
 

Fleet policy has evolved from the early years of UNRWA’s existence and is 

implemented through the Manual of Transport Procedures and a series of Motor 

Transport Technical Instructions (MTTI’s) circulated to Field Offices from the Amman 

Headquarters Procurement and Logistics Department. There is no UNRWA Transport 

or Fleet Policy document as such but the aforementioned Manual and MTTI`s which 

are communicated to the Field Procurement and Logistics Officers (FPLO`s) provide 

guidance.  

It is understood that a policy revision and updating are in the process of being 

drafted to address the issues of managing a much increased fleet using the advances 

in technology and communication that are now available. 

A key element of the Fleet policy is the procedure for determining the fleet 

establishment. At the present time this responsibility appears to be devolved largely to 

the FPLO in each Field who is required to determine how many vehicles and of what 

type in consultation with those departments which require transport to deliver their 
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services. The application for funding of these vehicles, either additional or 

replacements is then considered by HQ within the context of available funding and the 

many alternative demands for scarce resources. 

 

 

 

 

 

 

 

 

 

 

 

 

 

The issue of who is entitled to transport was raised on a number of occasions 

during our meetings with Field Officers and is an area where they require a much 

clearer policy direction to assist them in providing or replacing vehicles only where they 

can be properly justified. 

Fleet management is effectively still managed in UNRWA using a series of 

documents devised long before the advent of computers. 

Whilst it was evident that policies do exist for a range of fleet management 

functions ranging from driver assessment and permits to fuel management and vehicle 

maintenance, the lack of clarity on many of these topics has resulted in local 

interpretations and variations in the way these are now managed. 
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4.3  Administration and Management 
 

There is no Fleet Management system available although a limited amount of fleet 

data is maintained on an Access database. A monthly report on Transport and Fleet 

activity is submitted by each FPLO as an attachment to an e-mail in a spreadsheet 

format replicating the original Form MT-16 (Monthly Return on Vehicle Operations – 

revised in 1983). This information is entered into the database. Additional returns are 

also submitted with details of car usage and HOH/private use charges recovered. 

Very few details of vehicle specifications are recorded on this database and the 

number of vehicles in use is usually not consistent with the records maintained 

independently by the Fields. Information contained within the fleet database on 

individual vehicles is minimal and in many cases incomplete. Vehicles provided by 

donors as used items are not recorded as such and their utilisation on receipt is not 

recorded. Similarly, the full specification of the more complex trucks and buses is not 

recorded. 

Cost information in the database is limited to the initial purchase cost and 

expenditure reported on parts and external repairs. Maintenance labour costs are not 

calculated in the UNRWA workshops or reported as an operating cost. Fuel volumes 

are recorded but not fuel consumption or cost. True vehicle operating costs are not 

known. 

There are currently four staff employed within the fleet administration section of the 

HQ Procurement and Logistics Division to provide a fleet management function. Their 

responsibilities are currently limited to: 

• Vehicle procurement including specification and tendering for standard vehicle 

types acquired in volume. (Responsibility for the procurement and tendering of 

low volume and specialist vehicles is now devolved to FPLO’s.) 

• Annual tendering and procurement of vehicle parts for standard vehicle types 

where the order value is in excess of US$ 60,000. p.a. (Below this threshold 

Field Offices can purchase locally but are still required to tender if the RFQ is in 

excess of US$ 60,000 p.a.) 
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• Arranging fleet insurance. Currently with National Insurance Co. with third party 

cover only valid in all Fields of operation at an annual cost of US$ 423.15 per 

vehicle. 

• Recording reported accidents. Repair management is a local responsibility. 

 

Local Field Offices are responsible for registering and licensing their vehicles with 

the relevant authorities. 

 
4.4  Vehicle Specification 
 

Vehicles are specified by the HQPLD staff for those orders being tendered by HQ.   

This can be a challenging task even for standard vehicle types due to the need to meet 

the different operational and legal requirements of all the fields. 

 
  

 

 

 

 

 

 

 

 

 

 

 

Vehicles currently in use by UNRWA generally have an appropriate technical 

specification, including the Fiat Punto small cars, Toyota Hi-Ace Minibuses, Mitsubishi 

Canter small trucks, Toyota Coaster and Mitsubishi Rosa midi-buses as examples. 

 

 

UNWRA Fleet (December 2010)

Vehicle Category Gaza Jordan Lebanon Syria West Bank Total
Ambulance 16 1 4 21
Bus 88 30 36 30 50 234
Car & Pickup 4x4 17 5 12 4 35 73
Car & Pickup 4x4 Armoured 16 16
Cars 259 138 75 105 188 765
Dental Unit 3 4 4 1 12
Pickup 5 1 25 31
Trucks - Freight 11 11 19 4 18 63
Truck - Refuse Compactor 13 7 4 4 6 34
Truck - Road Sweeper 2 2
Truck - Vacuum Tank 1 1 2
Truck - Water Tanker 2 2 4
Van - Medium 6 2 3 5 16
Plant/Misc 24 3 8 2 17 54

Total 461 199 188 156 323 1327
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There are however also a number of examples of inappropriate new vehicle 

specifications which have subsequently resulted in the vehicles supplied not being fully 

effective in their role or experiencing increased operating costs. These include: 

• Mercedes large buses in Jordan supplied without air conditioning and specified 

for local urban transport – now being used for longer distance commuter 

transport. The lack of air conditioning was raised by commuting staff although 

there are relatively few months of the year when it is necessary in the Amman 

area where these vehicles operate. 

• Hyundai large bus in Syria with no emergency doors for passengers, no air 

conditioning and uncomfortable (for longer commuter journeys) seating; 

• Toyota Coaster bus being supplied with petrol (gasoline) engines in Syria to 

comply with local restrictions based upon seating capacity; 

• Volvo buses supplied for use in the West Bank and fitted with under-floor 

luggage stowage and external access doors which generate requests for vehicle 

searches at IDF security check-points; 

UNRWA 
Fleet Composition

Truck - Refuse 
Compactor, 34

Truck - Road 
Sweeper, 2

Trucks - Freight, 
63

Truck - Vacuum 
Tank, 2

Dental Unit, 12

Truck - Water 
Tanker, 4

Van - Medium, 16

Ambulance, 21

Bus, 234

Car & Pickup 
4x4, 73

Car & Pickup 4x4 
Armoured, 16

Pickup, 31

Cars, 765

Plant/Misc, 54
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• Refuse compactor vehicles with complex and sophisticated compaction and bin-

lifting equipment that is costly and difficult to maintain due to the absence of 

local technical support or parts; 

• Volvo trucks provided for use in Jordan, where there has been no 

manufacturer’s service support or parts availability. 

 

It was acknowledged that many donated vehicles were not always of an appropriate 

specification, often to meet a generic requirement and reflecting types used by donor 

governments, but this was a matter beyond the control of the HQPLD staff. 

Nevertheless, it is also evident that mistakes have been made with the preparation of 

vehicle tender specifications in the past. For the larger vehicles, specialist knowledge 

is required to ensure that the desired operational specification is translated into a 

technical specification that will perform as required in service. 

Variations in specification and choice of vehicle type appear to result in wide 

variations in purchase cost. In Syria, Iveco vans are being purchased at a cost up to 

44% higher than Mitsubishi Canter chassis-cab vehicles used in Jordan and Lebanon 

for a similar role. All of these vehicles have been supplied exempt from local taxes. 

 

Type Purchase year Purchase Cost Field 

Mitsubishi Canter truck 2008 US$ 26,761 Jordan 

Mitsubishi Canter truck 2009 US$ 23,250 Lebanon 

Iveco Daily Van 2008 US$ 33,579 Syria 

 

HQ PLD Transport section have produced a list of preferred vehicle models for 

commonly used vehicle types in an attempt to reduce the problems of operating and 

maintaining a wide range of different models. 

Vehicles procured in emergency situations (such as the wars in Lebanon and 

Gaza) could not be negotiated and specification/availability were the principal criteria in 

meeting the operational requirement. This resulted in cost variations. 
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4.5  Funding and Procurement 
 

Vehicles may be funded by one of three principal routes: 

• from the General Fund of UNRWA (which has very limited funds for vehicles); 

• by sponsors, often for specific projects and which may have use constraints; 

• by donors of vehicles, either new or used. Where these vehicles do not conform 

with national regulations and are not of a standard type used by UNWRA, this 

route can create issues for local registration, use and maintenance 

 

Vehicles procured by UNRWA are shipped directly to the country where they are to 

be used (other than Gaza, where they have to ship through Ashdod in Israel) and are 

exempt from local duties and taxes. This does provide a significant cost advantage but 

does mean that these vehicles cannot be sold at the end of their life. They have to be 

certified as destroyed, exported or donated to the host country. This does have a major 

impact on UNRWA’s fleet replacement policy and whole life costing. 

Competitive prices have been obtained on the small cars procured through the 

tendering process managed by HQ PLD: 

 

Type Manufacturer Cost (US$) Year 

Small car Fiat Punto 10,309 – 10,812 2010 

 

However, vehicles purchased in low volumes are not being obtained at such 

competitive prices: 

 

Type Manufacturer Cost (US$) Year 

Medium van Iveco 33,579 2010 

 

Other vehicle types also purchased in low volumes at or around the same time 

show wide variations in cost: 
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Type Manufacturer Cost (US$) Year 

Minibus Toyota 21,000 – 32,254 2009 

Refuse 

compactor 
Volvo FLE 89,000 – 130,000 2008 

Volvo 215,128 2008 
Large Bus 

Mercedes 110,000 2009 

Toyota 228,500 2009 
Armoured Car 

4x4 Toyota 130,400 
2007 

(US Contribution) 

 

Vehicles are grouped in the above table based upon their description in the HQPLD 

database. In most cases there was no information on the precise specification of these 

vehicles which would have influenced the purchase cost. Whilst some of these price 

fluctuations are related to variations in specification and shipping charges, the price 

range and vehicle numbers involved reveal the difficulty of obtaining competitive prices 

with low order volumes, exacerbated by having only a limited degree of standardisation 

for the same type of vehicle. Donated vehicles were included at the acquisition price 

paid by the donor, a matter over which UNRWA had no control. 

 

4.6  Vehicle Operating Costs 
 

A schedule of annual costs for a range of vehicle types has been produced by the 

fleet section for the guidance of Field staff, based upon the values reported in the 

monthly MT-16 returns. Costs vary according to the Field of operation. The figures are 

used by Field Offices for vehicle use recharges. The accuracy of these figures is 

questionable due to the quality of the reported data used for the calculation and the 

method of attributing the workshop labour cost in the absence of any workshop labour 

costing. 
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4.7  Vehicle Replacement 
 

The UNRWA fleet replacement policy was revised in May 2007 and is now defined 

as follows: 

 

 Vehicle Type Replacement Age (years) 

/Kms* 

Heavy Sedans 

Medium Sedans 

Light Sedans 

4x4 Small Trucks 

4x4 SUV type vehicles 

  

1 

Armoured vehicles 

10 years or 200,000 Kms 

Light Trucks and 

Pickups 

Minibuses (< 20 seats) 
2 

Vans 

10 years or 250,000 Kms 

Light Buses (> 20 seats) 
3 

Ambulances 
10 years or 300,000 Kms 

Heavy Trucks 

4 Heavy Buses (> 50 

seats) 

20 years or 500,000 Kms 

Tractors, Fork Lifts 
5 

Wheel Loaders 
10 years or 10,000 Hours 

* Whichever occurs first 

 

The basis of this life determination is not stated. Vehicle capital costs are fully 

amortised over 10 or 20 years without any residual value and depreciation is calculated 

on a straight line basis. 



UNRWA Fleet Management Review 2010 - Final Report  
 

No planned fleet replacement programme or capital budget forecast based upon 

the above replacement criteria was available. From the HQ PLD database we have 

calculated that 139 of the vehicles currently in service exceed these age limits. Very 

few vehicles require to be replaced within the age limit due to high utilisation. Details of 

the numbers and types are reported within each of the separate Field Office reports.  

Responsibility for fleet replacement budgeting has been devolved to Fields with the 

result that priority has been given to Programme Delivery and not vehicle replacement. 

The consequence of this is evident in an ageing fleet. 

 

4.8   Operation of Transport 
 

Responsibility for the operation of transport and fleet management within Fields is 

that of the Field Procurement and Logistics Officer (FPLO) usually assisted by a 

Deputy FPLO. Typically there are four levels of supervision and management reporting 

to the FPLO. 

Transport operations are managed within Fields by the Transport Operations 

Officer (TOO) or Fleet Manager in Gaza with usually three reporting staff: 

- Vehicle Control Officer (VCO)  responsible for: 

Dispatchers* 

Drivers 

Clerical staff 

- Vehicle Maintenance Officer 

(VMO) 

 responsible for workshop staff 

- Supply Officer (Warehousing)  No direct involvement in 

transport or fleet management 

*It was noted that the dispatchers in some of the out-based locations were 

responsible for only two or three drivers. 

 

Whilst it was evident that transport operations were being managed in a similar 

manner within all the Fields, with minor variations, there did not appear to be a 
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definitive policy available and we were not able to access any documents specifying 

current UNRWA policy in relation to areas such as: 

• Driver recruitment and training; 

• Driver assessment and qualifications; 

• Driving Permits; 

• Driver responsibilities; 

• Driving and duty hour limits; 

• Driving conduct; 

• Alcohol and substance abuse; 

• Vehicle routing and scheduling procedure; 

• Freight vehicle operation; 

• Vehicle loading and load security; 

• Passenger vehicle operation; 

• Passenger management; 

• Accident reporting and responsibility; 

• Fuel management; 

• Vehicle checking and defect reporting; 

• Safety in operation. 

 

These are all activities which need to be clearly defined within the Transport and 

Fleet policy and promulgated to assist staff in the safe and efficient discharge of their 

duties. 

 

4.9  Carlog System 

4.9.1 The System 
 

Since 2006 WBFO have been trialling use of the Carlog vehicle data recording 

system, with some 287 vehicles having now been equipped. Units are installed on-site 

by the workshop electricians with a current unit cost of US$ 466 each. This includes 

the vehicle unit, swipe-card reader, transponder, aerial and modem. Fitting takes two 
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hours. For new vehicle types data has to be obtained from local manufacturers agents 

on the correct wiring connections. Old units can be transferred to new vehicles if still 

serviceable. 

In addition to the car installation, receiving stations have to be installed at each 

vehicle operating base – currently the six dispatcher locations. Vehicles are dedicated 

to their base receivers and transmit the recorded data whenever they are within range. 

In addition to the Carlog units, a printer to produce the magnetic cards with permit data 

for each driver is required. It costs US$ 5,000. As vehicles fitted with the Carlog can 

only be started by drivers in possession of a valid driver card, the workshops, including 

external garages, have to be provided with a master card to enable them to move 

vehicles. 

The system as used by WBFO does not have a vehicle locating or tracking 

capability – this having been disabled by the manufacturer at the request of WBFO. 

Data recorded and reported includes: 

• Vehicle Identity number; 

• Drivers Employee number (not name); 

• Drivers personal ID number; 

• Journey date, start time and finish time; 

• Journey distance (kms); 

• Duty (Work/HOH/Private) as switched by driver; 

• Fuel issues (as manually entered by driver on vehicle keypad). 

 

Data can also be obtained in respect of: 

• Vehicle warning lights being displayed; 

• Vehicle speed (duration of time in excess of defined limits); 

• Vehicle maintenance reminder (service due); 

• Vehicle acceleration/deceleration/speed over previous 5 minutes (data is 

overwritten after this time). 

 

Data is downloaded by dispatchers at each of the six receiving stations and 

imported into an Excel spreadsheet for sorting. Lookup tables are used to 
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retrospectively match reported data with drivers and requisitions. At the end of each 

month the TOO visits each of the receiving stations and downloads the data onto a 

memory stick for transfer to the master data file at the WBFO. 

 

4.9.2 Benefits 
 

The following benefits of the Carlog System have been observed: 

• Odometer readings and a record of duty/HOH/private use are automatically 

recorded and reported without the driver needing to complete a daily work 

record. 

• Administration is reduced and has eliminated the requirement to record data 

manually from a large volume of daily work sheets; 

• Driving time and duration is recorded as well as distance travelled; 

• Data is available on the incidence of speeding over specified limits; 

• In the event of an accident, more detailed information on vehicle speed, braking 

and acceleration is available; 

• Vehicles cannot be used (started) without possession of a valid driver’s identity 

card. 

 

4.9.3 Carlog Experience 
 

The following experiences have been recorded with regard to the Carlog system: 

• Installation of the Carlog system has proved to be relatively straightforward with 

few complications although some vehicle types may present further issues. On 

Fiat Puntos supplied from 2007 on there have been problems with the Carlog 

system reading the vehicle speed pulse due to the ABS sensor interface. 

• Manual entry of data, particularly fuel issues, is prone to errors and dispatchers 

continue to rely on manually entered records of fuel issues. 
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• Corruption of the vehicle number and kilometre data is very common, with “0” 

being changed to “1” and vice-versa. All downloaded data has to be checked for 

errors and “cleaned up” before saving to the Access database system. 

• No data can be transmitted from vehicles until they are within close range of 

their operating base receiving station and they need to return to base at the end 

of each month for data to be downloaded. Data cannot be downloaded at 

receiving stations other than a vehicles home base. 

• Downloaded data is available only at the local receiving terminal until retrieved 

physically at the end of the month for consolidation at WBFO. No current data is 

available to WBFO until after the end of the month when all the data has been 

retrieved from the six receiving stations and consolidated. Data transferred to 

the WBFO is no longer available to local dispatchers. 

• Driver cards do not contain the drivers licence/permit details and may be used in 

any Carlog equipped vehicle. There have been very few issues with the driver 

cards although these can be used by unauthorised persons. 

• Evidence of vehicle speed cannot be related to the vehicle location at the time it 

occurred. Reports on over-speeding have been produced and users provided 

with the details. This does not appear to have had any significant effect on 

drivers’ speeding behaviour in the West Bank. Making drivers aware that data is 

available to provide evidence of the manner in which a vehicle was being driven 

immediately prior to a crash is often cited as having a significant influence on 

driver behaviour and instrumental in reducing the number of incidents. There is 

so far no evidence that this is the case in the West Bank. 

 

4.10 Fuel Management 
 

In all the Fields vehicle fuel, gasoline and diesel, is provided from a bulk installation 

usually located at the Field Office site. In Gaza only there are two bulk fuel 

installations, one in the GFO site and another at .the Rafah warehouse. Fuel is also 

obtained locally in Jordan and Syria by either pre-paid coupons or vouchers. In 

Lebanon and the West Bank fuel cards are used to obtain fuel at commercial filling 
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stations. In Gaza UNRWA are the only (legitimate) source of fuel and also supply other 

agencies and NGO’s.  

 Fuel costs vary between Fields and are determined by the relevant Government 

Ministry. Within Fields there appeared to be no difference in fuel price between bulk 

fuel and coupon/voucher purchases, providing no incentive to advance purchase fuel 

in bulk. 

Whilst all fuel prices reported include local taxes, the extent to which these taxes 

could be recovered by UNRWA varied between Fields. There is a substantial fuel 

storage capacity available within all of the Fields. In all except Gaza this is well in 

excess of consumption requirements but does provide resilience in the event of supply 

disruption. 

Fuel procurement and issue is generally a warehouse staff responsibility. All fuel 

issues are recorded manually against a driver signature on a daily fuel issue sheet 

(Form MT-6), and subsequently transcribed by transport staff onto vehicle records 

(Form MT-4) and monthly reports. Fuel issued against coupons is recorded (by 

volume) on the vehicle daily work ticket (MT-3) and subsequently transcribed onto 

vehicle / monthly summaries. 

Fuel consumption is calculated on the monthly fleet summary (Form MT-16) from 

the reported monthly Kms and recorded fuel issues (bulk fuel or coupon issues) and is 

intended to be calculated in litres/100 km. In practise these figures are often incorrectly 

calculated and the reported fuel consumption data is inaccurate. 

Monthly vehicle fuel usage/consumption reports submitted by the Fields for October 

2010 revealed wide variations in fuel consumption on similar types of vehicle. The 

reason for these wide variations is the method adopted for reconciling fuel issues with 

distance travelled and vehicle fuel tanks not being filled at the end of the month. 
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4.11 Vehicle Maintenance 

4.11.1 Maintained Fleet 
 

All the vehicles used by UNRWA are currently maintained and repaired within the 

Field workshops supplemented by local sub-contracting of some specialist repairs and 

diagnostic work. A wide range of vehicle types from a number of different 

manufacturers are maintained within each Field workshop. Cars are predominantly 

Fiat, but VW, Volvo, Landrover, Toyota, Mercedes, Mitsubishi and Nissan are also 

operated in the different Fields. Buses and minibuses from Toyota, Nissan, Mitsubishi, 

IH, Mercedes, Volvo, Iveco, Chevrolet and Hyundai are deployed within the Fields, 

some using Gasoline as well as Diesel engines. The large trucks are almost 

exclusively Volvo, but there are a small number of Refuse Compactors and Water 

Tankers on IH chassis. Small and medium trucks are Toyota, Mitsubishi and Iveco. All 

are diesel engined. 

This wide range of vehicle makes and models does create difficulties in providing 

an adequate standard of maintenance due to the range of spares required, the lack of 

specialist tools and diagnostic equipment, as well as staff with the relevant training or 

experience. 
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4.11.2 Workshop Facilities 
 

There is one workshop in each of the Field Office locations, with West Bank having 

an additional workshop for light vehicles in Ramallah. The standard of these 

workshops and their equipment varies considerably. The most organised and well 

maintained workshop is that in the SFO at Damascus. Other workshops were of a 

lesser standard, most being less than adequate. More detailed observations are 

contained within the individual Field Reports. In all locations except Ramallah vehicle 

bodywork repairs and painting are undertaken. 

The range and standard of the equipment provided within the workshop was 

generally very limited with the most notable omissions being an absence of exhaust 

fume extraction, no air extraction/filtration in the paint bays, no brake bleeding 

equipment, no air-conditioning re-gassing equipment, no diagnostic equipment for any 

vehicles except the early model Fiat Punto, no torque wrenches, no special tools, no 

brake performance testing equipment; no technical manuals and no access to vehicle 

technical data. 

Most of the workshops were untidy with uncleared oil spillages, discarded materials 

and wrappings littering the working area. Tools were left on the floor. Accumulations of 

rubbish were left in the workshop and on work benches.  

All of the workshops had scrapped vehicles retained as sources of used parts. 
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4.11.3  Workshop Staff Resources 
 

The table below provides an overview over staff resources per workshop. The totals 

include the Vehicle Maintenance Officer (VMO), head mechanics, mechanics, body 

repairers, panel beaters, painters, welders, electricians, tyre fitters, clerks, 

storekeepers and other ancillary trades employed within the workshop. They do not 

include generator mechanics or staff on Job Creation Programmes (JCP). 

 

 

 

 

 

 

 

 

 

 

 

 

 

The total number of staff employed within the Workshops in the Fields relative to 

fleet size does not vary significantly with the exception of Gaza. When considering only 

the mechanics employed and not the ancillary trades, there is a greater differential with 

Gaza again appearing to be understaffed in comparison with the other Field 

Workshops. 

These ratios are not a true representation of the level of manning required within 

each of the workshops as no account is taken of the mix of vehicle types, the age of 

the vehicles and the level of utilisation, all of which have an impact on the extent of the 

maintenance work that is generated. In addition, the productivity of mechanics is also a 

Workshop Total 

Staff 

Mechanics Fleet Size Vehs/ 

Staff 

Vehs/ 

Mechanic 

Jordan – 

MWH 

14 8 167 12 21 

Syria – SFO 15 7 156 10 16 

Lebanon – 

LFO 

17 7 188 11 17 

Gaza  25 16 460 18 29 

West Bank 

(WBFO and 

Ramallah) 

30 17 323 11 19 
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key consideration in determining the appropriate level of manning for a fleet 

workshop.3  

Many of the workshop staff have received no training since their original basic 

mechanics training and recruitment by UNRWA. 

 

4.11.4 Parts and Materials 
 

Within each of the Field Workshops there is a secure store for vehicle parts, tyres 

and maintenance consumables. There are usually two separate stock lists: 

• Inventory Items  are recorded on the PIMS system. This stock includes mainly 

fast moving service items such as filters, wiper blades, drive belts, brake 

pads/shoes, bearings, batteries, wiper blades, clutch components, tyres and 

tubes. Quantities in stock and the total value were reported but not the cost of 

individual items (which could be ascertained by calculation). This stock 

represents bulk stock items procured by HQPLD and is not duty-paid. Stock 

valuation and holding reports were generally available from the PIMS system 

although no stock turnover reports were available to assess the extent of 

obsolescent or redundant items. In some of the workshops a separate PIMS 

stock holding report was maintained for tyres and batteries. 

• Non-Inventory Items  are items purchased locally, duty paid, for specific 

vehicles and used when supplied. There were also stocks of parts held which 

were unused items that had been re-classified from the PIMS stock of inventory 

items and retained off-inventory for future use as an alternative to being 

scrapped. Previous experience of selling surplus parts had produced little or no 

return. Most of the workshops had a spreadsheet listing of this stock but it was 

not always valued and there were no records of usage. 

 

Lubricants were generally listed on a stock and transaction report (spreadsheet) 

which indicated the current stock by type of lubricant but did not contain any costs. 

                                            
3 See later section 4.11.6. 
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Random audit stock checks of the inventory in all the workshop stores found that 

the stocks held corresponded with the PIMS records and that issues were recorded on 

current workshop job cards – but again without any costs. It was evident that there is a 

significant volume of old, obsolete and non-recorded parts stock being held in many of 

the workshop stores. 

No list of the chassis numbers for vehicles maintained in the workshop is available 

within any of the parts stores. This necessitates retrieving this information from another 

source, including the service book in the vehicle cab, each time parts are required. 

Non-inventory parts purchased locally from authorised manufacturer dealerships 

tend to be very expensive with duty and taxes paid. Some of the workshops do 

therefore obtain parts from independent suppliers, either genuine manufacturer items 

or OE standard replacements which are available at prices below that charged by the 

authorised dealers. It was noted that in the West Bank workshop lower cost parts for 

Toyota were being obtained locally from independent suppliers that were not of OE 

standard. This had resulted in warranty rejection when defects occurred. 

Not all manufacturers are represented locally in all of the Fields. Volvo trucks have 

until recently not been officially represented in Jordan. Fiat cars also do not have good 

local support in Jordan or Syria. There are no manufacturers with official 

representation for the supply of parts in Gaza. No Imprest (consignment) stock is 

available from suppliers in any of the Fields. 

 

4.11.5 Maintenance Standards 
 

It is a general policy in all the Fields that all types of vehicle are inspected every 

6,000 Km / 6 months and serviced every 12,000 Km / 12 months. In the West Bank the 

refuse compactors receive a service every 6 weeks. 

Warranty repairs are not always obtained on new vehicles due to lack of local 

representation or a reluctance by the authorised local dealer to undertake warranty 

work on vehicles that they did not supply – being purchased directly from the 

manufacturer exempt from duty. 
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There is no planned preventative maintenance programme used in any of the 

Fields. It is usually left to vehicle users, drivers or dispatchers to inform the workshop 

when a vehicle is due for a service. In some Fields labels are attached to vehicles by 

the workshop indicating when the next service is due. 

Service schedules are not widely used in all the workshops. Syria workshop has 

produced comprehensive service sheets locally for each type and make of vehicle. 

These are completed by mechanics carrying out inspections and servicing as a record 

of the tasks completed and the condition of the vehicle. These schedules were 

considered to be of an excellent standard and instructive for mechanics. Jordan has 

produced an itemised service schedule for the Fiat Punto but no inspection check lists 

or service schedules were available for any of the other vehicle types maintained in 

that Field. In Lebanon, Gaza and the West Bank no service schedules are available or 

used in the workshops. Staff are expected to know what to do. 

Most of the workshops are not replacing brake fluid during services as advised by 

the vehicle manufacturers. Coolant/antifreeze specific gravity is also not being checked 

(no hydrometers available) during services and coolant is not being replaced at the 

recommended frequency. 

In an attempt to reduce costs, used parts, including replacement engines, are 

frequently being fitted to effect a repair, either purchased locally or taken from vehicles 

that are out of service and due for disposal. 

Inspection of a number of vehicles in each of the Fields visited revealed that the 

standard of maintenance and repair work is not high. Defects are not being identified or 

reported by users and repair work is often sub-standard leading to repeat failures. Staff 

have limited diagnostic skills making the workshops dependent on the external trade 

for this work. 

 



UNRWA Fleet Management Review 2010 - Final Report  
 

4.11.6 Workshop Productivity 
 

The VMO or head mechanic issues work to the mechanics. All work carried out in 

the workshops is recorded to varying degrees on job cards. In some of the workshops, 

the hours taken to complete the work are entered by the VMO but are not costed. Only 

non-inventory parts purchased locally are costed on the job cards. Where inventory 

parts are used, they are (in some workshops) recorded but not costed. Use of 

lubricants and consumable materials is not generally recorded. In none of the 

workshops could the completed job cards be considered to be a full or accurate record 

of the work carried out or the materials used. 

It was established that no record is maintained of vehicle downtime or workshop 

productivity in any of the workshops. No fleet or workshop management system is 

available to record workshop performance or vehicle maintenance history/costs. 

Our own assessment of workshop labour productivity in the only two workshops 

where sufficient records of completed work was available indicated that productivity is 

in the region of 52% in Syria and 50% Lebanon. This is defined as the number of 

attended hours that staff are recording as productive work on a “time taken” basis. This 

is not a measure of labour efficiency. 

In many of the workshops we were advised that labour is attributed to job cards at 

the rate of US$ 3.00 per hour. In Gaza it was US$ 5.00 +14%. Some of the workshops 

apply a higher rate for external work. No basis for these rate calculations was provided. 

We completed a calculation of the workshop labour rate based only upon the 

current employment costs of staff employed within each of the Field Workshops. These 

calculations do not include any of the other direct or overhead costs of the workshop. A 

productivity level of 80% (industry accepted standard) for all fully productive staff has 

been used for the purpose of these calculations. Details for each workshop are 

contained in the supplementary Field Reports. 

The following table for Jordan, is representative: 
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The calculations suggest that the level of productive hours available in the Jordan, 

Syria, Lebanon and West Bank workshops is in excess of that which would normally be 

required to maintain the size of fleet currently operated in those Fields. 

 

Workshop Location Staff Employment 

Costs (US$) 

Hourly Rate (US$) 
(1) 

Amman – JFO MWH 14 130,000 9.19 

Damascus – SFO 16 126,731 8.91 

Beirut – LFO 19 315,188 20.19 

Gaza – GFO 26 343,712 11.79 

West Bank – WBFO 25 180,036 8.29 

Ramallah (WB) 5 N/A N/A 

Total 105 $1,095,667  

 

(1) Our assessment of the labour hourly rate is based upon employment costs only 

and an assessment of available productive man hours (more detail on this can be 

found in the respective Supplementary Report for each Field).  

 

Workshop Productive Labour
Per Person Position No. Productivity Man-hours pa
Paid weeks per annum= 52 VMO 1 0% 0
Working days per week = 5 0% 0
National Holiday days = 10 Head Mechanic 2 50% 1725
Annual Holiday days = 30 Mechanic 6 80% 8280
Available days per annum = 220 Welder 1 80% 1380
Working hours per day = 7.5 Electrician 1 80% 1380

1650 Panel Beater 1 80% 1380
80% 0
0% 0

Total staff employment cost per annum Storeman 1 0% 0
$130,000 Clerk 1 0% 0

0% 0
14 14145

Labour Cost per hour (US$) =  (Labour cost only, no overhead or other workshop costs)

Productive man-hours per 
annum =

$9.19

JFO Workshop - MWH Amman
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4.12 Vehicle Utilisation 
 

The only measure of vehicle utilisation available is the recorded running distance 

(kms) reported for each vehicle each month. This data has been utilised to calculate 

the average annual utilisation since first used for each vehicle category in each field. 

This does identify 55 of vehicles that are averaging less than 5,000 Kms per annum 

and a further 171 which are averaging between 5,000 and 10,000 Kms per annum. 

 

 

Disregarding the specialised vehicles such as dental units whose annual kms will 

appear low even when fully utilised, the category with the largest number of low 

utilisation vehicles is small cars. 123 are averaging less than 10,000 kms per year. 

Recorded* as averaging less than 5,000 kms pa or between 5 and 10,000 kms pa from date into service.  

Category <5k 5-10k <5k 5-10k <5k 5-10k <5k 5-10k <5k 5-10k <5k 5-10k 
Ambulance 1 1
Bus - Large 1 1 1 1
Bus - Midibus 2 11 3 1 1 6 12
Bus - Minibus 3 3 1 1 4 4
Car 4x4 2 1 2 1 3 3
Car 4x4 Armoured 2 4 2 4
Car Medium 1 1
Car Small 8 74 1 11 4 2 4 8 1 10 18 105
Dental Unit 1 2 3 4 1 5 6
Pickup - 4x4 1 1
Pickup - 4x4 Armoured 2 2
Pickup - small 8 9 8 9
Truck - Large 1 2 3
Truck - Refrigerated 1 1
Truck - Refuse Compactor 2 2 1 5
Truck - Road Sweeper 2 2
Truck - Small 1 2 8 4 3 12
Truck - Vacuum Tank 1 1
Truck - Water Tanker 2 2
Van - Medium 1 1

 Totals 22 97 8 19 19 27 4 12 2 16 55 171
* Data extracted from reported utilisation in HQ Amman PLO Database at December 2010

UNWRA Vehicles with low cumulative utilisation

West BankSyriaLebanonJordanGaza Totals
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In all the Fields there are cars which are being used for less than 500Kms per 

month. A number of these are allocated cars which are being used for very little or no 

duty travel, the recorded travel being only for HOH or private purposes. 

All the large trucks provided for food distribution are now old and becoming 

increasingly unreliable and costly to operate and maintain. Their utilisation has 

decreased and their original role is becoming less relevant in Fields such as Jordan, 

Syria and the West Bank where cash or some form of credit instrument is now being 

made available as an alternative to food. 

Bus utilisation varied between Fields, some were fully utilised on regular runs whilst 

other Fields have spare buses. With no detailed records of daily scheduling, it was not 

possible to determine the extent of under-utilisation. Only in central Lebanon was the 

absence of spare buses to cover maintenance downtime raised as an issue. Six of the 

midibus vehicles (Toyota Coaster or Mitsubishi Rosa) are averaging less than 5,000 

Kms per annum. 

Small pickups recorded as having low utilisation are in fact small Suzuki`s used 

only for waste collection in the confined areas within camps. In some Fields low 

utilisation was a consequence of extended downtime due to maintenance, particularly 

on the refuse compactors. 

Driver operated transport generally provides a good service although the role of the 

dispatcher is constrained by the retention of a paper-based transport requisition 

procedure and in the dispatch offices with a large number of drivers and vehicles to 

manage, the lack of an effective transport scheduling system. There is no effective 

method of recording the level of utilisation of drivers or vehicles.  

As mentioned before, an automated vehicle utilisation recording system, Carlog, 

has been trialled in the West Bank FO4. The principal benefit obtained has been a 

more accurate record of the respective duty / HOH and private use on allocated cars 

and a reduction in the time spent recording data manually from daily work sheets. 

It was noted that cars used by the Microfinance Programme and some projects are 

dedicated to those roles and are not available for pooled use. Project funded vehicles 

                                            
4 See section 4.9. 
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may be transferred to new projects at the request of donors, removing any UNRWA 

discretion to re-allocate. 

The consultants carried out semi-structured interviews with transport users from 

various departments in order to understand their experience in using vehicles and 

equipment. The observations recorded during these meetings are available in Annex 

G. 

 

4.13  External Maintenance Services 
 

Visits were made to representative vehicle manufacturers authorised workshops in 

each of the Fields except Gaza. In Gaza independent workshops for VW cars and 

Volvo trucks were visited in the absence of any authorised garages. 

 

Workshops visited 

 Manufacturer 

Field Fiat 

Car 

Volvo 

Truck/Bus 

Toyota 

Car/Bus 

Mitsubishi 

Truck/Bus 

VW 

Car 

Jordan   ���� ����  

Syria    ����  

Lebanon ���� ���� ���� ����  

West Bank ���� ����    

Gaza  ���� ind   ���� ind 

 

It was found that a range of both authorised manufacturer garages and 

independent workshops were available within all the Fields with the exception of Syria 

and Gaza. In Jordan there was no official representation or service support for Volvo 

trucks. 

Most of the garages visited were well equipped with a comprehensive range of 

tools and diagnostic capability. They also had skilled staff who had received vehicle 

manufacturers training. Quoted labour charges tended to be high, prior to any 

negotiation for contract work, but were based upon the use of standard times for 
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service and repairs. Parts prices were also high when compared with those on parts 

imported directly by UNRWA due to the imposition of local taxes and duties but were of 

OE manufacturer quality. 

All of these garages were known to the local FO workshop staff as they are 

currently used for non-inventory parts supply, diagnostic work, specialist repairs and 

where possible warranty repairs. 

Detailed results of our findings at each of the workshops visited are contained 

within the respective supplementary Field Reports. 
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5. Conclusions 
 
Management of UNRWA Transport Fleet 

 

It was evident during our review that many of the fleet management functions are 

now delegated to the five individual Field operations with only limited procurement and 

administration of the fleet being undertaken centrally by the HQ Procurement and 

Logistics section. As a consequence of these divided responsibilities, there is a lack of 

cohesion and co-ordination in the management and administration of the fleet. 

With the fleet being operated in what are effectively five different countries (Gaza 

and West Bank being considered separately) each with a different jurisdiction, it was 

inevitable that some administrative functions would need to be undertaken locally to 

ensure compliance with the regulatory requirements of those countries. 

Whilst responsibility for management of the fleet has become devolved to the Field 

staff, there has been no corresponding transfer of accountability for the financial or 

operational performance of the fleet. 

 

 Fleet Costs 
 

Any well managed organisation that operates a vehicle fleet needs to be fully aware 

of the cost of providing and operating its vehicles as these can have a significant 

influence on their ability to remain effective in the delivery of core services. Accurate 

information on the costs of providing the fleet is essential to assist management in 

making informed decision on how transport can make the most effective contribution to 

the logistics of the organisation. 

The cost of providing and operating UNRWA’s fleet of vehicles is currently recorded 

only in terms of total annual capital expenditure and revenue expenditure by the Fields, 

with no accurate information on the costs of operating individual vehicles or types of 

vehicle available. 

Operational performance is similarly unknown, with only total running distance 

(Kms) being recorded and reported. No measures of vehicle availability or time usage 
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are made to confirm the extent to which the demand for transport is being fulfilled or 

the extent of vehicle utilisation. 

This inability to measure and monitor fleet performance and costs is directly related 

to the current fleet policies and procedures, which were established long before it 

became feasible to record and collate large volumes of data on fleet operations for 

subsequent analysis and management information. It is essential that UNRWA 

accurately identify and capture all the relevant data on fleet costs and utilisation to 

inform key decisions on how transport is provided and the way in which the fleet is 

managed. Fleet users also need to be more fully informed of the costs of providing and 

operating all their vehicles to enable them to manage their utilisation and control their 

costs more effectively. 

The absence of a planned fleet replacement programme is preventing a more 

coordinated approach to the procurement of standard vehicles types. 

 

Fleet Funding 
 

Vehicles in the UNRWA fleet are acquired as duty exempt direct purchases, funded 

either from the General Fund (GF) or by a sponsor or other external contribution. This 

method of vehicle acquisition and funding, whilst normally providing ultimate flexibility 

in terms of asset ownership and disposal, does expose the owner to the risks of 

maintenance costs and residual value. As the vehicles are acquired exempt of duty, all 

the host countries require them to be exported, destroyed or donated at the end of their 

period of use. This effectively removes any residual value that the vehicle may have at 

disposal. 

Many organisations now choose to lease their vehicles, usually with maintenance 

included or to outright purchase with the benefit of a fixed cost maintenance contract. 

Leasing with maintenance has the advantage of reducing the financial risks associated 

with fluctuating residual values and unpredictable maintenance costs. For fleet 

operators, the attractions of leasing with maintenance are the reduced need for capital 

expenditure, fixed costs for the duration of the lease period and avoiding the need to 

provide or manage vehicle maintenance or repairs. Evaluation of fixed cost lease rates 
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with maintenance for comparable vehicles is also a route to assessing whole-life 

operating costs. 

The shortcomings of this type of lease are: 

• the cost of charges made for interest on the lease; 

• a fixed term contract with penalties for early termination; 

• relatively short contract periods, usually not more than 5 years for light vehicles 

and 7 years for larger vehicles; 

• additional charges levied at the end of the contract for excess utilisation, 

damage and any deterioration in the vehicle condition deemed to not be normal 

use; 

• damage costs are charged when incurred. 

 

For UNRWA there are additional important considerations: 

• availability of lease contracts with maintenance in the areas where the vehicles 

are required; 

• the loss of the duty exemption – as the vehicles would be owned by the lease 

company and sold at the end of the contract period to maximise their residual 

value, leased vehicles could not be imported duty free and the lease rates 

charged would have to reflect the duty paid cost of the vehicle. 

 

Replacement Policy 
 

Current policy for the replacement of vehicles in the UNRWA fleet is based upon a 

life expectancy of either 10 or 20 years, dependant upon vehicle type, or earlier where 

the total life utilisation exceeds the applicable limit within the range (dependent upon 

type) of 200-500,000 Kms.5 The methodology used to establish the UNRWA 

replacement criteria has not been revealed and it is evident from the age of the present 

fleet that this policy is not currently being adhered to or reflected in a planned 

replacement programme. 

                                            
5 See current policy details in previous section 4.7. 
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Vehicle service life is conventionally calculated from projected variable costs of 

operation, maintenance and depreciation over the period of ownership and level of 

utilisation that achieves the lowest whole-life cost (WLC). As a vehicle’s value 

progressively depreciates over time and its maintenance costs increase with utilisation, 

the combination of these values can be projected to a point in time where their 

combined total is at a minimum and beyond which the total continues to escalate. This 

is the replacement point, expressed in terms of both time and utilisation. It will be 

evident that an increase in residual value will reduce the rate of depreciation and for 

the same projected maintenance costs will result in the minimum Whole Life Cost 

being achieved over a shorter service life. 

Vehicle service life or the planned replacement point of a vehicle type is also 

influenced by the life cycle cost which is calculated from a range of cost variables 

including initial purchase cost, residual value and maintenance costs over a number of 

replacement cycles. The replacement point is then determined by the length of time in 

use that delivers the lowest average annual cost. 

Responsibility for the vehicle replacement budget has now been devolved to the 

Fields. As a consequence of the need to devote available funding to the Programme 

Delivery, vehicle replacement has been largely neglected resulting in an ageing and 

high maintenance fleet. 

 

Vehicle Specification 
 

The greatest proportion of vehicles currently in use by UNRWA generally has an 

appropriate technical specification. There are however a number of vehicles with 

specifications inappropriate to their designated role, principally the larger trucks with 

specialist equipment and some of the large buses. 

Specialised vehicles require more comprehensive technical and performance 

specifications to be included within the statement of requirements provided to 

prospective suppliers. These specifications will usually require a range of calculated 

performance requirements appropriate to a specific operational role to be included and 

not just a list of optional equipment to be fitted. 
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Vehicle specifications should also include a requirement that the type supplied will 

comply with all regulatory standards applicable, can be maintained, warranty 

honoured, and supplied with replacement parts by the manufacturers’ representation in 

the country of intended use. 

 
Vehicle Selection 

 

Suppliers’ quotations for the supply of vehicles are currently evaluated by UNRWA 

on the basis of conformity with the required specification and price. For alternative 

types with comparable specifications the decision is made on price. 

This approach does not account for the subsequent costs of ownership including 

operating, maintenance and repair costs. There are many examples of vehicles with 

low purchase costs which subsequently prove expensive to operate. To reduce this 

risk organisations now evaluate the alternatives on a Whole Life Cost (WLC) basis 

which necessitates the inclusion of additional information on operating and 

maintenance costs within the vehicle supply quotation. Leasing vehicles with a 

maintenance inclusive agreement6 or outright purchase with a fixed price maintenance 

agreement are two of the approaches commonly used to assess WLC. 

 

Fleet Maintenance 
 

Within the five Fields, UNRWA operates a total of six vehicle maintenance 

workshops (including two in the West Bank) that undertake a very high proportion of 

the maintenance and repairs required by the fleet. These workshop resources do in 

some Fields also include generator maintenance staff. 

We were unable to establish the total cost of providing these workshops as this 

information is not identified or attributed to cost centres within the Field accounting 

systems. None of these workshop staffing costs, or the cost of providing and equipping 

the workshops are attributed to the cost of maintaining individual vehicles or vehicle 

types. 

                                            
6 See previous section on funding in section 5. 
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Fleet operators do not generally invest in workshops for the maintenance of their 

vehicle fleet unless there are no alternative workshops available. Due to the cost and 

complexity of establishing and operating a fully resourced workshop capable of 

providing the maintenance standards required by the technologically advanced 

vehicles now in common use, it is now unusual for fleet operators to provide such 

facilities unless (i) there are no suitable alternative maintenance resources available in 

the area where the vehicles are operated; or (ii) the number of vehicles operated within 

a limited geographic area is sufficient to fully employ an appropriately sized workshop 

and to demonstrate a cost benefit when compared with the external alternatives; or (iii) 

the vehicles and equipment operated are specialised types that require specialist 

maintenance support that is not readily accessible externally. 

 

Accident Damage Repairs 
 

In addition to carrying out preventative maintenance and repairs on this fleet, the 

work undertaken within the Field workshops includes vehicle damage repairs, 

bodywork and painting. From the maintenance records it was not possible to determine 

the proportion of workshop resource that was absorbed by damage and bodywork 

repairs, or the total cost. 

It is not common practise for fleet operators to provide their own car body-shops for 

damage, bodywork or painting due to the unpredictable volumes of such work and the 

high cost of equipping such facilities to the standard required for repairing modern 

vehicle types and meeting acceptable health, safety and environmental standards. 

Our review of the UNRWA Field workshops has revealed that the facilities provided 

for damage repairs, bodywork and painting are inadequately equipped, generate 

significant risks to the health and safety of the staff employed and produce a low 

standard of work. Repair techniques required to achieve a safe and effective repair on 

modern vehicles with monocoque construction using high strength alloy steels and 

finished with water based paints are beyond the capability of the UNRWA workshops. 
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Relevance 
 

All the large trucks  provided for food distribution are now old and becoming 

increasingly unreliable and costly to operate and maintain. Their utilisation has 

decreased and their original role is becoming less relevant as cash or some form of 

credit instrument is now being made available as an alternative to food. In Jordan, 

Syria and West Bank there is probably no justification to retain or replace these 

vehicles. A continuing need for food distribution in Lebanon and Gaza will require the 

existing trucks to be replaced. In Gaza additional trucks may be needed to replace 

contractors bringing food aid through the border. 

Refuse compactor vehicles  are difficult and costly to maintain. In some areas the 

local municipalities may take over responsibility for the task of refuse collection which 

will enable the vehicles currently providing this service to either be donated to the 

municipality or withdrawn from service. Where the service continues to be provided by 

UNRWA a less complex vehicle, capable of being maintained locally is required. 

Buses  are providing essential student transport in support of the education 

programmes and also home-office-home transport for staff residing in remote areas 

without alternative means of transport. Passengers are concerned about the condition 

and safety of the older large buses and some of the newer types. A number of these 

buses do not have air-conditioning, including some of the more recent types 

purchased. In the summer months air-conditioning is justified on the longer commuting 

journeys. Passengers’ safety concerns on the larger buses are focussed on the lack of 

any emergency exit doors, crowded seating and no safety belts on the longer journeys. 

Passenger management was also an issue in Syria where drivers failed to prevent 

unauthorised staff from travelling. 

Bus utilisation varied between Fields, some were fully utilised on regular runs whilst 

others have spare buses. With no detailed records of daily scheduling, it was not 

possible to determine the extent of under utilisation. Only in central Lebanon was the 

absence of spare buses to cover maintenance downtime raised as an issue. 

Furthermore, the policy in Lebanon of requiring bus drivers to take time off (CTO) in 

lieu of overtime for their extended working day required to meet the passenger travel 
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requirements of the double-shifted colleagues is causing problems of driver availability. 

This was having an adverse impact on the ability of the transport department to deliver 

the required level of service. 

In the fleet as a whole, six of the midibus vehicles  (Toyota Coaster or Mitsubishi 

Rosa) are averaging less than 5,000 Kms per annum indicating over capacity in those 

areas. 

Small cars  have seen the greatest growth in numbers, with a total of 731, mainly 

Fiat Puntos, now in use. Much of this growth has been the result of new projects and 

additional sponsored vehicles. The Punto has proved to be a very acceptable car for 

the majority of users, with the concerns over reliability being due largely to their age 

and local operating conditions and poor maintenance standards. 31 of these cars are 

now over 10 years old. Poor maintenance has been a recurring feature of the 

complaints about these vehicles, all of which are serviced in the UNRWA workshops 

which are not adequately resourced to maintain them. Puntos have not coped so well 

with the local operating conditions in Gaza and the remoter areas of Syria where their 

lack of ground clearance has resulted in them experiencing increased levels of 

damage. 

There are too many small cars that are still being under-utilised. 123 cars had an 

average utilisation of less than 10,000 Kms per year over their life to date. In all the 

Fields there are cars which are being used for less than 500 Kms per month. A number 

of these are allocated cars which are being used for very little or no duty travel, the 

recorded travel being only for HOH or private purposes. 

There did not appear to be any formal policy for the allocation or assignment of cars 

to individual members of staff, whether for duty or permitted HOH and private use. As a 

result the level of entitlement within the Fields was varied and this caused some 

dissatisfaction amongst staff who did not enjoy these valued privileges. 

Cars provided for the Microfinance operation and certain other projects are 

dedicated to these users, with no shared use of these vehicles at times when they are 

not required. 
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Some of the Social workers and Education staff who need to travel in the more 

remote areas are sharing cars to the extent that it restrains their ability to spend 

enough time performing their duty when their destinations are not in the same area. 

Allocation of the available small car fleet is not consistent with the needs of those 

Departments responsible for the delivery of services. There appear to be insufficient 

vehicles allocated to the Field Health, Relief and Social Services and Education 

departments who have increased staffing to meet the demands of an expanding 

refugee population. At the same time the number of vehicles at Field Offices allocated 

to staff who are reporting a low level of duty travel has increased. There is also 

evidence of insufficient car sharing and ineffective control of available pool cars. 

Users with allocated cars are requesting transport drivers to drive their vehicles on 

duty journeys to avoid the inconvenience of finding and paying for parking plus the risk 

of damage to the unattended vehicle. This is not an appropriate use of the drivers 

employed in the Field transport departments. 

Standards applied to the assessment of drivers requiring permits varied 

considerably between Fields, with a number of drivers being issued with permits to 

drive UNRWA vehicles although only able to drive vehicles with automatic transmission 

and no vehicles of this type are available for their use. UNRWA Driving Permits do not 

distinguish between vehicle types with manual or automatic transmissions. 

 

Effectiveness 
 

Driver operated transport  generally provides a good service although the role of 

the dispatcher is constrained by the retention of a paper-based transport requisition 

procedure and in the dispatch offices with a large number of drivers and vehicles to 

manage, the lack of an effective transport scheduling system. The archaic systems in 

use are inefficient, causing errors as well as excessive administration. In addition, 

there is no effective method of recording the level of utilisation of drivers or vehicles. 

Vehicle control  is achieved by using various combinations of paper records, 

spreadsheets and locally devised databases. Each Field Office has its own variation 

with no common theme other than a replication of the original paper document formats. 
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Virtually none of the spreadsheets used were linked, frequently resulting in multiple 

entry of the same data to produce separate reports. This lack of accurate and 

immediately available transport management information may be contributing to the 

need for so many levels of management to control relatively small fleets – only two of 

the Fields have more than 200 vehicles to manage and the greatest proportion of those 

are small cars. In all the Fields there are five levels of supervision and management 

from dispatcher; VCO/VMO; TOO; and Deputy FPLO to FPLO. 

Vehicle maintenance  is not managed effectively. Few of the workshops have a 

forward maintenance programme and there is no workshop loading to ensure efficient 

use of the available labour resource. The whole fleet, regardless of type, is maintained 

at 6,000Km / 6 month intervals. Only two workshops used a generic service schedule, 

the others expected that mechanics would know what to do. 

Users determine when maintenance is due and arrange this with the workshop. In 

some Fields users are assisted by the existence of ‘service due’ reminders placed in 

the vehicle, but this is not universally adopted. There is no record of vehicles which 

have not been maintained or which are maintained after their due date / Kms. 

No workshops complete and cost job cards  to provide full details of the work 

carried out, the reason for the work, the materials used and the cost of the labour. This 

basic data is essential to generate the information required for effective fleet 

maintenance management. Accident damage repaired in the workshops is not 

recorded in sufficient detail to reveal the true cost of accidents or analysed to ascertain 

cause and potential action needed to prevent recurrence or repetition. 

Workshop productivity  and the standard of repair work are not up to the standard 

that is required. There are a number of reasons for this, including low skill levels, lack 

of training and inadequate equipment. As newer vehicles with more advanced 

technology are acquired, the workshops are finding it increasingly difficult to maintain 

or repair them. Equipment and data resources in the six workshops varied, but were 

generally insufficient to enable staff to undertake maintenance and repairs to an 

acceptable standard. 

In all of the workshops there were a number of Health and Safety concerns  

typically resulting from unsafe working practices, lack of safety equipment, machinery 
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and tools in a worn or dangerous condition and an untidy / inadequate working 

environment. Not all of the workshops had the same issues but each displayed 

shortcomings with unacceptable levels of risk to staff health and safety. 

Fleet downtime  or loss of availability and the causes are not recorded or reported 

in any of the Field Operations, yet this should be one of the key fleet performance 

measures that enable management to determine whether the fleet is meeting the 

needs of service users and to optimise the fleet size through elimination of 

underutilised, spare or relief vehicles. 

A Fleet Management Programme  that was accessible to all Field staff responsible 

for the operation and management of the fleet would improve the efficiency of the fleet 

operation and greatly reduce the time currently spent on filling in paper forms and 

computer spreadsheets. A suitable programme would be either networked or web-

based and linked to finance, HR and procurement systems to avoid duplication of data 

entry. A modular system would provide management of assets/vehicles; procurement 

administration; workshops; stores; maintenance; fuel; drivers; and accidents. 

 

Efficiency 
 

At the present time the systems used by UNRWA to record utilisation  are 

insufficient to provide a true representation of the extent of vehicle use. Monthly 

reporting of running kilometres, with HOH and private use for allocated cars, is the only 

measure available. Vehicles such as mobile clinics and others which may remain static 

for much of their time in use will always record low running whilst being fully utilised. 

Average monthly running figures can also mask peaks and troughs of inefficient use. 

Vehicles used in Gaza will often record low monthly running figures as the distances 

are shorter. A record of time in use is necessary to establish accurate utilisation and 

the degree of concurrent use. A vehicle scheduling system will retain daily work 

allocation data and enable a more accurate analysis of the time that a vehicle is in use 

or that a driver is working over a defined period. This information is also available from 

a vehicle data-logging system such as Carlog although it has not been analysed in that 

form during the trial being conducted in the West Bank area. 
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Fleet operating costs  are not fully identified at Field Offices or reported in detail to 

HQPLD. Monthly returns on vehicle operation do not include fuel / oil costs, inventory 

parts utilised, internal workshop labour or other administrative costs incurred for 

licences, registration, etc. The costs of providing and operating vehicles are not 

devolved to departmental budgets and there is no visibility of the experienced costs of 

vehicle maintenance, damage repairs, fuel, depreciation, insurance, licences etc. to the 

users. These costs are currently residing either within HQ or Field PLD accounts. 

Vehicle maintenance work  within the Field workshops is not generally costed 

other than for accident / damage repairs where labour is valued typically at a nominal 

US$ 3.00 per man-hour. Recharging of workshop services is very limited. Maintenance 

or repair work for other UN agencies or NGO’s is recharged at various labour rates 

from US$ 3.00 to US$ 15.00 per hour with materials either at cost or with a nominal 

percentage uplift to cover administration. 

Vehicle users with authorised HOH and private use  are required to contribute to 

the cost of car provision on a scale of vehicle operating costs provided by HQ PLD in 

Amman. However, this costing is based largely upon the monthly returns submitted 

from the Fields, which have been identified as incomplete. 

HOH bus service  users in Fields such as Syria considered that the fixed rate 

charge made for HOH travel was both excessive in relation to local pay levels and 

inequitable as it provided a greater benefit for those residing further from their place of 

work. This issue had been addressed successfully in Gaza by introducing a varied 

charge linked to geographic zones and staff members’ residence location. 

Users who are responsible for damaging vehicles  have their maximum 

contribution towards the cost of any one incident limited to 10% of their monthly salary. 

For national staff on low salaries this is not an effective penalty and provides very little 

contribution towards the cost of the repairs. 

Expenditure on vehicle bulk supply parts  procured duty free directly from 

manufacturers and recorded on the PIMS material management and procurement 

system is not subsequently attributed to individual vehicles as the parts are issued and 

used. The procurement costs are visible within the financial accounting system, but do 

not appear in the reported vehicle monthly returns on vehicle operation. The practice of 
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placing annual bulk stock orders for vehicle parts on manufacturers, whilst achieving 

low unit costs, has resulted in significant quantities of redundant and obsolescent stock 

being retained in Field workshop stores due to the difficulty in predicting future 

requirements with any accuracy. Recent transfer of much of the low turnover stock 

from the PIMS inventory to ‘non-inventory’ classification has reduced the apparent 

value of stock now held, but also made it difficult to assess the true value of both the 

inventory and “non-inventory” parts held in stock or the rotation frequency. 

Fuel  issues are recorded in two principal ways, either manually at the time of issue 

from the bulk fuel tanks installed at all the Field Office locations or from the vehicle 

work tickets where fuel has been obtained externally by coupon, voucher or fuel card. 

Fuel cost is not recorded for individual vehicle issues. Fuel consumption is calculated 

on the monthly MT-16 return but these values are variable and unreliable. Not all 

Fields report consumption in litres/100Km which precludes effective comparison. 

Unless all vehicles fill their fuel tanks at the end of the month and record the 

corresponding odometer readings, the reported consumption calculations will be 

unreliable. There is no overall reconciliation of all fuel issues with fuel drawings and no 

accurate record of fuel consumption. No target figures have been provided for fuel 

consumption against which a comparison could be made. To obtain a more precise 

calculation, the total fuel consumed, preferably from tank fill to tank fill, over a longer 

period than one month needs to be recorded and compared with the corresponding 

odometer readings. Automated fuel issue monitoring systems normally used on bulk 

fuel installations can capture vehicle odometer readings and report fuel consumption. 

New vehicles are obtained by UNRWA with a warranty  commitment from the 

supplying manufacturer. In some of the Fields where the manufacturers’ representation 

on some makes is poor or non-existent (Jordan, Syria and Gaza) the benefit of this 

warranty is not capable of being realised. None of the Field workshops have received 

the staff training or invested in the equipment required to obtain authorisation from any 

of the manufacturers to undertake warranty repairs themselves. 

There are a number of examples of inappropriate new vehicle specifications  which 

have subsequently resulted in the vehicles supplied not being fully effective in their 

designated role or experiencing increased operating costs. 
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Many of the buses are used daily to provide staff with HOH on a chargeable basis. 

This is a service much valued by staff at a cost well below that of available public 

services. As the true cost of operating these buses is not known, it is not possible to 

determine whether the bus pass fees levied do cover the cost of providing the service. 

In Syria there was a concern that bus drivers were not controlling unauthorised use of 

buses which were operating at capacity. 

Carlog  has been trialled in the West Bank FO and our report on its use is contained 

in section 4.9 of this review. The principal benefit obtained has been a more accurate 

record of the respective duty / HOH and private use on allocated cars. Records of 

excess speed have been obtained and provided to the relevant drivers but to limited 

effect in reducing the accident rate or influencing driver behaviour. There are a number 

of disadvantages to the system as trialled, including the need to review the accuracy of 

the reported data and the delay in obtaining a full set of data at the WBFO. It is 

understood that an updated version, using a web-based programme, is to be adopted 

in the near future to overcome some of these shortcomings. 

It is necessary to recognise that this equipment is a simple data-logger and not a 

Fleet Management system, telematics system or Incident Data Recorder (IDR). As 

such, its functionality is limited, although it can provide a retrospective GPS tracking 

facility if required (a feature disabled on the units trialled by WBFO). Carlog can be 

made available with live GPS tracking and regular data reporting but this requires the 

installation of a SIM card and incurs very significant additional costs in operation (each 

data transmission is a mobile phone call). We do not consider that the benefits of this 

system in its present specification justify the costs. The principal benefit of this system 

to WBFO appears to be the reduced administration in recording vehicle utilisation. With 

smaller fleets in the other fields (except Gaza) this benefit is likely to be less relevant 

and may be obtained by improved methods of vehicle utilisation data reporting and 

recording. Staff in Gaza are reluctant to consider using Carlog due to the delay in 

starting a vehicle caused by the need to use the driver`s identity card which would not 

be acceptable in an emergency. 

The concept of outsourcing  the task of fleet management is likely to produce no 

benefit to UNRWA whilst it remains the owner of the fleet and provides the 
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maintenance through its in-house workshops In effect only the fleet administration 

would be outsourced and this would add a significant cost, for no demonstrable benefit. 

An alternative would be to lease future vehicles with maintenance, also known as 

contract hire. This option is widely used in Europe and UNIFIL use it in Cyprus. It is 

likely to be available in Lebanon and the West Bank and possibly also in Jordan but 

not Syria or Gaza. There are a number of risks with such a proposal and the most 

likely deterrent would be cost. As the lease company would own the asset (vehicle) for 

the whole of its life, it would have to be duty paid. Lease companies also prefer short 

contracts and on light vehicles would be unlikely to exceed 5 years. These two factors, 

combined with the cost of external garage maintenance, are likely to result in a 

prohibitive lease cost when compared with the present experience. This is before 

considering the ‘end of contract’ terms and potential liability for any deterioration in the 

condition of the vehicle. Lease companies usually also require comprehensive 

insurance to ensure that the vehicle will be repaired if damaged. This proposition could 

be tested by obtaining quotations for standard vehicle types. Vehicle suppliers will be 

aware of finance companies that provide this type of inclusive lease. 

 

Impact 
 

The manner in which UNRWA manages its fleet has a number of alternative 

impacts. The use of a large number of small relatively inexpensive and economical 

cars does provide a positive external image suggesting that UNRWA, as a 

humanitarian organisation dependent upon donors for its funding, is not extravagant in 

its provision of vehicles. Limiting the use of large 4x4 vehicles also sends out an 

appropriate message as these vehicles are seen by many as environmentally 

damaging as well as expensive to acquire and operate. 

On the negative side, the number of vehicles in use with un-repaired accident 

damage presents a poor image and indicates a lack of care on the part of the users. 

Similarly with the older heavy Volvo trucks; many of these are now in poor condition 

and appear neglected. Due to their age, their smoke emissions are well in excess of 

the standards achieved by modern vehicles and in use they will be viewed by other 
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road users as very polluting. Not the right image for vehicles transporting food. Donors 

visiting UNRWA sites will not be impressed by the untidy and neglected appearance of 

some of the vehicle workshops or the number of damaged and life-expired vehicles 

that are littering the sites whilst awaiting authority for disposal. 

 

Sustainability 
 

For the future, UNRWA fleet management needs the capability to challenge the 

demands of users for transport and ensure that vehicles are only provided where there 

is an identifiable and justified need. The actual cost of transport provision must be 

known, managed and made more visible to end users. Transport costs may need to be 

devolved to the budgets of those who require and use vehicles or transport services. 

More services such as freight transport and some bus services may need to be 

contracted out to local service providers, particularly where the need for transport is not 

constant. The present policy on the provision of cars for private use, including HOH 

travel is likely to require addressing. 

Using vehicles that are fuel efficient will reduce their CO2 emissions. Any ability to 

use alternative fuels such as bio-fuels will depend upon local availability and national 

policies, especially where there are currently strict controls on the type of fuel that can 

be used in lighter vehicles. Improving vehicle maintenance standards, training drivers 

how to drive fuel-efficiently, monitoring fuel consumption and minimising unnecessary 

running will all assist in reducing the environmental impact of the fleet. 
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6. Recommendations 
 

Transport Policy 
 

A review and updating of UNRWA’s Transport Policies, as currently defined within 

the Manual of Transport Procedures and Motor Transport Technical Instructions 

(MTTIs) should be considered as a priority to ensure that these are relevant to the 

present and evolving transport requirements of the organisation, through the provision 

of effective and sustainable transport, utilising the technological advances made in 

both vehicles and the systems used for transport and fleet management. 

Key Policy areas which are in need of review and potential revision to provide 

clearer guidance and direction to those responsible for the provision and operation of 

UNRWA transport include: 

• key objectives (cost-effective, economic, safe, sustainable and projecting an 

appropriate image of the transport used by a humanitarian organisation); 

• which transport services are to be provided using UNRWA resources; 

• identifying those transport services which can be contracted to external 

suppliers; 

• how the transport needs of the departments and service providers within 

UNRWA are to be identified, assessed and cost-effectively fulfilled; 

• how the vehicle fleet establishment is determined; 

• how vehicles are allocated for duty travel; 

• reviewing the current policy of car allocation; vehicle users’ responsibility for 

damage sustained by an UNRWA vehicle when their liability has been 

established; 

• arrangements for the maintenance and repair of vehicles operated by UNRWA; 

• the recovery of costs for the provision of UNRWA transport or transport related 

services to external agencies or other beneficiaries. 
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This is not an exhaustive list of subjects for inclusion within a revised Transport 

Policy, the content of which may also include some of the subsequent 

recommendations in this report. 

 
Managing the Fleet 

 

Responsibility for the management of the UNRWA fleet requires being more clearly 

established, with a defined reporting structure and an appropriate allocation of tasks. 

Where the ultimate responsibility for management of the transport fleet and 

implementation of UNRWA’s Transport Policy remains with the Chief of Procurement 

and Logistics Division in HQ Amman, there should also be at least a functional report 

from a member of the Procurement and Logistics staff within each of the five Fields. 

This may be the FPLO in each Field or a member of the Transportation Unit staff with 

the competence to fulfil this role. In Gaza there is already an appointed Fleet Manager 

and in the other four Fields the Transport Operations Officer (TOO) or Vehicle Control 

Officer (VCO) could potentially take on these local responsibilities, subject to a review 

of their current duties and if necessary a reallocation of some of their existing reports 

such as warehousing. 

Fleet management responsibilities need to be defined and divided between the 

Field staff and the HQPLD transport section. The establishment of a Transport/Fleet 

Management function within HQPLD to provide the required level of technical and 

management expertise in addition to the existing procurement function is considered 

essential to support Field operations and provide more effective management. 

We would envisage the FPLD staff being responsible for the following activities in 

their Field: 

• vehicle registration, licensing and administration; 

• maintenance and repair management; 

• fuel management; 

• vehicle allocation; 

• fleet renewal and replacement programme; 

• incident / accident management; 
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• vehicle specification and procurement - only for types unique to their Field and 

then in conjunction with and authority of HQ PLD; 

• driving permits; 

• fleet data recording, reporting and system input (see later recommendation on 

Fleet Management System); 

• fleet availability; 

• accountability for vehicle operating and maintenance costs. 

 

HQ PLD Transport Section to be responsible for: 

• fleet replacement budget  

• annual fleet renewal and replacement programme (in collaboration with Fields); 

• vehicle procurement for standard vehicle types and vehicles required by more 

than one Field, in consultation with Fields; 

• vehicle specification – in consultation with Fields; 

• administration of the Fleet Management System; 

• fleet Insurance; 

• providing Field officers with Transport Policy, Procedures, Technical information 

and support; 

• determining and reviewing vehicle replacement policy; 

• fleet budget preparation and performance reports; 

• analysis and reporting of fleet utilisation; 

• analysis and reporting of fleet operating costs; 

• preparing vehicle / transport cost recovery schedules; 

• informing transport users of the cost or their transport. 

 

With improved efficiencies in the administration and management of transport and 

fleet within Fields there is an opportunity to reduce the levels of supervisory and 

management staff in Field Offices from five to four with an associated cost saving. 

Furthermore, the Transport Operations Officers in the Field Offices should be divested 
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of their additional duties related to warehouse management to enable them to be more 

effective in managing the use of transport. 

Departments using fleet vehicles need greater awareness and visibility of their fleet 

operating costs to assist them in achieving efficient utilisation of their vehicles. This can 

be achieved by (i) either devolving all fleet provision and operating costs, including 

internally generated charges for maintenance and repairs, directly to departmental 

budgets; or (ii) by providing those departments with a regular monthly summary of their 

total fleet operating costs. 

Accident and damage repairs are not maintenance costs. Where these are not 

recoverable they can be allocated to a separate “Vehicle Damage” budget which can 

then be fully recharged to user departments annually on a “per-vehicle” basis as a 

supplement to the existing third-party insurance premiums. Effectively this recharge 

would represent a supplementary internal insurance fund that identifies this cost 

independently of vehicle maintenance allowing users to focus on reducing this cost 

through better driver management. 

 

Fleet Management Systems 
 

Management System 
 

A computer based fleet management system is now essential to replace the 

present paper documents and provide a more effective means of controlling the fleet 

and obtaining accurate management information and analysis of fleet performance. 

The system used will need to be accessible by Field staff and should therefore be 

either server-based and networked internally or web-based with authorised access via 

the internet. 

A system administrator, based in HQ PLD Transport Section, will be required to 

manage the system’s set-up, format, access, outputs, archiving and updates. Key 

features of the system should include: 

• asset management – from procurement to disposal; 

• administration – including licensing and regulatory compliance, user 

communication; 
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• maintenance management – scheduling, repair authorisation, maintenance cost 

control and history; 

• fuel management – fuel consumption and cost; 

• workshop management (for each workshop) – work records, parts stock / 

issues; 

• accident management – incident records / analysis, repairs, costs, recoveries; 

• driver management – licences, permits, accident record, training; 

• standard monthly performance reports; 

• a report generator for the production of ad-hoc and bespoke management 

reports 

 

A draft of a typical specification for a transport fleet management programme is 

provided in Annex H. Data capture needs to be locally input by Field staff through 

controlled and validated access. Integration with existing UNRWA Finance, 

Procurement and HR systems will reduce the need for duplication of data entry on a 

networked system. Details of potential suppliers of Fleet Management systems are 

provided in Annex I. 

 

Fleet Data Capture 
 

It is recommended that the proposal to extend the application of the Carlog system 

be reconsidered. At the present time the principal benefits of the Carlog system applied 

in West Bank Field Office are the recording of data on car users’ home office home 

and personal use plus a claimed reduction in the number of reported accidents. There 

are however significant concerns regarding both the validity of the data obtained and 

the efficacy of the data reporting/collation process. Any extension of the use of this 

system in its present form should not be considered until the claimed benefits have 

been fully evaluated and an improved system, with appropriate systems support and 

an effective data retrieval facility, is available. Any review of the present policy on the 

personal use of Agency cars could reduce the need to record this level of data and the 

need for a data-logger. 
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Live vehicle tracking, potentially available from this or similar systems currently has 

no practical use within UNRWA operations, with the possible exception of the 

armoured car fleet used in Gaza or other duties with security implications and where 

accurate knowledge of the location of a vehicle can be valuable. Such a system does 

however require the fitting of a SIM card and transmission of a GPS signal with the 

significant additional costs of this data transmission. 

We are not aware of any higher level vehicle data communication requirements 

within UNRWA that would benefit from the use of telematics systems in its vehicles. 

 

Fleet Maintenance 
 

Field Workshops 
 

Maintenance and repair of UNRWA’s fleet is provided by six Field workshops but as 

a result of under-investment in these facilities they are not adequately equipped, work 

standards are poor, there are significant health and safety risks to staff, vehicle 

downtime is excessive and maintenance costs are not fully identified or attributed. 

Inefficient working practises mean that many of the workshops are overmanned. 

The inadequacy of the workshop facilities in the West Bank and Lebanon in 

particular preclude the option of their use by an external maintenance contractor. In 

Lebanon and the West Bank where there are alternative external maintenance 

providers available which can provide fleet maintenance to an acceptable standard, we 

would recommend that all vehicle maintenance and repairs be contracted out and that 

the UNRWA workshops are closed. 

As there are alternative external maintenance providers available in Jordan which 

can provide fleet maintenance to an acceptable standard, we would recommend that 

the majority of the maintenance and repairs be contracted out and the UNRWA 

workshops be retained with reduced staffing only for the maintenance and repair of the 

six large goods vehicles and seven refuse collection vehicles, whilst these are retained 

in use. All maintenance and repair for the remainder of the fleet, including crash 

damage, body repairs and painting, should be contracted to local workshops with the 

appropriate expertise and resources. 
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Contractual arrangements should be negotiated with local service workshops to 

provide the necessary standard of maintenance and repairs. A number of alternative 

workshops will need to be used to provide the range of services required for cars, 

trucks and buses in alternative locations within the Fields. With effective management 

of the contracted maintenance and repair work, vehicle repair standards and safety will 

be enhanced, together with improved availability (less downtime) and at a reduced 

overall cost. 

In Syria and Gaza where there is not an acceptable standard of external 

maintenance available, the existing UNRWA workshops need to be retained but with 

further investment in equipment and staff training to raise the standard of maintenance. 

The difficulties of implementing this in Gaza are recognised and may be impractical to 

fully achieve in the short term. 

Where the workshops are to be retained, there is an urgent need to provide: 

• technical training for staff on the vehicle/equipment types they are required to 

maintain. Manufacturers run courses in collaboration with local dealerships in 

various locations. UNDPKF-UNLB also arrange technical training at Brindisi on 

certain types of equipment including Toyota, Nissan and Renault. These are 

available to other UN Agencies such as UNRWA. 

• Safety training. This is usually embedded within the training provided on specific 

equipment or repair techniques and not taught as a separate subject. However, 

UNLB have a current contract for the provision of a training course on Workshop 

Health and Safety delivered by the UK CILT. This is also available to UNRWA 

staff. 

• Investment in essential tools and equipment to enable staff to undertake 

maintenance work to the required standards. This will include generic diagnostic 

equipment for electronic systems, with appropriate training from the equipment 

supplier. 

• Access to technical data and information to inform workshop staff, from 

manufacturers and independent service providers, generally in electronic format 

or via on-line access. 
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Vehicle Maintenance Frequency 
 

Vehicle maintenance frequency needs to be reviewed. It is not appropriate to 

maintain all vehicles at six-monthly inspection / service intervals as at present. 

Frequency of maintenance should be based upon vehicle manufacturers’ 

recommendations appropriate to local operating conditions. Inspection intervals should 

be reduced to three months on vehicles operating under more arduous operating 

circumstances including use on unsurfaced roads. 

Preventative maintenance schedules need to be introduced and used within all 

UNRWA workshops. These can be generic but their content needs to be sufficiently 

comprehensive to include the manufacturers’ recommended requirements. Additional 

maintenance tasks dictated by local operating conditions should also be included 

together with maintenance of vehicle superstructure, bodywork and fitted equipment 

where appropriate. The maintenance schedules used in Syria (SFO) workshop could 

be adopted more widely in other UNWRA workshops 

Separate schedules require to be defined for drivers’ daily checks; safety 

inspections; minor service and major service at specified intervals. These schedules 

should be available for the use of staff on every occasion when a vehicle is undergoing 

maintenance to be used as guidance to the work required with endorsement on 

completion to form part of the vehicle’s maintenance record. 

A planned programme of vehicle maintenance should be established using a Fleet 

Management System to project maintenance events from previous maintenance 

history, applicable service intervals and the recorded rate of utilisation. Planned 

maintenance will reduce the risk of vehicles missing essential servicing and will enable 

workshops to manage their work load more effectively. 

 

Workshop Management 
 

Where UNRWA continues to operate its own workshops for the maintenance of its 

vehicle fleet, the work undertaken should be recorded, fully costed and attributed to the 

appropriate vehicles. 
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Workshops should be defined and managed as cost centres for accounting 

purposes. All the costs of operating the workshop can then be recovered by attributing 

the labour and material expenses on job cards to individual vehicles. With a correctly 

calculated labour cost recovery rate and effective management the workshop will 

return a zero balance on its annual budget, with all the expenditure incurred having 

been fully allocated to the respective vehicles and the users’ budget codes. 

Each workshop needs a calculated labour cost recovery rate which reflects the 

expected level of productivity and includes both the direct labour costs and other 

indirect and overhead costs incurred in the provision of the workshop. This figure 

should be reviewed annually to ensure that it remains capable of recovering the full 

cost of workshop provision from the charges attributed to vehicles for their 

maintenance and repair. 

Workshop job-cards are key documents in recording vehicle maintenance costs 

and workshop performance. It is essential therefore that all work undertaken is 

recorded in detail on the job-cards, with labour costed at the appropriate recovery rate 

and all materials, both inventory and non-inventory, included at cost. Lubricants 

consumed should also be included by volume and cost. Consumable items used within 

the workshop do not need to be added to job-cards where they are included within the 

overhead costs of the workshop labour rate. 

Workshop output should also be categorised on job-cards in terms of whether it is 

preventative maintenance, repairs, tyres, accident damage or refurbishment. 

Information on job-cards provides a key element of the input to the fleet management 

system facilitating subsequent accurate analysis of vehicle maintenance and repair 

costs. The same data can also be used to measure workshop performance in terms of 

labour productivity, vehicle downtime and maintenance standards. More strategic 

analysis of the cause and reasons for repair can also be obtained to inform 

management decisions on vehicle specifications, type and replacement policy. 

The practise of procuring large volumes of duty exempt vehicle parts for standard 

vehicle types directly from manufacturers and external suppliers has resulted in large 

volumes of stock accumulating in Field workshops and being deleted from the 

inventory due to low turnover and obsolescence. The introduction of a Fleet 
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Management system with a Stock Control function would enable more precise control 

of vehicle parts stocks in workshops and inform future demand requirements. It is 

recommended that the policy of centralised parts procurement be limited in future with 

parts volumes being predicted more accurately from actual usage analysis. Additional 

requirements for vehicle parts will need to be obtained under negotiated arrangements 

from local suppliers for manufacturers’ oe specification items at duty paid prices. 

 

Workshop Staffing. 
 

Staffing levels need to be reviewed to confirm their adequacy for the fleet size and 

composition. This can be achieved from determining the maintenance and repair 

requirement (in man-hours) per annum and comparing this availability of productive 

time. The following table provides an example. 

 

Fleet maintenance and repair requirements can be calculated from the annual man-

hours required to service and maintain each vehicle type (taking account of vehicle 

age, utilisation level, operating conditions, service intervals, service time and repair 

time – relating this to actual experience), aggregated for the number of vehicles 

maintained. Accident and damage repairs should be excluded from this calculation 

where this work is not undertaken within the workshop. 

 

Workshop Productive Labour
Per Person Position No. Productiv ity Man-hours pa
Paid weeks per annum = 52 VMO 1 0% 0
W orking days per week = 5 0% 0
National Holiday days = 10 Head Mechanic 1 25% 431
Annual Holiday days = 30 Mechanic 6 80% 8280
Available days per annum  = 220 0% 0
W orking hours per day = 7.5 Electrician 1 80% 1380

1650 Panel Beater 1 80% 1380
Painter 1 80% 1380
Gen.Mechanics 1 80% 1380

Total staff em ploym ent cost per annum Storem an 1 0% 0
$126,731 Clerk 1 0% 0

Labourer 2 0% 0
16 14231

Labour Cost per hour (US$) =  (Labour cost only, no overhead or other workshop costs)

Syria FO Workshop - Damascus

Productive m an-hours per 
annum  =

$8.91
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Fuel Management 
 

All internal fuel issues and external purchases need to be recorded in both volume 

and cost for each vehicle. 

The installation of computerised fuel management systems for the bulk fuel 

installations would remove the need for a constant staff attendance to issue and record 

fuel issues giving drivers controlled access to fuel out of normal working hours as well 

as during the working day. These systems provide a computer record of all fuel issues 

including volume, date and time and vehicle identity which can be interfaced with a 

fleet management system for the data to be uploaded without further manual 

intervention. Details of available systems are provided in Annex I. 

 

Where fuel is currently obtained using magnetic fuel cards, the vendor should be 

asked to provide the record of all fuel purchases in an electronic format to facilitate its 

inclusion in a fleet management system. 

 

Driver Management 
 

Driving Permits 
 

To reduce the current level of accidents and vehicle damage with their associated 

impact on staff safety and fleet operating costs, it is recommended that the process 

used to assess driver competence and issue permits to drive UNRWA vehicles be 

applied more rigorously. Driver assessors should receive training in this task, must be 

provided with an appropriate level of authority and able to make independent decisions 

free of any coercion or interference. Permits issued should be limited to only those 

types of vehicle on which drivers have demonstrated an acceptable level of 

competence. UNRWA policy on the initial and recurring assessment of drivers, 

including post-accident assessments and the provision of remedial action where 

necessary should be reviewed to ensure that all authorised drivers have the required 

level of skills. 
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Transport Dispatch 
 

All transport requisitions should be authorised and submitted electronically to 

dispatch offices. Dispatchers managing more than 20 vehicles and a similar number of 

drivers will benefit from a computer based vehicle scheduling system that can receive 

requisitions and display allocated vehicles and drivers. Daily vehicle and driver 

availability would be displayed to the dispatcher for efficient job allocation and 

subsequent analysis of both vehicle and driver utilisation. 

This system would also be capable of printing driver’s daily worksheets or 

manifests reflecting the originator’s requisition. Details of available systems are 

provided in Annex I. 

 

Drivers’ Daily Worksheets 
 

For drivers with allocated cars the current practise of recording each journey 

separately on a car user’s daily work sheet is time consuming and serves little purpose 

other than generating more detail for subsequent recording. A monthly report of the 

total vehicle running kilometres when combined with odometer readings from fuel issue 

records and maintenance job cards should be sufficient record of use. 

Changes to the car allocation policy to provide fixed levels of recharges could also 

dispense with the requirement to separately record duty, HOH and private use. This 

would in turn remove the significant administrative burden of recording and reporting 

these figures for the purpose of recharging use to individual car users. 

 

Fleet Replacement Policy 
 

The present simplistic replacement policy needs re-assessment and a more 

calculated determination of service life for individual vehicle categories using a life 

cycle costing approach. Limitations on the disposal of vehicles imported duty free 

effectively remove any residual value that might be available and this will have the 

effect of extending service life which will be limited primarily by repair and maintenance 

costs. 
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Consideration should also be given to limiting the service life of vehicles in those 

areas where they are required to be used under more arduous road conditions which 

are increasing repair costs. There should be a finite limit on the cost of any major 

repairs, linked to a vehicle’s progressively depreciated value calculated over its 

planned service life. As an example, where the cost of repair is predicted to exceed the 

progressively depreciated value (written down value) by more than 50% then the 

vehicle should be considered beyond economic repair and removed from service. 

Specialised vehicles require an alternative approach to their planned service life. 

Mobile clinics and similar types which are extensively used in a static role are capable 

of remaining in service for up to 20 years without incurring major maintenance 

expense. Refuse compactor vehicles that are intensively utilised should not be 

expected to have a service life in excess of 10 years due to the high rate of 

deterioration of the compactor equipment and the associated costs of repairs. 

The need to retain or replace the large Volvo goods vehicles should be reviewed in 

those Fields where the distribution of food to camps is now less frequent and 

commercial transport distribution services are readily available as an alternative.  

Replacement of vehicles when they have reached the end of their planned service 

life is essential to avoid escalating repair and maintenance costs, provide the required 

level of availability/reliability and to ensure their continued safety in use. Although there 

has been very little evidence (other than anecdotal) of vehicle accidents caused by 

mechanical failure, with an ageing fleet and deteriorating maintenance resources this 

risk will increase. 

 

Fleet Procurement 
 

Direct purchase of vehicles, exempt from the high levels of local duties and taxes 

remains the most viable route for vehicle acquisition available to UNRWA. To enjoy the 

benefits of scale, the volume of each purchase order needs to be maximised by 

rationalising the number of types operated, reducing the frequency of order placement, 

formulating a planned fleet replacement programme and adopting standard vehicle 
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specifications which are capable of being used in as many of the five fields of operation 

as practicable. 

The opportunity to acquire standard vehicle types meeting the UNRWA 

specification through existing supply contracts negotiated by other UN agencies should 

be fully explored prior to the issue of any tender invitations or requests for quotations to 

manufacturers or local suppliers. 

 

Vehicle Specification 
 

Specifications for new vehicles require to be drafted after appropriate consultation 

with representatives of the intended users and in collaboration with the Field fleet 

management staff by persons with an appropriate level of technical competence. 

Operational requirements and performance standards should be incorporated 

within a generic technical specification. For the more specialised vehicles, including 

trucks and buses, calculations of the required capacity/payload, gradeability, gearing, 

minimum power, retardation, stability, specific fuel consumption, emission levels and 

current equipment compatibility standards need to be included. 

To ensure that all vehicles supplied are capable of being registered in the 

Fields/Countries where they are destined to be used, the specification issued should 

not conflict with national regulations and potential suppliers must confirm that any 

vehicles supplied will be fully homologated and capable of meeting all national 

regulations in force in the country of use at the date of supply. 

Potential suppliers should also be required to provide full details of how service, 

parts and warranty repairs will be provided in each country where the vehicles are to 

be used. For vehicles with specialised bodywork and equipment, similar undertakings 

should be provided in respect of service, parts and warranty repairs on that equipment. 

To assist in the evaluation of tenders and quotations and as an indication of the 

potential maintenance costs, potential suppliers should provide details of the time 

required for standard servicing and maintenance over a specified period of use 

together with the local supply prices (including non-recoverable duties and taxes) for a 

range of specified common service and repair parts. 
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Vehicle Allocation 

 

There are at present a number of alternative policy interpretations within the Fields 

on how cars should be allocated to staff for HOH and private use. This is recognised 

as a sensitive issue as although car users do make a contribution towards their car use 

these vehicles are initially provided from funding intended by donors to enable UNRWA 

to continue its humanitarian work. 

The following suggested revisions to the car allocation policy are made to assist in 

reducing the number of cars that are allocated but under utilised for duty travel: Cars 

should not be allocated for use of individual staff members unless there is a regular 

need for duty travel, and their average use exceeds a minimum of 10,000 Kilometres 

per annum. Pool cars should be used for less frequent travel. Users who are allocated 

cars for duty travel should not be permitted to use them for HOH use, unless: 

• (i) there is no alternative public or UNRWA transport service available; and (ii) 

the staff member cannot reasonably be expected to acquire their own personal 

transport in that location; or 

• a security situation exists which presents a potential threat to the safety of the 

staff member. 

 

Where HOH use of a car has been authorised, a fixed monthly charge calculated 

from the total car operating cost should be levied on the staff member. This should be 

scaled according to the distance of the user’s residence from their normal place of 

work. No private or personal use of UNRWA vehicles, other than authorised home to 

work travel, should be permitted. 

Staff, who are allocated cars, should not be permitted to use transport department 

drivers to drive them in their cars on duty travel. 

Cars in all Fields which are under-utilised or inappropriately allocated should be 

transferred to user departments as replacements for out-of-life vehicles or to meet any 

justified requirement for additional vehicles. 
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Annex A:   Glossary of Terms and Abbreviations 
 

 
ABS - Vehicle system to prevent wheel locking when braking 

ACEA - Lubricant oil classification –  
 European Automobile Manufacturers Association 

API - Lubricant Oil Classification (American Petroleum Institute) 

Benzine - Unleaded Gasoline for vehicle use 

Carlog - A vehicle-installed data logging system  
 for recording vehicle utilisation 

CD - Corps Diplomat – Diplomatic Privilege 

CO2 - Carbon Dioxide (exhaust emissions) 

CTO - Accumulated overtime working taken as time off  
 in lieu of payment 

Dep FPLO - Deputy Field Procurement and Logistics Officer 

DERV - Diesel fuel for road vehicles 

EC - European Community 

Euro3 - European vehicle emissions standard – level 3 

Excel - Microsoft computer spreadsheet 

FPLO - Field Procurement and Logistics Officer 

Geo-fencing - Defined ground boundaries that are recognised  
 by GPS systems 

GF - General Fund (of UNRWA) 

GFO - Gaza Field Office in Gaza City 

GPS - Global Positioning System.  Satellite based location signal 

HOH - Home, Office, Home.  Travel between employee’s residence  
 and place of work 

HQ - Headquarters site in Amman 

HQP&L - Headquarters Procurement and Logistics Division – Amman 

HR - Human Resources 

IDF - Israel Defence Force 

IDR - Incident Data Recorder (Vehicle-installed equipment)  
 for recording vehicle performance 

IH - International Harvester (vehicle manufacturer) 

Imprest - Parts stock provided by suppliers without charge. 
Paid as used 
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IS - Israeli New Shekels (Currency) 

JCP - Job Creation Programme 

JD - Jordanian Dinars (Currency) 

JFO - Jordan Field Office in Amman 

Kg - Kilogrammes (mass) 

Kms - Kilometres 

L/100 Km - Vehicle fuel consumption measure (litres used per 100 Km) 

LAN - Local Area Network 

LCC - Life Cycle Cost 

LFO - Lebanon Field Office in Beirut 

MT-1 - Transport Requisition Form 

MT-2 - Vehicle Dispatch Record 

MT-3 - Daily Work Record 

MT-4 - Monthly Record of Vehicle Use 

MT-6 - Daily Fuel Issue Record 

MT-16 - Form reporting transport operation submitted monthly to 
 HQP&L by all FPLO’s 

MTTI - Motor Transport Technical Instructions 

MWA - Main Warehouse 

Octane - Rating applicable to gasoline fuel 

P&L - Procurement and Logistics 

Petrol  - Unleaded Gasoline for vehicle use 

PIMS - Procurement and Inventory Management System 

RCV - Refuse Collection Vehicle  

SAR - Syrian Arab Republic 

SFO - Syria Field Office in Damascus 

SIM - Subscriber Identification Module  
 (used in communication devices) 

SUV - Sport / Utility Vehicle  

SYP - Syrian Pounds (Currency) 

Tachograph  - Vehicle instrument used to record time, speed, distance 
and use 

TCO - Transport Control Officer 

TOO - Transport Operations Officer 

UN - United Nations 
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UNIFIL - United Nations Interim Force in Lebanon 

UNRWA - United Nations Relief and Works Agency for  
 Palestine Refugees in the Near East 

UNTSO - United Nations Truce Supervision Organisation  

US$ - United States Dollars (Currency) 

VMO - Vehicle Maintenance Officer 

VW - Volkswagen 

WB - West Bank 

WBFO - West Bank Field Office in Jerusalem 

WDV - Written Down Value (Depreciated value of an asset) 

WLC - Whole Life Cost 

0 k - Number in thousands 

4x4 - Vehicles with four wheels – all driven 
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Annex B:   Terms of Reference 
 
 

Review of UNRWA's Fleet Management 

1. Introduction 

The United Nations Relief and Works Agency for Palestine Refugees in the Near 

East (UNRWA) offers assistance, protection and advocacy for some 4.7 million 

registered Palestine refugees pending a solution to their plight. UNRWA provides 

education, health, relief and social services, microfinance, camp infrastructure and 

improvement services as well as emergency assistance to eligible refugees in its five 

fields of operation: the Gaza Strip, Jordan, Lebanon, the Syrian Arab Republic, and the 

West Bank including East Jerusalem. The Agency is headquartered in Amman, 

Jerusalem and Gaza. UNRWA currently operates or sponsors over 900 installations 

with nearly 30,000 staff across the five fields. The majority of these staff is involved in 

direct service delivery to beneficiaries. 

UNRWA staff is supported by a fleet consisting of 1269 vehicles of which 805 light 

sedans, 16 armoured vehicles, 118 trucks, 215 busses and 115 assorted (including 

garbage compactors, tractors, ambulances, fork lifts, etc.). These vehicles are 

distributed over its five fields of operation as follows: 409 in Gaza, 164 in Jordan, 189 

in Lebanon, 153 in Syria, 321 in West Bank and the remaining 33 in headquarters and 

UNRWA's Cairo Office. 

UNRWA's fleet serves multiple purposes including supporting direct service delivery 

in camps and non-camp settings (e.g. mobile dental clinics, ambulances, and 

distribution of supplies such as textbooks, medical supplies or food rations). 

Furthermore, UNRWA's vehicles enable frontline staff to access UNRWA's installations 

and managers to attend meetings and carry out monitoring visits in the field. UNRWA's 

fleet also facilitates the transportation of goods, equipment and diplomatic mail from 

one location to another, within the same Field and between Fields. Additionally, 

UNRWA offers home-office-home bus services for some staff and students, individually 
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assigned vehicles for security and operational support staff, and home-office-home 

assigned vehicles for pre-approved staff. 

Additional transport resources are contracted commercially as required for tasks 

such as the movement of goods from ports and airports to main warehouses, the 

internal distribution of bulk food items and bus transport services. 

UNRWA's fleet is managed by the Procurement and Logistic Division of the 

Administrative Support Department in Headquarters and the Field Procurement and 

Logistics Departments in the five Fields. In each Field, the fleet is further spread 

among Area Offices. 

The logistics section incorporates three functions: transport operations, vehicle 

control, and vehicle maintenance. All routine maintenance and most repairs are carried 

out by UNRWA's vehicle workshops located in each Field but some outsourcing of 

repair is used as required. 

A growing refugee population and stagnating voluntary contributions from the 

Agency's donors are putting pressure on UNRWA's scarce resources. In this context it 

is considered appropriate to assess the Agency's fleet through an independent review 

in order to assess whether it follows international best practices (especially in the 

United Nations environment) and will be able to keep up with increasing demands 

regarding effectiveness and efficiency. 

2. Objectives 

The objective of the review is to determine as systematically and objectively as 

possible the relevance, effectiveness, efficiency, impact and sustainability of the 

current arrangements of UNRWA's fleet management. 

The review is primarily targeted at the Procurement and Logistic Division in 

Headquarters and Fields, which is in charge of the fleet management, and secondarily 

to the users of the fleet. 
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3. Scope 

UNRWA is seeking an overall review of fleet management in UNRWA's three 

Headquarters locations as well as the five Field Offices, The review is required to 

assess the following areas and recommend best practices: 

• General fleet management, including organizational set-up, financial management 

(including charge back system), systems and tools used, licensing and insurance; 

• Transport operations, including assignment procedures, fuel management, systems 

and tools used, staff levels and training, safety aspects; 

• Fleet maintenance and repair, including facilities, tools, systems, work orders and 

record keeping, staff levels and training, and spare parts inventory and supply; 

• Vehicle replacement (policy of write off/disposal) and funding, including usage 

levels, acquisition, purchasing cycle procedures, warranties and reimbursements. 

4. 4. Expected Results 

The review should provide answers to the following questions and systematically 

offer recommendations for improvement: 

Relevance 

• To what extent is the current size and composition of the fleet in line with the needs 

and priorities of the staff who are using the fleet? 

Effectiveness 

• To what extent do the different functions (general fleet management, transport 

operations, vehicle control, and vehicle maintenance) effectively support UNRWA in 

delivering education, health, relief and social services, microfinance, and camp 

infrastructure and improvement services, as well as emergency assistance to 

Palestine refugees? 

• To what extent are the current procedures as well as available tools and systems 

able to support an effective fleet management? 
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• Is the fleet management more effective in some fields than in others and what are 

the reasons for it? 

• What are the key requirements of a fleet management system which can effectively 

support UNRWA's programmes in delivering their services to Palestine refugees? 

Efficiency 

• To what extent are UNRWA's fleet monitoring and control systems, in particular 

with regard to the usage of vehicles and fuel consumption, efficient? 

• How efficient is the "Car Log" management system used in West Bank Field Office 

compared to alternative systems and compared to the vehicle management in other 

Field Offices, in which no such systems exist? 

• To what extent are UNRWA's practices and decisions regarding maintenance and 

repair as well as end of life (write off) efficient? 

• Is the current in-house fleet management competitive with an outsourced concept 

in which a combination of services is performed by outside service providers for 

market prices? 

Impact 

• How does UNRWA's fleet management contribute to the Agency's ability to deliver 

services in a positive and negative, intended and unintended way? 

Sustainability 

• To what extent are the current arrangements of fleet management suitable for 

serving UNRWA's needs in the future, in particular in a context of expected 

resource constraints? 

• To what extent is UNRWA's fleet management environmentally sound? 

5. Methodology 

The review should use a multi-methods methodology including the following: 

• Document review (including the Manual of Transport Procedures and Motor 

Transport Technical Instructions) and analysis of secondary data; 
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• Focus group discussions and semi-structured individual interviews with staff 

involved in fleet management and users of the fleet at HQ and Field levels; 

• Observational visits to UNRWA workshops and warehouses; 

• Semi-structured interviews with local fleet service providers and workshop owners. 

 

These suggested methods can be amended based on proposals of and discussions 

with the evaluators. 

 

6. Required Expertise 

UNRWA is seeking to hire a team of two experts - a team leader and a technical 

specialist - for this assignment. The evaluators should possess the following 

competencies: 

Team Leader 
• Ten years of professional experience, five of which in the evaluation of 

organizations, in particular UN agencies; 

• Strong analytical skills coupled with a proven capacity of report writing clearness 

and synthesis capacity; 

• Fluency in English. 

Technical Specialist 
• Ten years of professional experience in fleet management; experience in 

international organisations in the Middle East would be an asset; 

• Understanding of vehicle maintenance; 

• Fluency in English; Arabic skills would be an asset. 

 

The evaluators must be able to travel to UNRWA's five fields of operation. 

7. Implementation of the Review 

The review should commence as soon as possible. UNRWA considers 40 working 

days sufficient for completing the assignment. 
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The team will carry out field visits to UNRWA's five fields of operation. At the end of 

their field mission, the evaluators will debrief relevant staff on preliminary findings and 

recommendations. UNRWA expects to receive a draft report within six weeks after 

finalization of the field work phase. UNRWA's internal stakeholders will have the 

opportunity to comment on the draft report before the final report will be prepared. 

The evaluators will draw their conclusions independently without any interference 

from the management, especially regarding the analysis and the recommendations. 

The Agency focal point for the review will be the Evaluation Officer of UNRWA's 

Department of Internal Oversight Services (DIOS). 

8. Expected Outputs 

It is expected that the review will produce the following outputs: 

• Debriefing of relevant staff; 

• Draft report; 

• Final report. 

 

The draft and final report should be submitted to UNRWA as a softcopy. They 

should follow the structure below: 

• Executive summary; 

• Description of the entity evaluated; 

• Objectives and scope; 

• Methodology and limitations; 

• Main text including one chapter on each of the main evaluation areas (relevance, 

effectiveness, efficiency, impact and sustainability); 

• Conclusions and corresponding recommendations; 

• Annexes (TOR, research instruments used, list of persons interviewed, list of 

documents reviewed). 
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9. Logistical Arrangements 

UNRWA provides administrative and logistical support during the field mission, 

including scheduling of meetings and local transportation for business travel. The 

consultants will purchase the tickets required for international travel between their 

place of recruitment and Amman and make the necessary visa arrangements. UNRWA 

will reimburse these costs upon provision of all relevant receipts, boarding passes, etc. 

The Agency can provide invitation letters for visa applications if required. 

UNRWA offers to coordinate hotel reservations and security arrangements. The 

Agency will pay daily subsistence allowance (DSA) to the consultants to cover costs of 

accommodation and other expenses during the field mission period, The current DSA 

rates are the following: 

• Amman: USD 236 

• Beirut: USD 241 

• Damascus: USD 281 

• Gaza: USD 192 

• Jerusalem: USD 274 

 

UNRWA suggests the following payment schedule for the assignment: 

• 25% of the working day fees upon signature of the contract; 

• DSA and payments for reimbursable costs upon completion of the field work phase; 

• 40% of the working day fees upon submission of the draft report; 

• 35% of the working day fees upon acceptance of the final report by UNRWA. 

 

UNRWA recommends that consultancies interested in carrying out the described 

assignment include the following elements in their technical proposal: 

• Comments on the methodology proposed by UNRWA; 

• Proposed work plan including time schedule; 

• CVs of the proposed consultants, which demonstrate that these are qualified for 

carrying out the assignment; 



UNRWA Fleet Management Review 2010 - Final Report  
 

• A minimum of three references of former clients for each of the proposed 

consultants, including their telephone numbers and email addresses. 

 

UNRWA claims the right to contact these references during the selection process. 
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Annex C:   Consultants’ Curriculum Vitae 
 
 

CURRICULUM VITAE 
 

Robert Keith PAPPS 
DFF International Limited 

 

 
Profile:  Bob Papps is currently engaged as a consulting engineer by DFF International 
Limited.   He is also Managing Director of Consul Transervices Ltd, an established fleet 
management and consultancy business, a founder member and Associate Director of 
Transtech Consultancy Services Ltd. and Senior Transport Consultant to Independent Safety 
Services (Worldwide) Ltd.   A qualified transport engineer with over 40 year's experience in 
the transport industry, prior to taking up his present appointments his career has included time 
spent in HM Forces, the retail motor trade and in fleet operations including the position of 
General Manager - Group Transport for an international conglomerate embracing over 100 
companies operating over 3000 vehicles and as Fleet Engineer for an international packaging 
business operating over 500 commercial vehicles in the UK.   His experience encompasses 
both operational and engineering management in the UK and overseas.   During the past 22 
years as a Transport Consultant he has been engaged by numerous organisations in both the 
public and private sectors, to undertake a wide range of transport related projects both in the 
UK and overseas.   The author of various publications and articles in the field of road 
transport engineering, he has also been granted patents for vehicle loading systems and 
regularly presents papers and lectures to a wide variety of audiences in commercial 
organisations and professional institutes both in the UK and overseas. 
 

 
Qualifications  Membership 

I Eng Incorporated Engineer (Registered with the Engineering 
Council) 

447542 

HonFSOE Honorary Fellow of the Society of Operations Engineers 119008 
FIMI Fellow of the Institute of the Motor Industry 24635 
HonFIRTE Honorary Fellow of the Institute of Road Transport 

Engineers 
119008 

MICFM Member of the Institute of Car Fleet Management M00789 
FCILT Fellow of the Chartered Institute of Logistics and Transport 68427 
   

Professional Past Chairman (1993/94) and Vice President (1994/95) of 
the Institute of Road Transport engineers (IRTE). 

 

   

Awards Mackenzie Junner Technical Award (1984) presented by 
the IRTE for work on developing road spray suppression 
systems for Heavy Goods Vehicles. 
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Competencies Certificate of Professional Competence (CPC) in 
International Goods Vehicle Operation. 

 

 Vocational Driving Licence Category C+E (formerly 
HGV1). 

 

   

Patents United States Patent No: 4,261,682 - 14 April 1981.  

 United Kingdom Patent No: 1,602,278 - 11 November 
1981. 

 

 Loading and Unloading of Vehicles - R K Papps  

 Apparatus for the automated loading/unloading of goods 
vehicles using powered chain conveyors. 
(This Patent also published in EC and Japan) 

 

   

Publications Author of 'Personnel and Management' Module of the 
Workshop Standards Handbook, published by the IRTE in 
September 1988. 
ISBN NO. 0.9513621.19. 

 

   

Lectures Presentations and training seminars on a wide variety of 
Transport Engineering and Fleet Management topics have 
been given on behalf of: 

 

  - Loughborough University Business School  

  - Chartered Institute of Purchasing and Supply   

  - Institute of Road Transport Engineers   

  - Institute of the Motor Industry  

  - Institute of Car Fleet Management  

  - Chartered Institute of Logistics and Transport  

  - Freight Transport Association  
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Curriculum Vitae 
 

 
Name:    Anthony William Vandome 
 
Home Address:  15 Jasmine Close 
    Stapenhill 
    Burton on Trent 
    Staffordshire 
    DE15 9FG 
 
Home Telephone No:   +44 1283 512711 
 
Technical Qualifications: 
    Institute of the Motor Industry Final Exam 
    I.R.T.E. Section C Part II 
    City and Guilds Motor Vehicle Technicians 
    City and Guilds Full Technological 
    International Certificate of Professional Competence in   
    RoadTransport (Freight) Operation. 
 
Training Courses:  P.E.R.A. Management Techniques 
    Foden Trucks. Vehicle Maintenance 
    Clark (FLT’s) E.C.E. Model Solid State Control 
     Leyland Service School Garage Managers Courses (e 
    Time Management 
    Management Teamwork 
    Volvo Trucks 
    Volvo Trucks Electronics 
 
Pofessional Memberships: 
  Member of Institute of Motor Industry (MIMI) 
  Member of Road Transport Engineers (MIRTE) 
  Member of the Society of Operations Engineers (MSOE) 
 
Employment:   
 1966  -  1968  Charrington and Co.  
 1968  -  1970   Bass Vehicle Examiner (Wales) 
 1970  -  1972  Bass Vehicle Examiner (London) 
 1972  -  1975  Bass Vehicle Examiner (East Anglia) 
 1975  -  1983  Bass Garage Manager (Wolverhampton) 
 1983  -  1986  Bass Garage Manager (Gossington, Gloucester) 
 1986  -  1990  Bass Garage Manager (Cardiff) 
 1990  -  1997  Bass/Tradeteam Garage Manager (Burton on Trent) 
 1997  -  2000  Consultant Engineer (Pepsi International Bottlers –  Russia) 
 2000  -  2002  Fleet Engineer (Marstons Brewery – Burton on Trent) 
 2002>   Transport Engineering Consultant 
    (Logistics Online L.L.C.  – Russia) 
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Annex D:   Review Programme 
 
Date Day Location Activity 

21 Nov Sun Travel: London to Amman 

22 Mon HQ Amman Meet EO-DIOS & HQ Staff 

23 Tues HQ Amman HQ Office visit/review 

24 Wed Jordan Field Office Field Office visit/review  

  Jordan Fleet User meetings 

25 Thurs Jordan Workshop Workshop visit/review 
26 Fri Travel: Jordan to Syria 

   UN Non-working day 

27 Sat Syria  UN Non-working day 

28 Sun Syria Field Office Field Office visit/review 

  Syria Fleet User meetings 

29 Mon Syria Workshop Workshop visit/review 
30 Tues Travel: Syria to Lebanon  
1 Dec Wed Lebanon Field Office Field Office visit/review 

  Lebanon Fleet User meetings 

2 Thurs Lebanon Workshop Workshop visit/review 

3 Fri Travel: Beirut to Amman 

4 Sat Travel: to HQ Gaza Field Office from Amman 

5 Sun HQ Gaza & Gaza 
Field Office 

 
Field Office visit/review  

   Fleet User meetings 

6 Mon Gaza Workshop Workshop visit/review 

7 Tue Travel: from Gaza to HQ Jerusalem & West Bank Office 

8 Wed HQ Jerusalem & West 
Bank Field Office 

 
Field Office visit/review 

  West Bank Workshop visit/review 

9 Thurs HQ Jerusalem De-briefing via video conference with all Fields 

10 Fri West Bank Fleet User meetings  

  West Bank Workshop Workshop visit/review 

11 Sat Travel: from HQ Jerusalem to HQ Amman 

12 Sun Travel: from Amman to London 

 
  Visit local workshops – Amman 

  Visit local workshops – Damascus 

  Visit local workshops / suppliers – Beirut 

  Visit local workshops – Gaza 

  Visit local workshops – Jerusalem and Ramallah 
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Annex E:   List of Documents Reviewed 
 

 
The following documents were made available for scrutiny during the course of this 

Review: 

 
- Lebanon Field Vehicle Allocation Study 

(produced by VCO Lebanon) 
 
- 

 
May 2009 

- Lebanon Field Office - FIP 2010-11 
- Jordan Field Office - FIP 2010-11 
- West Bank Field Office - FIP 2010-11 
- SAR Field Office - FIP 2010-11 
- Gaza Field Office - FIP 2010-11 
- Standing Delegation of LPA - 14th February 2010 
- Analysing the Cost of the In-House  

Operation versus Outsourcing of the  
UNRWA Motor Transport Workshops 
(Danish Technological Institute) 

 
 
 
- 

 
 
 
27th September 2003 

- HQ Amman – P & L Fleet Division  
Database File 

 
- 

 
as at December 2010 

- West Bank – Monthly Activity Reports - January 2010 
to October 2010 

- Form MT-16 Reports submitted by 
Field Offices to HQA P & L Fleet Division  
for October 2010 

-  

- Other fleet lists and reports produced by Field 
Offices and made available for review. 
(Not individually listed, but referred to within the 
relevant sections of the Report.) 

-  

- UNRWA Manual of Transport Procedures   
- UNRWA Motor Transport Technical 

Instructions 
- MTTI`s 1-20 
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Annex F:   Persons Interviewed 
 

During the course of this review the following UNRWA personnel contributed 

through granting interviews or attending meetings and forums on the dates indicated. 

 
Location: HQ, Amman 
 

Date Event Person Interviewed Appointment or Responsibility 

22.11.2010 Project co-ordination. Ms Rica Terbeck Evaluation Officer DIOS. 

 Meeting Ms Laura Londen Director of the Department of 
Administrative Support,  

 Meeting  Mr Neil Ashcroft Chief, Procurement and Logistics 
Division on the overall fleet context 

 Meeting  Mr. Rami Hamdan, 
and 
Mr. Saadi Abdel Rahim  

Acting Head, Contractual 
Procurement Section; 
Acting Procurement & Contracts 
Officer; 
HQ Transport and Logistics Section 
on direct fleet management issues 

 Meeting  Mr. Jamal Hamideh, and 
Mr. Ala’eddin Shnaineh  

Travel & Visa Officer; 
Transport and Pouch Assistant; 
on the HQA fleet 

 Meeting  Ms. Lubica Mandicova  Head, General Services Section; 
manager of the HQ fleet (HQA, 
HQG, HQJ) 

23.11.2010 Meeting  Dr. Ali Khader  Officer in Charge, Health 
Department; 
Programme Director 

 Meeting  Ms. Beth Kuttab  Director of the Relief and Social 
Services Department; 
Programme Director 

 Meeting  Ms. Caroline Pontefract  (Director of the Education 
Department; 
Programme Director 

 Focus Group with home 
office home bus service 
users 

Random sample of HQA and JFO 
home office home users 

 

 Individual meeting with 
car user 

Mr. Patrick Cronin  Chief Personnel Services Division 

 Individual meeting with 
car user 

Mr. Robert Stryk  Co-ordinator of Programme Support 

 Meeting  Dr. Issam Miqdadi  Director of the Infrastructure and 
Camp Improvement Department; 
Programme Director 

 Individual meeting on 
safety and security 
issues in a fleet context  

Mr. Mark Gibb  Head, Safety and Security 
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Location: Jordan Field Office 
 

Date Event Person Interviewed Appointment or Responsibility 

24.11.
2011 

Meeting Mr. Sven Berthelsen Deputy Director, Support Services,  

 Meeting with 
Transportation Operations 
Officer 

Mr Riyad Nofal Transport Operations Officer 

 Meeting with Vehicle 
Control Officer 

Ms Ghada Khoury Vehicle Control Officer 

 Focus Group with 
dispatchers 

Mr Khaled Issa, 
Ms Khalidieh Shaltaf, 
 
 
Mr Nidal Ammouri, 
 
 
Mr Abed Al-Hadi Zureiq, 
Mr Mohammad Al Khatib, 
Mr Yousef Nijem, 
 
Ms Sara Fataftah, 
 
Mr Samer Abu Ayisheh, 
 
Ms Nadia Al Najar, 
Mr Yahya Al Hadi, 
Mr Khader Abu Sbeih 

Chief Clerk, JFO; 
Clerk A Logistics & Transport, North Amman 
Arear Office; 
Area Supply & Transport Officer, South Amman 
Arear Office; 
Dispatcher, Irbid Area Office; 
Clerk, Zarqa Area Office; 
Clerk, Education Development Centre; 
Clerk A, Wadi Seer Training Centre; 
Clerk A, Amman Training Centre; 
Secretary, Microfinance Department; 
Senior Clerk, Field Procurement & Logistics 
Office; 
Senior Clerk, Field Procurement & Logistics 
Office 

 Focus Group with Home 
Office Home users 
(Warehouse) 

Mr Mahmoud Khawaja, and 
Ms Nisreen Abu Murry 

Supply Control Officer; 
Stock Material Inspection Officer 

 

 Workshop visit, interview Mr Samih Nimer Vehicle Maintenance Officer 

 Meeting  Ms Elaine Blair Field Procurement and Logistics Officer 

25.11.
2010 

Meeting with Field 
Programmes 

Ms. Maha Rantisi, 
 
Dr. Ishtaiwi Abu Zayed, 
 
and 
Mr. Victor Siriany  

Chief, Field Relief and Social Services 
Programme; 
Chief, Field Health Programme; 
 
Chief, Field Microfinance Programme 

 Meeting with Field 
Support Services 

Mr. Mike Oswald, 
Mr. Dragan Tatic, 
 
Mr. Amjad Al-Thaher 
 
and 
Ms. Lubna Abu Wardeh  

Field Finance Officer;  
Field Engineering and Construction Services 
Officer; 
Field Information and Communication Technology 
Officer; 
Field Administration Officer 

 Meeting 
 

Ms. Amal Salem Chief Area Officer Zarqa 

 Meeting 

 

Mr Rami Hamdan 
Mr Saadi A`Rahim,  Mr Mohammed. 

HQ Procurement 
Transport section 
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Location: Syria Field Office 
 

Date Event Person Interviewed Appointment or Responsibility 

28.11.2010 Meeting with Field 
Director and / or 
Deputies 

Mr Roger Hearn, 
 
Ms Lisa Gilliam, 
 

Director, UNRWA Operations, 
Syria; 
Deputy Director UNRWA Affairs 
– Supporting Departments; 

 Meeting with  D / 
FPLO 

Mr Zuheir Suleiman D FPLO 

 Focus Group with 
Dispatchers 

FO+PLD & DA, 
Mr Tutanji, 
Mr Qaoud, Mr Kilani 

Transport Branch 

 Focus Group with 
Home Office 
Home users 
(Warehouse) 

Ex-FASO, D/FAO + 
4 Users of HOH 
Ms Nisreen Amayri + 
3 other Users 

 

 Workshop Visit, 
Interview with 
VMO and 
Mechanics 

Mr Ibrahim Sabbagh -  VMO 

 Meeting Ms Christiane Kupzik Field Procurement and Logistics 
Officer 

 Meeting Eng. Michel Azar Workshop Manager 
Syrian Car and Truck Trading & 
Services Vo. 

29.11.2010 Meeting with Field 
Programmes, and 
Field Supporting 
Departments & 
Area Officer 
Damascus 

Dr Husam Tibi, 
 
Mr Samir Abdul Rahim, 
and 
Ms Lama Khouli 

Deputy Chief Field Relief & 
Social Services Programe 
 
 
 

 Meeting with 
D/FAO, A/FECSO, 
FISO, A/AO,  

Ms Mayyassa Assad, 
Ms Lina Meri 

 

 Meeting with 
Project Officers 
and their Admin 
Officers 

Mr Mohd Al-Khatib – Maher 
Saleh, 
Ms Clude Isakov, 
Mr Mahmmoud Odeh 
 

Admin and Procurement 
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Location: Lebanon Field Office 
 

Date Event Person Interviewed Appointment or Responsibility 

30.11.2010 Meeting with local 
Toyota agent 

Mr Georges Haddad General Parts Manager 
Boustany United Machineries  Co. 

 Meeting with Volvo 
truck parts supplier 

Mr Naji Y Abdelmassih Managing Director 
Abdelmassih United Co. 

 Meeting with local 
Fiat agent 

Mr Michel Trad Director 
Saad & Trad s.a.l 

01.12.2010 Meeting 
 

Robert Hurt, 
Roger Davies 

Deputy Director, UNRWA Affairs, 
Deputy Director, UNRWA Affairs, 

 Meeting with 
Transportation Staff 

Mr Ali Assa’d 
 

Deputy FPLO 
 

 Meeting with 
Transport Division 
Officers 

Mr Maher Itani, 
Mr Yahia Kassem 
 

Transport Operations Officer, 
TCO 
 

 Meeting with STC 
& HOH Drivers 

Mr Ahmad Saleh, 
Mr George Khater, 
Mr Joseph Faddoul, 
Mr Mohamad Abou Hatab, 
Mr Ahmad Hlehel, 
Mr Elias Shammas, 
Mr Wael Oweity, 
Mr Mohamad Bisher, 
Mr Adel Dawoud 

Drivers 
] 
] 
] 
] 
] 
] 
] 
] 

 Meeting with 
Dispatchers 

Dispatchers LFO, 
Saida, Tyre, NMU, Beqaa (AFC) 

 
 

 Meetings with MT 
Workshop Staff 

Mr Ahmad Said 
Mechanics 

VMO, 
 

 Administrative Staff HSKPR 
Clerk ‘A’,Procurement Clerk 

HSKPR 
 

02.12.2010 Visit to OIC/PLD 
Office 

OIC, PLD, and 
Mr Moher Idani 

 
Transport Operations Officer 

 Meeting with Key 
Requestors of 
Passenger Services 

CFEP, CFHP, CFRSSP,  
CAO (Saida); 
Area Finance Officer,  
Social Worker,  
School Supervisor,  
Admin (STC); 
Yehya Ekkawi, Rachid Ejawi 
(FERO); 
Samir Radwan, Omar Sbeit, Malek 
Ayoub 

Regular transportation services – 
Programmes Heads/Areas Officers; 
Staff Members;  
Project Heads;  
HOH & Shuttle Services; 
FERO 
 
Subscribers 

 Meeting with Key 
Requestors of 
Recreational Trip 
Services 

Racha Chablaq, 
Bousra Mograbi 

Recreational Trip Services 

 Meetings with Key 
Requestors of 
Freight Services 
 

FSE & Areas Sanitation Office; 
DO, Logistics Assistant, 
SO-WH, FNO; 
Travel Assistant & 
Rouhaifa Saadi (Front Office) 
 

Sanitary Services; 
 
Distribution / General Freight 
Services; 
Courier Services & Visitors – 
Airport/Hotel pickup services 

 Visit  Volvo Truck Mr Gilbert Chidiac Truck Service Manager 
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workshop Gabriel Abou Adal 
 Visit to Mitsubishi 

workshop 
Mr Georges Mouawad Manager – after sales 

Sigma ME sal 
 

 

 

Location: HQ Gaza & Gaza Field Office 
 

Date Event Person Interviewed Appointment or Responsibility 

05.12.2010 
 

Meeting Mr Christopher Nordahl Deputy Director of UNRWA 
Operations 

 Meeting Ms Jodie Clark Field Procurement & Logistics 
Officer 

 Meeting Mr Mahmoud El Far 
 

TOO  Procurement & Logistics 
Department 

 Focus Group Dispatchers Armoured Vehicles 
Cars and light Passenger Vehicles 
Passenger & Freight 

 Visit to VW Local 
Workshop 

Proprietor  

 Workshop visit 
 

Mr Khalil El Madhoun 
And Mechanics 

Vehicle Maintenance Officer  
 

06.12.2010 Meeting with Field 
Programmes & Field 
Support Services 

Mr Husam Manna’, 
Dr Mohd Maqadma, 
Dr Mahmoud Himdiat, 
Mr Naser Jaber, 
Mr A/Karim Jouda, 
Mr Rafiq Abed, 
Mr Scott Anderson, 
Mr Yousef Ayyash 
 

CFRSSP, 
CFHP, 
CFEP, 
FMMP, 
CSEHP, 
H/Em Programme, 
FAO, 
A/FFO 
 

06.12.2010 
(continued) 

Meeting –  
Focus Group 
representing 
Programmes Area 
Officers & HOH 
users 

Dr Ghada Jadba, 
Dr Mah’d Shaker, 
Dr Ibrahim El-Bursh, 
Mr Nabil El-Salhi, 
Mr Sa’d Nabhan, 
Mr Mohd Abu Hashem, 
Mr Ali El-Majdalwi, 
Mr Tawfiq Shehada, 
Mr Mohd Sheik Ali, 
Mr Mohammad Abu Auda, 
Mr Majdi Barakat, 
Mr Marwan Yaghi 
 

AHO, 
AHO, 
AHO, 
AEO, N, 
AEO, EG, 
AEO, WG, 
AEO, Mid, 
AEO, W Mid, 
AEO, Rafah, 
EOO, 
A/FSE, 
SSO 

 Visit to Volvo 
Workshop 

Company Daher Brother 
Baat Company Volvo 
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Location: HQ Jerusalem, and West Bank Field Office 
 

Date Event Person Interviewed Appointment or Responsibility 

07.12.2010 Meeting Mr Tim Henry Field Procurement & Logistics 
Officer, 
West Bank 

 Meeting Mr Afram Zanbil, 
and 
VCO 

Fleet Manager 

 WB MT Workshop 
visit 

Mr Suleiman A. Al-Ahmad 
Mechanics 

Vehicle Maintenance Office 

 Visit to SSO MT-
Workshop 
(Ramallah) 

Mechanics and storeman  

 Visit to the SSO 
Field Office  

Dispatcher Review use of Car Log System 

 Visit to Volvo Truck 
Dealer. (Ramallah) 

Jamal Shafiq Al Assbah 
 

General Manager |& CEO 
Al-Assbah Co. for Heavy 
Equipment and Trucks 

08.12.2010 Presentation 
by 
Fleet Manager 
 
 

Mr Afram Zanbil, 
Mr Suleiman A. Al-Ahmad, 
VCO, 
Head Mechanics 
and  
all Area Dispatchers 

Fleet Manager, 
Vehicle Maintenance Officer 
 
 

 Visit to Volvo Truck 
Dealer 

Niv Davidov Parts Manager 
Meir-Davidov Workshops Ltd. 

10.12.2010 Focus Group 
meeting. 

OSD, MMD  
Area officer – North 
Area officer – South 
Dep. Area Office - Jerusalem 
MicroFinance Officer 
Dan Richards Access officer 

 

 Meeting Mr Michael Schoiswohl Legal Officer (P&I) 
International Law Division 
Department of Legal Affairs 

 Meeting Mr W Thomas Markushewski, Chief. General Legal Division 
Department of Legal Affairs 

 Meeting with 
Deputy Director 

Mr Douglas Hageman Deputy Director of UNRWA 
Operations 
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Annex G:   Interviews with Fleet Users  
 

In order to get an understanding of the level of whether UNRWA’s fleet is able to 

effectively support the Agency’s service delivery for Palestine refugees, the consultants 

carried out interviews with transport users representing the key departments that make 

use of the transport within the various Fields. The following sections provide the fleet 

users’ observations recorded during the interviews. Whilst many of the views 

presented were subjective, all were consensual. Although it was not possible to 

determine the validity of all the statements made in the time available, they are of value 

in providing the users’ perceptions of the standard of transport services provided. 

 

HQ Amman 

 

• There is no formal policy on the provision of or entitlement to cars for staff use 

(or not applied effectively) and evident inequality in the current system.  

• Cars with user reported defects to braking and transmission system have not 

been investigated or rectified by the JFO workshop (multiple reports); 

• Road Traffic Accidents are not investigated or analysed to inform appropriate 

action. There is no UNRWA policy to address this issue; 

• Driver assessment at entry level is very basic and additional training is 

necessary. International staff should be included within these assessments and 

a training programme; 

• A number of the Mobile Dental Clinics are now very old and in need of urgent 

replacement. The capital cost of replacements is within the Health Service 

budget but repairs and maintenance costs are borne by the Transport budget 

(These vehicles are not part of the HQA fleet – this interviewee was based in 

HQA with wider responsibilities); 

• Social services staff have insufficient transport for field visits (These staff are not 

HQA based - this interviewee was based in HQA with wider responsibilities); 
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• Concern at the legacy costs of project vehicles retained by UNRWA on project 

completion; 

• Concern at the number of national staff (in Fields) at Grades 15-16 who are 

obtaining use of an allocated vehicle. (A number of staff had similar comments 

on the lack of clarity in car allocation). (These Field staff are not based at HQA – 

the interviewees had wider responsibilities); 

• The IH Buses used for HOH transport are very old and in poor condition. Having 

no air conditioning and windows that do not open, these vehicles are driven with 

the front access door open in hot weather; 

• Large buses are often not used to their full capacity; 

• New buses (Mercedes) have no air conditioning and very hard seats; 

• Large buses are unsuited to the Zarqa route due to restrictions on access in 

Zarqa; 

• Combining JFO and HQ staff on the same bus route has resulted in 

overcrowding; 

• Female staff (at Amman HQ) are treated less favourably when requesting a pool 

car or a car and driver; 

• Workshop maintenance standards are poor, to the point of being dangerous; 

• There is no vehicle maintenance programme, vehicle users are responsible for 

determining when a vehicle needs a service and arranging this with the 

workshop; 

• HQ pool vehicles are frequently found to be in poor condition, left with 

discharged batteries, no fuel, dirty and inoperative electric windows; 

• Pool cars have experienced brake failure on the Dead Sea route (steep 

gradients); 

• Workshop staff are unable to diagnose faults indicated by vehicle warning 

system. Users are advised to ignore warnings. 
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Jordan 

 

• There is concern over the size of the car fleet at the JFO and the policy of 

allocating cars to individuals, many of whom see this as an element of 

remuneration. Withdrawal of allocated cars with no recorded business use has 

caused dissent amongst users; 

• The future need for UNRWA to operate trucks for food distribution is under 

review as there is no issue with food security / access in Jordan, and there may 

be a change to providing cash or some form of credit instrument as an 

alternative; 

• Social workers based in JFO and the four Areas make full use of the available 

cars by travelling together (3/4 persons per car) or by sharing the use of 

Minibuses with Health Workers; 

• Cars provided for use in areas are often old, with new cars being allocated for 

JFO use. The condition of many cars in areas is poor due to shared use (lack of 

ownership) and poor road conditions inside camps. Staff have sufficient vehicles 

for their travel needs although there are no replacements for vehicles 

undergoing maintenance or repair; 

• Of the four mobile Dental Clinics, three are now old (1997) and in need of urgent 

replacement. With no donor support these will need to be funded by savings in 

the General Fund. One unit has been out of use for a month awaiting a 

replacement engine. For security reasons these vehicles are based at JFO and 

travel out to the areas to visit patients / schools; 

• Environmental Health are using EC funded refuse compactors for solid waste 

collection in the Irbid area. These are Volvo truck mounted - which can be an 

issue as Volvo trucks do not have any service support in Jordan. External 

contractors have been used to provide refuse collection, but the standard of 

service provided has been poor. Existing compactors have been modified locally 

to lift larger 4m3 waste bins, but this has resulted in maintenance issues due to 

their weight. Funding for replacement compactors will become a General Fund 

liability from 1st January 2011; 
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• Microfinance have 11 vehicles but do not share their use. They view themselves 

as self-funding, with these vehicles being used by the senior staff only. Some 30 

other staff use their own vehicles and are paid JD 2-4 per day for a maximum of 

50-60 Kms per day. Initial funding for the 11 cars was donor provided but 

replacements will be from their own funds. A further five cars are to be acquired 

next year (2011) for use in the Irbid area. The Fiat Punto cars provided were 

considered to be suitable for this role. 

• In Zarqa area there are 15 Social Workers, each responsible for 300 children, 

sharing five cars. Additional vehicles are considered necessary to meet the 

growing demands of increasing refugee / children numbers. 

• Most of the cars being used by social workers in the areas do not have working 

air conditioning systems – necessary in summer. 

• There is a need at Marka for smaller refuse collection vehicles as the existing 

Volvo compactors are too large to access the narrow streets / steep gradients.  

The current waste disposal site is now closer (3 – 5 Kms) to the camp than the 

previous location. 

 

Syria 

 

• A high proportion of the fleet are cars, with 103 being Fiat Puntos. These are 

mainly allocated although many of the cars are perceived as ‘owned’ by their 

users and there is insufficient sharing to improve utilisation; 

• Bussing to schools / colleges is only provided for female students – not for male 

students. The DTC Vocational Training Centre also hires buses for student 

transport in addition to the vehicles provided by UNRWA; 

• National staff who have assigned vehicles for home-office-home (HOH) and 

private use value this benefit as UNRWA pay is based on local government 

reimbursement levels which are relatively low. However local government staff 

obtain additional benefits which are not available to UNRWA staff. Very few of 

the national staff can afford to run a car of their own; 
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• Although 75% of the camps are in the Damascus area, there are four Area 

Offices, such as Aleppo (400 Kms), which are significant distances from 

Damascus. Cars based in Aleppo and out-based areas are maintained locally, 

managed from Damascus; 

• Vehicles are considered to be generally well utilised, although a number of cars 

parked on-site at SFO are not made available for the use of dispatchers during 

the day. Many cars remain on-site unused during the working day, and also 

when users take leave. Keys are not made available to dispatchers for pool use; 

• The number of projects that have commenced has significantly increased the 

number of vehicles in use; 

• There are insufficient drivers to cover absence due to leave or sickness. This is 

true of all areas within Syria, as there is now no recruitment of temporary or 

agency drivers to provide cover as has occurred in the past. 

• The recently acquired Hyundai large bus (50 passengers) was not liked by 

users due to having no air-conditioning and uncomfortable seats. It is also noted 

that it had no emergency exit door. Journey duration typically is 15 to 20 

minutes in the morning and 35 minutes in the afternoon with the bus being fully 

occupied on most journeys. These buses do carry children (there is a crèche 

on-site), but there is no seat provision for infants. Children under 10 years of 

age are not required to pay for a seat, but over 10 years of age they pay the full 

adult rate. 

• Where staff do have their own private vehicle the reimbursement level for using 

it on business is considered to be very low at US$ 8.00 per 100 Kms. 

• Defects become apparent on the Fiat Punto cars after approximately two years’ 

use, and many of the older cars are now in poor condition. Defects include 

steering jamming on full lock, and warning lights being displayed. It is also noted 

that cars are supplied without any radio and users often resort to providing and 

fitting a radio at their own cost. (Most recent Fiat contract now includes a 

CD/Radio). 
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• The charge levied for HOH travel was considered to be very high at US$ 130.00 

per month. For a person who was Grade 13 with a salary of US$ 1,300 a month 

this contribution represented 10% of their gross salary. 

• Another concern regarding HOH contributions is that the fixed rate applied 

provides greater benefit for those residing further from their place of work. 

Previously a zoning system had been used which provided a differential benefit. 

• Health Workers now have nine cars compared with eight, ten years previously.  

During that same period, the population has increased from 400,000 to over 

472,000. 

• Some of the older minibuses being used in the Damascus area are now in poor 

condition, often with loose passenger seats. 

• Social Workers in Damascus share their vehicles with Education and Health as 

there are 40 Social Workers in Damascus with only four cars allocated. 

• Of the two Water Tankers available in the Damascus area, usually one is 

unavailable due to maintenance or repairs which results in insufficient capacity 

from the remaining vehicles. 

• UNRWA is responsible for refuse disposal in five of the original camps in the 

Damascus area housing approximately 100,000 refugees. The conditions are 

poor in these camps and the local municipality will not provide a refuse 

collection service although efforts are continuing to obtain municipality support. 

(The expanded camps are served by the municipalities.) 

• Three refuse compactors were donated by Japan for a three-year project, but 

with no additional funding beyond that period this resulted in their being 

converted to the General Fund. Bin lifts on these vehicles were designed for 300 

kg, but actually now have to lift 1000 kg. The existing bin lifting arrangements 

are being modified to a hook lift – similar to that used by the local municipalities. 
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• The Microfinance Department has 16 cars. All except one have assigned users. 

Local procurement of parts is time consuming due to the need to obtain three 

quotations for supply during which time the vehicles are out of use. Roads in the 

remote areas can be poor and result in car damage. There are three more 

branches due to open in 2011, potentially requiring another nine cars. 

 

 

 

 

 

 

 

 

 

 

 

 

• It is anticipated that the P&L staff will have some input on the technical 

specification of the additional cars to be provided. Maintenance standards at the 

SFO workshop are acceptable, although a lot of downtime is incurred due to the 

delay in procuring replacement parts locally. It was alleged that for the newer 

Fiat Puntos many replacement parts are not available locally. Radios are fitted 

in the cars by the users as they are not supplied from new. 

• All vehicle damage should be reported, however the extent to which a driver can 

be held responsible for the damage sustained by a vehicle is limited to 10% of 

their salary. With salaries generally being very low this is not a disincentive and 

drivers are not generally concerned about being held to account for damage 

caused to vehicles knowing that their maximum financial liability represents only 

a small proportion of the true cost of repairs. 
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Lebanon 

 

• Local policy is not to pay overtime for extended working, but to grant time off in 

lieu (CTO). With drivers having 30 days leave and up to 45 days accumulated 

CTO which has to be taken during the 50 days of school holidays, this results in 

drivers being unable to take their full entitlement of annual leave without 

compromising the school bus service. 

• Communication between the drivers and the Dispatch Office was identified as 

an issue, particularly where there were security problems. Most of the vehicles 

do have VHF radios, but there is poor coverage and the drivers often have to 

rely on the use of mobile phones to contact the dispatcher. 

• Maintenance issues with fleet vehicles were very common. The cars available 

were not considered to be of a good standard and were poorly maintained. 

Toyota Coaster buses frequently were defected for brake issues and clutch 

failure. 

• At the STC the IH buses used for student transport are now 18 years old and 

not in good condition. It was of concern that the workshops say they have no 

budget for minor repair items which are therefore not rectified. There are 13 

buses making 23 trips a day with maintenance needing to be completed 

between the school trips. This time is often insufficient to affect the necessary 

repairs as the workshop hours are effectively the same as the bus operation. 

There are no reserve buses or drivers to cover breakdowns or maintenance 

downtime. 

• At LFO there are 24 users with assigned cars. Whilst these can be made 

available whilst on site and not in use by the assigned driver, they cannot be 

used before or kept in use after normal working hours. These vehicles can also 

be retained by users at home for up to three days. The concept of pooled use of 

these vehicles is therefore often impractical to implement. 

• The Volvo trucks used for food distribution are now in poor condition with only 

three or four per day in regular use. 



UNRWA Fleet Management Review 2010 - Final Report  
 

• There are now a large number of “urgent” requisitions for transport giving 

Dispatchers less than 24 hours notice of a transport requirement making 

planning difficult to organise efficiently. 

• There are numerous concerns regarding the poor standard of maintenance 

achieved by the on-site workshop. Breakdowns are frequently experienced even 

after a service and repairs appear to be conducted on a ‘trial and error’ basis. 

There does not appear to be any comprehensive maintenance checking during 

a service, and the workshop will carry out repairs that have been notified without 

conducting a thorough check of the condition of the vehicle. 

• Staff would prefer an access card to operate the on-site fuel system as fuel 

cannot currently be drawn outside normal working hours. 

• Vehicle breakdowns during duty hours are generally attended by workshop staff, 

whilst out-of-hours a towing company can be used, and this can incur a delay of 

two hours or more and the towing company will not provide coverage for all of 

Lebanon. 

• Service buses are available for students to travel to and from school, although 

generally not utilised as services do not generally start before 6 AM, are much 

more expensive than the UNRWA transport, require students to change buses 

on route and do not always operate when there is a security situation. 

• A senior staff member having an allocated car, admitted requesting a transport 

driver on visits to camps, in preference to driving him/herself. 

• Some staff do use a shuttle service – driver and minibus provided by the 

Transport Department – to visit camps but with a need to return to the LFO by 3 

PM, this provided only limited time on-site. 

• Although Social Services staff travelling to the same area do share a car for the 

journey, there was concern at the amount of time wasted travelling between 

locations delivering staff to their appointments. 

• School Supervisors will frequently travel as a group of three or four sharing the 

same car for visits to schools. An UNRWA car is necessary to access the 

camps and get through the security. An issue for them is the shortened working 

day and need to return to LFO by 3 PM. 
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• Whilst all staff recruited to the Education Department are required to have a 

driving licence, many were unwilling to accept responsibility of driving due to the 

risk of being held liable for any damage sustained to the vehicle. Also, many of 

the new staff can only drive vehicles with automatic transmissions. These staff 

have been granted UNRWA Driving Permits despite no automatic vehicles 

being available in the UNRWA fleet, and the Permit not specifying whether the 

driver is competent to drive manual or automatic vehicles. 

• No home to school transport is provided for students; the bus transport provided 

by UNRWA is for the vocational training centres. The older IH buses are now 

considered to be both in poor condition and inadequate in numbers for the 

volume of students that need to be transported. 

• A number of users with allocated cars admitted that they regularly requested a 

driver to drive their car on business travel. 

• One of the reasons why the allocated users request a driver is the lack of 

parking in camps and the risk of damage to unattended cars. Externally 

available parking also would have to be paid for by the user. Cars may also be 

damaged by camp residents. 

• Cars operated in the Tyre, Central Lebanon Area, STC and other areas now 

have their UN door markings removed but still, for security purposes, have CD 

number plates which identify the ownership of the vehicle. The use of CD plates, 

whilst in theory providing some diplomatic immunity, does nonetheless cause 

problems at military checkpoints. 

• The cars available to Social Services staff in the Area are mainly older models, 

and as there is reluctance amongst staff to use them, these are frequently not 

fully utilised. 

• Resistance to using cars also stems from the policy adopted for the recharging 

of repair costs for unreported accident damage; with the cost of unreported 

accident damage being distributed amongst all the staff currently allocated use 

of the vehicle without any advance notification of the cost of such repairs. 

• It was claimed that many of the Social Services staff from the Areas fail the 

driving assessment conducted by the VMO, but are still retained in employment. 
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As a result not all the Social Services staff can drive, despite this being a 

prerequisite of their employment. 

• The STC currently has eight large IH buses, five smaller buses and one small 

vehicle. There are ten permanent staff drivers plus two daily paid drivers. There 

are approximately eight hundred staff / students transported daily with staff 

having to pay for bus use and students being exempted. The larger IH buses 

are in fact carrying between 55-60 persons on each journey despite a seating 

capacity of 50. This is often the result of two buses being off the road at the 

same time without any replacement. 

• HOH and shuttle services were considered by users to work well although 

buses are often crowded with all 33 seats taken. Centre seats are used on 

these vehicles. The service is currently over subscribed and there is a waiting 

list of staff wishing to use the service. The charge made for a journey from 

Sidon is US$ 30.00 / month which is significantly less expensive and more 

convenient than service buses. The buses provided appear to be in good 

condition, users are issued with passes and the driver has a manifest of 

authorised passengers which prevents any unauthorised use. 

• A significant advantage of the UNRWA buses is that they operate when there is 

a general strike within the country, enabling staff to get to work. 

• One staff member who had been issued with a driving permit admitted to having 

experience only of vehicles with automatic transmission but still used a car with 

manual transmission for business use when required. 

• Transport is frequently needed for project assistance including protection 

officers and recreational projects for schools where the transport is needed out 

of normal hours. The preference is to request a driver who can park the vehicle 

and prevent damage whilst parked. 

• An UNRWA car is usually requested for airport collection as taxis could be 

considered a security risk. 

• Seventeen small Suzuki pickups are now used to collect waste within the camps 

where access is restricted. This waste is then transferred to a compactor for 

transport to landfill sites. 



UNRWA Fleet Management Review 2010 - Final Report  
 

• It is planned to fit Bin lifters to the Suzuki pickups to enable them to lift 110-130 

litre waste bins with the perceived advantage of reducing the burden of manual 

handling. 

• The refuse compactor vehicles are experiencing a lot of downtime with poor 

availability of spare parts many of which have to be imported. It is likely that 

these vehicles will need to be retained in service until they can be replaced as 

there is no immediate prospect of local municipal services being provided to 

camps. 

• Field visits by health staff are conducted throughout Lebanon usually using 

shared transport which consumes valuable time. This is a common problem 

throughout the health department and it is considered it would be more 

appropriate if staff from the same department travelled together in the same 

vehicle. 

• Availability of cars is a common problem with those allocated for use generally 

being the older vehicles which on receipt appear not to have been properly 

checked and still displaying defects. 

• More efficient use of the available transport could be achieved through greater 

transparency and improved communication between user departments and 

transport dispatchers. 

• There was considered to be a number of serious issues with the available 

transport trucks used for food distribution, all of which are now old and 

frequently break down. Maintenance standards are poor. All Volvo trucks emit 

excessive smoke when in use which has been attributed to their age and 

standard of maintenance. There has also been an incident where a truck has 

had a front wheel become detached whilst in use. 

• The flexible covers over the load area on the Volvo trucks and the boxes on the 

back of the pickups are damaged and leak water during periods of rain causing 

damage to the goods being carried. 

• Five freight trucks are not considered sufficient for the requirements of the 

Emergency and General Food programme. 
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• The Chevrolet Courier minibus has been out of order for an extended period 

due to the engine overheating. 

• Transport is frequently required for visitors / embassy / delegations visiting 

camps within Lebanon. 

• There is currently no refrigerated vehicle in the fleet for the transport of 

vaccines. Cool-boxes are used at present for this function. 

 

Gaza 

 

• The Relief and Social Services Programme has approximately 30 Fiat Puntos 

but could do with more as there is a shortage of cars due to excessive downtime 

and lack of part availability for maintenance. Users prefer cars with greater 

ground clearance due to the poor road conditions in Gaza. A common defect on 

the Punto cars is the manual rear window winders and the rear door handles 

being inoperative. 

• The vehicle fleet available for the Environmental Health Programme has been 

increased but there are problems with the maintenance of the road sweepers, 

vacuum tankers and waste management trucks. The workshop appears to have 

insufficient mechanics and a lack of skills. They need training on these 

specialised vehicles. Vehicles typically take three or four days to repair. 

• It would assist both the users and the workshop if there could be greater 

standardisation on one truck manufacturer. When procuring vehicles more 

consideration needs to be given to the local conditions including the fitting of 

heavy duty air filters. It would be considered that the Punto is not suited to the 

extent of off-road use required in Gaza. 

• The Microfinance Programme has sufficient cars for its purpose. A principal 

concern is the standard of maintenance carried out on the Fiat Puntos. Many of 

the new cars arrived with doors that would not open. There did not appear to be 

warranty entitlement on the new vehicles. No training has been provided for 
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staff on the Puntos and the standard of maintenance is not good with servicing 

being less than comprehensive. 

• A total of 40 to 45 Fiat Puntos are available for use for the Emergency 

Programme although there are issues with non-assigned pool cars which 

always appear to be in poor condition in terms of both cleanliness and their 

maintenance standards. The Fiat Punto is not suited to the bad road conditions 

in Gaza, and it was questioned whether one type of vehicle was suited to all 

types of use. 

• The number of cars originally available for the Education Programme was only 5 

– this now having increased to 145. The principal use for staff is to move 

between schools, although it was considered that the Puntos used are not 

suited to roads within Gaza. When breakdowns do occur on the road there is a 

significant delay before the workshop staff can attend with their breakdown 

vehicle. 

• There are insufficient buses available to meet all the demands for staff transfers.  

Allocation of vehicles to staff should be more consistent and based on need.   

The perception is that it is not consistent at present. 

• There was a critical shortage of vehicles during the previous emergency, and it 

is considered that transportation should be planned for any future 

emergency situation. During the war the Health Programme was the only 

department in which it was mandatory to work and no vehicles were available to 

staff at that time. This emphasises again the need for a transport plan for a 

future emergency with additional buses. 

• The cars now being used for the Education staff in Gaza Nord are 8 to 10 years 

old, unreliable, with a lot of downtime due to awaiting spares. There is no 

organised transport for teachers, and some commercial buses are now being 

hired for this purpose. These are providing an acceptable standard of service. 

• It was questioned whether the First Aid kits are available in all vehicles and 

whether they were adequate. It was understood that policy dictated that all 

vehicles should have First Aid kits and fire extinguishers. 
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• It was understood that the workshop have no emergency vehicle to attend 

breakdowns causing extended delay when called out. It would be useful to have 

a breakdown vehicle equipped with some spares for on-the-road repairs. 

• During the previous emergency situation car movement was restricted due to 

the bombardment. There was a shortage of doctors as no transport was 

available, and there was a lack of ambulances. Many vehicles were found to be 

based in areas that could not be transferred elsewhere. 

• No vehicle tracking system was in use and it was considered this could be 

useful in the emergency vehicles. 

• Currently 12 sanitation vehicles are allocated, although due to frequent 

breakdowns and poor parts availability, 50% are off the road at one time. Due to 

the increased population the garbage volume has doubled in the past two years, 

this having to be collected by the same number of vehicles. Handcarts are used 

within the camps and there is no external resource available for this function. 

The UN Feeding Programme has increased the waste disposal problem. 

Additional suitable new vehicles are required. 

• In an emergency there needs to be planning for more cars to be made available. 

At least one car and one ambulance are required at each Shelter, plus transport 

for engineers to conduct emergency repairs. 

• Whilst a tracking system would be useful to identify the location of all vehicles 

during an emergency, this was not considered to be necessary in a more normal 

situation. 

• The need to record vehicle usage in detail on the daily work ticket is time 

consuming. (We were advised that this user records the time and distance, start 

and destination of each journey during the working day.) There appears to be an 

anomaly whereby fully assigned cars do not require any details to be provided 

on the work ticket, whereas allocated vehicles require a considerable amount of 

detail to be recorded. 

• A new emergency plan has been prepared since the last war with PA 

involvement. Vehicle movements do need to be restricted but emergency 

vehicles must be allowed to move. 
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• Three sectors could be three discreet areas for fuel and fleet maintenance. Fuel 

stations are considered to be too far apart with another needed within the 

Central Area. 

• In some areas there are insufficient vehicles for the school supervisors, and as 

a result these are being transported in hired vehicles. For security reasons it 

would be preferable for staff to be transported in UNRWA buses. 

• A lot of time is consumed in completing the detail required on daily vehicle work 

tickets. 

• The present Fiat Puntos have insufficient ground clearance and as a result are 

experiencing damage. 

• It was suggested that the workshop operation could be improved by dividing the 

light vehicle and heavy vehicle repairs, as well as providing a faster service bay 

for routine maintenance. 

• Concerns regarding the Fiat Punto were the restriction on driver’s vision caused 

by the size of the A pillar, fenders being easily damaged, and insufficient power 

(cannot maintain the pace of armoured land cruisers). Vehicles which had 

automatic transmission would be preferred. 

• For the new programme of health visits, each Senior Medical Officer (SMO) has 

an allocated car which has improved the service provided. 

• A maintenance relief pool would be useful to cover maintenance downtime. 

 

West Bank 

 

• There are 79 vehicles based in the North Area which need to travel to Ramallah 

or WBFO workshop for servicing and minor repairs. Ramallah is 105 Kms from 

Jenin. 

• Skip Lifters used in the North are a less complex vehicle to maintain than the 

compactor type vehicles but need to complete more running to dispose of the 

same volume of waste when compared with the compactor vehicles. 

• There is a need for a bus and truck maintenance facility in the North Area. 
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• The MT-1 vehicle requisition is not an effective method of controlling vehicle 

use. 

• Cars taken to the WBFO workshop take at least one week to turn around. 

• The older Fiat Puntos are now unreliable and experiencing a lot of breakdowns. 

• There is a lack of understanding amongst users of how the HOH travel charges 

are applied  

• With a minimum of 200 Kms/month charged for private use this is considered 

very expensive and not widely utilised. 

• The need for a workshop in the South (as planned by WBFO) is not as essential 

as in the North area. 

• Refuse compactors used in the South are very unreliable with one vehicle being 

in very poor condition. They are too complex for the workshop to maintain 

effectively. 

• Access restrictions now make it very difficult for UNRWA staff to access the 

WBFO. From Hebron to Ramallah workshops is 80 Km, a long way for vehicles 

to be taken for repairs and servicing. Cars also have to be driven to their base 

location for the Carlog data to be downloaded. 

• There are problems with the data obtained from the Carlog system; errors in the 

reported Kms and duty Kms exceeding the monthly total. Data is only reported 

monthly and no action is taken on the data available. 

• Orders for 4 new cars submitted in April were delayed due to a change of 

supplier with delivery not made until November. A further 4 cars are now out of 

life due to their mileage and condition. 

• Renting cars locally is impractical due to the cost and loss of UNRWA 

immunities. 

• There is no system for monitoring the progress of repairs in the UNRWA 

workshops. 

• Car drivers tend to use vehicles with known defects instead of reporting them for 

rectification as they do not wish to lose the car for an extended period. 

• It is not permitted to use mobile phones when driving but no vehicles are fitted 

with a hands-free facility. 
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• A current vehicle status report is essential. Too many days use are lost due to 

the lack of a driver (with appropriate access permit) to take vehicles to the 

workshop at WBFO (circumventing the access restrictions can incur a detour of 

200 kms). 

• The present Carlog system is more effective than the previous paper based 

recording but would be preferred with a tracking option to enable routes to be 

checked. 

• HOH travel policy is not clear on private use. There has been evidence of 

unauthorised use by other (family) drivers. HOH travel requests should require 

the user to declare the anticipated level of monthly travel. 

• GPS tracking would be useful as a means of retrospectively determining the 

number of trips through IDF check-points. 

• Not all drivers have access to an UNRWA mobile phone. For security reasons 

and obtaining access assistance it is essential that all drivers have the use of a 

mobile phone, even if it is a personal one. 
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Annex H:   Draft Specification – Fleet Management S ystem 
 

Fleet Management System – Overview  
 
An integrated vehicle fleet and asset management system for the effective control of: 

• Vehicles and Assets 

• Equipment Operating Costs 

• Asset Procurement and Disposal 

• Fleet Management and Administration 

• Vehicle and Asset Maintenance 

• Workshop Management 

• Stores Management and Stock Control. 

• Insurance and Incident management. 

• Personnel Resource 

• Fuel Management 
 
General System Requirements 
 

System Features   
System to operate on local client server with 
multiple user access via Local Area Network. 

Option of access to system via web portal for users at 
remote locations. 

Full “Windows” functionality required for user 
familiarisation and ease of use. 

 

Data export to Microsoft Office programmes Export of files and data to Microsoft Office Word / Excel / 
Project programmes 

Integration with clients existing 
Financial/Accounting Systems 

Accounts / Finance; Procurement; HR.  Initial input via 
FM system 

Multiple level system security Administrator control of access to system at all user 
locations 

Facility to export files to client email. Email of files, reports or messages to specified users 
Screen Print Print out of screen display 
Cut and paste screen data to Notepad / word 
processor 

For construction of letters / reports 

Data search on text files Ability to search for specific text or parts of text, essential 
in asset / vehicle maintenance records, using "wildcard" 
entries if necessary within files to locate data 

Facility for users to add text notes to screen 
display 

These do not need to be reported 

Facility to 'undo' last entry  
Ability to add fields to the database without 
supplier intervention / support 

These are data fields that can be reported but which are 
not used in calculations: controlled by system 
administrator 

Audit trail of data entry with date / time / user ID 
log of all entries 

For financial audit 

On screen 'tabs' or icons to display available 
screens 

For speed of access 

Split screen viewing to enable simultaneous view 
and comparison of separate data sets 
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System Features   
Data input by bar-code scanner Identification of a wide range of data field input from 

asset identification to stock part numbers, staff 
identification, work instructions and other common-entry 
fields 

Facility to include image files and scanned 
documents within asset records 

Import, storage and retrieval of .jpeg, .pdf and similar 
files to relevant fields within asset / vehicle records 

Single entry of common data used in various 
displays and calculations, e.g. vehicle mileage 

Common use data - used in different displays / reports - 
should have only one input field 

Facility to define financial year end date and end 
of year / end of month routines. Option of 12 
calendar months or 13 x 4 week accounting 
periods 

Accessible by supervisor. Set up only 

Data 'Memory' facility for system to recall last data 
entry or report requested or predictive text based 
upon initial key strokes 

To speed data input and access to  / production of forms 
and reports 

Integrated query facility to search for data or 
transactions on multiple criteria 

To reduce the need for multiple searches 

An integrated and user friendly report generator is 
required, capable of providing user-defined reports 
on all data files / fields including calculations 

Reports to be capable of  both screen display and local 
printing plus export to Microsoft Word / Excel 

Data validation during input on key fields Prevention of incorrect data by validating date, 
sequence, value and / or type of data entered 

On screen 'Help' facility Using function key or shortcut 
The system must provide integration of vehicle 
fleet, asset, workshop, fleet administration, 
transport user and financial information 

Entry of key data must automatically update all relevant 
fields and displays 

The system must be 'user friendly' and assist the 
users by the provision of prompts, warnings and 
traps appropriate to the function concerned 

 

The system should allow users to 'design' the 
input, output enquiry or other screens at the point 
of use 

 

The system must support the capture / 
downloading of data from external databases. This 
may include commercial databases providing 
vehicle costs / maintenance / specification details 
and fuel usage input. Data validation at input is 
essential to avoid entering inaccurate or corrupt 
information 

 

The system must support the downloading of 
externally captured data from PDA type devices. 

Where PDA`s are used to record 
asset/vehicle/equipment specific data such as 
inspection/service reports – these need to be 
downloaded and saved to the appropriate asset file for 
subsequent retrieval and analysis. 

Each vehicle / asset must have a unique number / 
reference in addition to any registration number 

 

All financial inputs & calculations to be in US $ Currency Fractions in cents 
 
 

System Performance  

• When inputting data, there must be no delay between completing one field of data and moving to the next 
field 

• When inputting data, it must be possible to tab both forwards and backwards between fields 

• The ability to go backwards as well as forwards on continuation screens must be provided 

• When data has been input into the screen, the time between depressing the 'enter' key and availability of 
the screen for another function must not exceed 2 seconds 

• At all user locations a simple screen enquiry or a similar transaction relating to vehicle / asset details, 
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System Performance  

parts enquiry or transport user must be accomplished within 2 seconds measured from keying in the 
reference to complete screen refresh 

• The system must present information which is at all times up to date 

• Local printing facilities are required 

• The system must be able to produce paper or magnetic media based data reports in the order defined by 
the system user 

• Data must be saved as entered to present loss in the event of a system malfunction 

• Detailed records of all entries / transactions must be maintained for the full life of all current vehicles and 
archived for a minimum of 6 years from the date of sale on vehicles and equipment that have been sold or 
disposed of 

 
 
Asset Management: Input 
 

Data Key Fields, Functions, Display & 
Reports Required  

Basic description of Item 
or Source of Data  

Comments  / Features  

Input Asset number or unique identification Unique number to remain 
unchanged during life of 
asset 

 

Input Type Category Structured categories of 
assets by type. 

 

Input Asset Group Primary Asset or Sub-Asset 
grouped with and belonging 
to a Primary Asset. 

Primary Assets include all 
sub-assets. 
Facility to add, transfer or 
delete sub-assets from 
primary asset.  

Input Description of Asset type Generic Description Cars, Vans, LGV, Trailers, 
Powered Plant, other 
equipment 

Input Equipment  / Vehicle specification Detailed specification of the 
Asset for future reference. 

Dimensions, weight, 
engine, transmission, fitted 
equipment, performance 
etc. 

Input Manufacturer Equipment manufacturer 
details 

Chassis / Serial numbers 

Input Supplier Supplier details  
Input Date of acquisition / first use   
Input Purchase Cost Including upfitting  / 

modification costs 
 

Input Planned Service life. Asset Depreciation rate  
Input User allocation Details of vehicles allocated 

to users by reg. no; type; 
location, or user selected 
criteria 

Current & history 

Input Current Physical Status Limited number of user-
defined Physical status 
categories 

E.g. awaiting delivery; 
Operational; In workshop; 
accident repair; awaiting 
disposal; Disposed. 

Input Current Operational Status Limited number of user-
defined operational status 
categories 

E.g. Operational & 
available for use 
In use 
At workshop 

Input Location  / User Current location or operating 
base 
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Data Key Fields, Functions, Display & 
Reports Required  

Basic description of Item 
or Source of Data  

Comments  / Features  

Input Maintenance Profile, Frequency, 
Sequence, Schedule 

Sub-asset maintenance to 
be co-ordinated with 
primary asset. 

Input Radio call sign User assigned Must be capable of change 
by authorised users to 
reflect re-assigned 
equipment.  

 
 
Asset Management: Output 
 

Data Key Fields, Functions, Display & 
Reports Required  

Basic description of Item 
or Source of Data  

Comments  / Features  

Output Status Report Location and current status 
of Assets 

Location history 

Output Description of Asset type Summary by User, Location, 
Age, etc 

 

Output Asset Group Total of sub-assets grouped 
with primary asset. 

 

Output Maintenance Defect Reporting Data input by user 
Output Maintenance Programme by asset. Type / 

date / usage 
 

Output Maintenance History  / Cost  

 
 
Asset / Vehicle Operating Costs: Input 
 

Data  Key Fields, Functions, Display 
& Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Input Purchase cost - vehicle New vehicle or chassis Nett of discounts and VAT 
Input Asset / Vehicle preparation - 

external 
Cost of external preparation Bodywork / painting / 

equipment. 
Facility for multiple 
suppliers 

Input Asset / Vehicle preparation - 
internal 

Capitalised new vehicle 
preparation cost 

All costs of preparation in 
own workshops 

Input Total purchase cost Total excluding VAT Total of vehicle and 
preparation costs 

Input Planned service life Maximum life in miles / months / 
usage 

Used to calculate 
replacement date 

Input Depreciation type / rate Options of SL, DB, SOYD with 
and without final value  

Defined options 

 
 
Asset / Vehicle Operating Costs: Output 
 

Data  Key Fields, Functions, Display 
& Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Output Residual value - projected Projected value at end of life Expressed as a value 
Output Depreciation per month $ value Calculated over planned 

life 
Output Vehicle road tax duty / month $ value Calculated from vehicle 

details file 
Output Insurance cost per month $ value Calculated from 

classification 
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Data  Key Fields, Functions, Display 
& Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Output R & M cost -  budget $ Total life cost and cents/km User defined - whole life 
cost 

Output R & M cost - profiled budget Cost profile - quarterly over 
whole life - cumulative 

Options for system 
defined profile or user 
defined quarterly values 

Output R & M cost - actual $ value & cents/km cumulative to 
date 
$ value & cents/km -v- budget 
$ value & cents/km -v- type 
average 

Available as exception 
reports with user - defined 
parameters 

Output Tyre cost - budget Total life cost and cents/km User defined - whole life 
cost 

Output Tyre cost - actual $ value & cents/km cumulative to 
date 
$ value & cents/km -v- budget 
$ value & cents/km -v- type 
average 

Available as exception 
reports with user - defined 
parameters 

Output Fuel consumption and cost - 
actual 

L/100km & cents/km -v- target. 
Last period and cumulative  

Calculate from asset / 
vehicle details (targets) 
and fuel used 

Output Vehicle downtime Days in workshop to date Calculated from workshop 
records 

Output Vehicle Downtime Analysis Downtime attributed to workshop 
defined codes. By Vehicle / type 
/ etc. 

Proportions of total 
downtime 

Output Administration cost / month $ value per month (by vehicle 
type) 

Calculated from user data 
FM costs 

Output Capitalised repairs $ value & date with provision for 
vehicle residual enhancement 

Depreciation value 
adjusted to include from 
date incurred 

Output Total operating costs -  to date Actual -v- budget. 
$ values & cents/km. 
All costs except fuel 

Available as an exception 
report with user-defined 
parameters by vehicle / 
type / user 

Output Monthly standing cost ($) $ value. All costs except fuel, R 
& M, tyres 

Actual -v- budget. By 
vehicle / type / user 

Output Running cost per km / mile / hour Fuel, R & M and tyre costs Actual -v- target. by 
vehicle / type / user 

Output Monthly user recharge ($) Current value From vehicle recharge 
rate schedule 

Output Total recharges ($) Cumulative total to date   
Output Under / over recovery of costs ($) Variation in cost recovery Exception report - user 

defined reporting 
parameters 

Output Nett sale proceeds (ex VAT) Nett value on disposal From disposal records 
Output Whole life cost Actual -v- budget 

Calculated after disposal 
Includes all costs except 
fuel 

Output Whole life cost -v- recharged 
costs 

Comparison (excludes fuel) Variation between actual 
and recharge costs 
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Asset / Fleet Disposals: Input 
 

Data Key Fields, Functions, Display 
& Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Input Date out of Service     
Input Cumulative usage Reading at date of sale  Kms  / Miles  / Hours 
Input Condition User assessment condition Test entry. E.g Good / 

Damaged etc. 
Input Projected Residual Value  Calculated at time of purchase   
Input Depreciated Value – written down 

value (WDV) 
Calculated from depreciation 
rules 

  

Input Sale Value - Reserve   Current calculation based 
on condition 

Input Disposal Method Auction, trade sale etc.  
Input Purchaser - Name Purchasers Details  
Input Purchase - Address Purchasers Details  
Input Sale Invoice No.    
Input Date of Sale    
Input Sale Value (Nett) Sale proceeds nett of VAT  Nett of Auction 

Commissions etc. 
Input Sale Value (Gross) Price realised before deductions Excluding collection 

charges and commission 
 
 
Asset / Fleet Disposals: Output 
 

Data Key Fields, Functions, Display 
& Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Output Proportion of protected RV % Proportion of RV realised   
Output Difference from WDV Positive or negative Advice to Finance 

Department 
Output Comparison with Reserve % Proportion of Reserve obtained  
Output Months out of life Calculated from planned life  
Output Kms  / Miles  / Hours out of life Calculated from planned life  
Output Whole Life cost (actual) Total cost ex-fuel Compare with target 
Output Whole Life cost (p km  / mile / 

hour) 
Total cost ex-fuel  

Output Assets / Vehicles due disposal Listing by asset registration 
number / type 

User defined date 
parameters 

Output Disposal Report Analysis of disposals in period 
by asset / vehicle type / user / 
vehicle role etc. 

Actual -v- projected and 
reserve 
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Procurement: Input 
 

Data Key Fields, Functions, Display 
& Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Input Asset / Fleet Number  Allocated by user when ordered   
Input Chassis / Frame / VIN Number Unique vehicle identifier Available prior to 

allocation of Fleet / Reg. 
No. for order progress 

Input Registration Number   Entered when registered  
Input Supplier Details Name, Address, Contact details  From Suppliers Database 
Input New / used Purchase     
Input Replacement  / Additional Asset / 

Vehicle 
 Item being replaced   

Input Order Number Issued to Supplier   
Input Contract Number Issued to Supplier   
Input Date of Order     
Input Asset / Vehicle / Equipment Type Description   
Input Asset / Vehicle / Equipment Model Manufacturers designation   
Input Item no. of (Total) Individual number of Total 

ordered 
  

Input Delivery Date Planned Delivery Date   
Input Delivery Date (Revised) Revision to Planned Delivery 

Date 
  

Input Delivery Address Advised to supplier   
Input Item Cost (Net) Excludes recoverable duties / 

VAT  
  

Input Suppliers Invoice No.     
Input Item Cost (Net) - Revision  / Date Authorised Cost Revision   
Input Subcontractor Details Subcontracted preparation work From Suppliers Database. 

Facility for up to 5 sub-
contractors 

Input Date of Order Subcontracted preparation work From Suppliers Database. 
Facility for up to 5 sub-
contractors 

Input Work / Equipment  Subcontracted preparation work Free Text entry - Brief 
Work Details 

Input Sub-contractors Invoice No. Subcontracted preparation work   
Input Odometer (Mile / Kms / Hours) on 

Delivery 
For used vehicles   

Input Delivery Date (Actual) Date of delivery to subcontractor 
or purchaser 

  

Input Delivery Date (Final) Final Date of delivery from 
subcontractor. 

Sub-contracted work 
complete 

Input Cost of Internal Preparation Work carried out in own 
workshops (Labour + Parts) 

  

Input Rebates received Rebates & Discounts received 
from suppliers after invoice date. 

  

Input Total Cost  Supplier / Sub-contractor / 
Internal costs less rebates net of 
Vat. 

Vehicle data transferred to 
Asset Register 

Input Partner Partnership funded vehicles Agreement reference. 
Details of any use 
restrictions etc. 

Input Funding Funding source - if external. Agreement reference. 
Details of any use 
restrictions etc. 

Input Project Name Assets / Vehicles supplied for a 
specific Project / Operation 

Agreement reference. 
Details of any use 
restrictions etc. 
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Data Key Fields, Functions, Display 
& Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Input Lease Company Required where item is 
transferred to lease after 
purchase. 

  

Input Lease Term Required where item is 
transferred to lease after 
purchase. 

  

Input Lease Expiry Date Required where item is 
transferred to lease after 
purchase. 

Effective end of service 
date 

Input Lease Conditions Required where item is 
transferred to lease after 
purchase. 

Brief summary of return 
conditions - free text entry 

Input Lease Cost. Annual Rental - excluding VAT.   
 
 
Procurement: Output 
 

Data Key Fields, Functions, Display 
& Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Output Procurement History Report Assets / Vehicles / Equipment 
purchased and cost, by Type / 
User / etc. between specified 
dates 

  

Output Outstanding Orders Procurement orders still 
outstanding or overdue at 
specified date 

  

Output Delivery Performance. Assets / Vehicles delivered after 
required delivery date and / or 
above ordered cost. 

  

Output Order Progress Display of asset vehicle order 
status and supplier details 

  

Output Supplier Analysis Analysis of orders placed 
between user-specified dates. 
Value, late / increased cost 
delivery 

  

Output Order Confirmation Order details for Fax / e-Mail to 
supplier - with supplier & 
customer information / contact 
details 
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Asset / Fleet Management & Administration: Output 
 

Data Key Fields, Functions, Display 
& Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Output Equipment / Vehicle specification Equipment / Vehicle Details Cars, Vans, LGV, 
Appliances, Trailers, 
Plant,  

Output Role Summary by User, Location, 
Age, etc 

 

Output User allocation Details of vehicles allocated to 
users by reg. no; type; location, 
or user selected criteria 

current & history 

Output Asset  / Vehicle  / Fleet Status Asset / Vehicle / Equipment 
Details 

Awaiting delivery, in use, 
in workshop, accident 
repair, awaiting disposal 
or other user defined 
category  

Output Maintenance Cost Detail for individual assets 
types, groups, users etc.- for life 
& user defined periods. 

Labour / Parts / 
SubContract Cumulative 
to date v Budget 

Output Accident & Damage Costs Detail for individual assets 
types, groups, users etc. 

Labour / Parts / 
SubContract Cumulative 
to date v Budget 

Output Tyre Cost Detail for individual assets 
types, groups, users etc. 

Labour / Parts / 
SubContract Cumulative 
to date v Budget 

Output Fuel Cost (cents/km & $ value) Detail for individual assets 
types, groups, users etc. 

Recent period & last 12 
months -v- Budget / 
Target 

Output Running Cost (Maintenance + 
Tyres+ Fuel) 

Detail for individual assets 
types, groups, users etc. 

Labour / Parts / 
SubContract Cumulative 
to date v Budget 

Output Utilisation Rate (Kms / Miles / 
Hours pa) 

Utilisation for Individual Assets, 
Vehicles, Vehicle Types, 
Groups, Users etc.- for life & 
user defined periods. 

 

Output Asset / Vehicle Replacement date Listing of assets / vehicles due 
replacement by date, calculated 
from actual usage & planned 
service life. 

User defined categories; 
users and periods 

Output Maintenance & Repair 
authorisation display 

Display maintenance history 
summary- Latest jobs first. Show 
last recorded report of same 
work type. Highlight vehicle / 
component warranty expiry, Link 
to job card detail. Generate 
Authority / Order number. 
Record details of work 
authorised - Cost etc.  

Link to Supplier / 
Workshop details. 
Generate e-mail / fax 
authorisation to supplier. 
Display effect of repair 
cost on vehicle total repair 
cost. 

Output Scheduled maintenance 
programme 

View future planned 
maintenance dates, annual test, 
other scheduled events within 
user-specified period and asset / 
vehicle / user group. Display 
allocated workshop 

Calculated from asset / 
vehicle maintenance 
category / frequency / 
sequence / last service 
date / type and recorded 
rate of utilisation. Link to 
annual test. Facility to 
calculate on mileage & 
time basis - whichever 
occurs first. 
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Data Key Fields, Functions, Display 
& Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Output Purchase Cost Asset / Vehicle Details View purchase details, 
supplier, cost, date 
supplied, capitalised 
fitting-out,  

Output Listing of vehicles due licensing Listing by fleet, vehicle type, 
user group etc. With fleet no. 
Reg. No. Rate, date due and 
total. 

Automatically adjusted for 
licence rate changes.  

Output Listing of assets / vehicles due 
Annual Test 

Listing by asset / vehicle type, 
user group etc. With fleet no. 
Reg. No., date due and test type  

Automatically updated 
when latest test date 
entered. Separate 
calculations for Equipment 
Cars & Large vehicles / 
Trailers 

Output Tachograph checks Listing by fleet, vehicle type, 
user group etc. With fleet no. 
Reg. No., dates due and check 
type. 

LGV - 6 year Calibration & 
2 year checks. Date due 

Output Speed Limiter Listing by fleet, vehicle type, 
user group etc. With fleet no. 
Reg. No. & dates due. 

 Calibration & Date due 

Output Replacement Programme Listing by asset, vehicle type / 
category, user group etc. With 
fleet no. , Reg. No., Calculated 
date due based upon original 
replacement criteria and 
utilisation to date.  

User specified future 
period. Include special 
categories  

Output Vehicle User detail User name, location, cost centre 
code, asset / vehicle operating 
centre(s), contact name(s), 
telephone / fax / mobile 
numbers, e-mail address 

 

Output Vehicles/Equipment  overdue 
maintenance. 

Vehicle Type / category, Fleet 
No. , Reg. No., Location, 
allocated workshop, Service 
due. 

User defined period and 
overdue limits (variable) 

Output Service Reminder Issued to users. Asset / Vehicle 
Type / category, Fleet No. Reg. 
No. Location, allocated 
workshop, Service due date / 
miles. 

For distribution by e-mail 
or fax. Automated routine 
- copied to respective 
workshops. 

Output Maintenance analysis Analysis of maintenance cost by 
repair type / cause / 
classification for individual 
vehicles or defined vehicle 
groups of user defined periods. 

Facility to include rework, 
warranty, breakdowns and 
other user defined work 
classifications. 

Output Invoice check Display repair & maintenance 
authorisation screen - enter 
supplier invoice no. & costs to 
save as invoice and authorise 
payment. 

 

Output Safety Recall Display assets / vehicles due to 
be recalled. 

Facility to view by asset / 
vehicle type the record of 
recall history. 
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Maintenance: Input 
 

Data Key Fields, Functions, 
Display & Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Input Screen display. 
On-line defect report form 

Reporting of 
vehicle/equipment defects for 
action by workshop 

Defect categorisations assigned 
by workshop; 
Immediate – “Out of Service” 
Deferred 
Rectify at next service 

Input 
 

Safety Inspection and Service 
Intervals 

Range of user defined 
inspection/service frequencies 
to suit all asset / vehicle types 
- allocated to asset / vehicle by 
type 

Time and / or usage based - 
whichever occurs first. 
Range from 7 day to 2 years. 

Input Service Type / Sequence User defined series of service 
types / sequences to meet 
needs of asset / equipment / 
vehicle types operated. 
Allocated by type. 

Typically a sequence such as 
AABAAC or similar. Based on 
manufacturers 
recommendations. 

Input Service Schedule User defined description of 
work to be undertaken during 
specified service type. 
Separate schedules defined 
for each asset / vehicle  / 
service type. 
To include deep clean and 
stretcher checks 

Printed out in Workshop with 
asset / vehicle details including 
Reg. No. / Fleet No. / Make / 
model  / Standard service time 
and any additional work 
required. 

Input Safety Inspections User defined description of 
work to be undertaken during 
safety Inspection. Separate 
schedules defined for each 
asset / vehicle category. 

Printed out in Workshop with 
asset / vehicle details including 
Reg. No. / Fleet No. / Make / 
model  / Standard inspection 
time.  

Input Work Classification User defined descriptions for 
the classification of repair & 
service work. Used to define 
work required and complete 
workshop job card. Eg. 
Scheduled; Unscheduled; 
Warranty; Sub-contract; 
Breakdown; Accident etc. 

Used to complete workshop job 
cards. Available on-screen as 
drop-down menu. Most 
frequently used displayed first. 
Automatic insertion to work 
record on selection. Enter as 
Text only not Numeric codes. 

Input Work Cause User defined descriptions to 
define the cause of repair & 
service work. Used to define 
work completed and complete 
workshop job card. Eg. 
Routine maintenance, 
accident; damage; rework; 
defect; modification; fit-out; 
etc. 

Used to complete workshop job 
cards. Available on-screen as 
drop-down menu. Most 
frequently used displayed first. 
Automatic insertion to work 
record on selection. Facility to 
use a separate reason code for 
each job / line of entry on same 
job card. Enter as Text only not 
Numeric codes. 

Input Vehicle Systems  User defined descriptions to 
define the asset / vehicle 
systems worked on. Used to 
define work carried out and 
complete workshop job card. 
Eg. Engine; Transmission; 
Suspension; Brakes; Steering 
etc 

Used to complete workshop job 
cards. Available on-screen as 
drop-down menu. Most 
frequently used displayed first. 
Automatic insertion to work 
record on selection. Facility to 
use a separate system code for 
each job / line of entry on same 
job card. Limited to major 
systems only. Enter as Text only 
not Numeric codes. 
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Data Key Fields, Functions, 
Display & Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Input Standard Repair Times Times in decimal hours 
allocated to defined service 
and repair tasks. 

Facility to input standard data 
from Glass’s ICME / Autodata 
etc. plus local revision to meet 
special requirements 

Input Tyre condition reports Reports on tyre condition, 
tread depth and pressures by 
axle and wheel location. 

Facility to receive this data 
electronically and assign to 
asset/vehicle file. 

 
 
Maintenance: Output 
 

Data Key Fields, Functions, 
Display & Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Output Maintenance Programme - 
Planned 

Forward programme for 
defined asset / vehicle / user 
groups. Calculated from asset 
data and maintenance entry 

Show detail of service types / 
dates due calculated from 
mileage data and service 
history. 

Output Maintenance Programme - 
Completed 

Results for defined asset / 
vehicle / user groups 

Show detail of service types / 
dates due & completed. 

Output Vehicles/Equipment  overdue 
check/inspection/maintenance. 

Vehicle/Equipment Type / 
category, Fleet No. , Reg. No., 
Location, allocated workshop, 
type of Inspection/Service due. 

User defined period and 
overdue limits (variable) 

 
 
Workshop: Input 
 

Data Key Fields, Functions, 
Display & Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Input Technician Name Name of Productive staff   
Input Employee Number Unique Number Facility to swipe bar codes on ID 

badges. 
Input Location / workshop Unique Reference   
Input On screen workshop job card Date & Time into workshop - 

Date & Time work completed 
Basis for vehicle downtime 
analysis 

Input On screen workshop job card Date & time work required by 
customer. Date / time 
completed. 

Target completion time. 
Customer requirement 

Input On screen workshop job card Additional work required / 
authorised / completed. Enter 
Repair authorisation number. 

Entered by technician or 
supervisor. Use pre-defined 
descriptions  / drop down menus. 

Input On screen workshop job card Enter actual time taken for 
work 

Entry of multiple technicians / 
operatives on same job card. 

Input On screen workshop job card Parts fitted entered by reading 
bar-codes or entering part 
number / bin location / 
description of item 

Service parts pre-allocated. 
Deleted if not used. 

Input On screen workshop job card Part numbers, qty & cost 
shown 

Automatic entry of data from 
stores data 

Input On screen workshop job card Option for manual entry of 
parts data for non-stock items  

  

Input On screen workshop job card Consumables and lubricants -
costs entered 

Lubricant quantities & costs pre-
defined for each vehicle 
maintenance category. Can be 
over written if necessary. 

Input On screen workshop job card Detail of sub-contract work / 
Order No. 

Supplier / cost / work description 
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Data Key Fields, Functions, 
Display & Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Input On screen workshop job card Enter test results Results of Brake, Emissions, 
Smoke & other performance tests 

Input On screen workshop job card Enter measurements recorded Tyre Pressures / tread depths / 
Brake condition etc. 

Input On screen workshop job card Facility to enter all data using 
touch screen technology 

Required for workshop 
technicians to directly input data. 

Input Non-productive time Non-productive time recorded 
on job card or daily work 
record / staff time sheet. 

Awaiting parts / labour, collect & 
deliver, road test, re-work, 
cleaning, workshop maintenance, 
training, etc. User defined. 

Input Hourly Labour rate Used to calculate labour costs 
from repair times on job card 
and internal / external 
customer invoice. 

Changeable for future work. Vary 
by workshop. User defined. Vary 
for external customers. Variable 
rates linked to customer ref. 

Input Workshop Labour Recovery 
Rate 

Calculated cost per hour 
based on productive hours 
booked in period.  

User defined period. Includes 
direct / indirect & overhead costs 
for workshop 

Input Staff Time Sheet Record attendance time at 
work 

Facility to enter holidays & other 
reasons for non-attendance. 
Attendance = Time booked to 
productive work + non-productive 
time 

Input Staff Time Sheet Record time off due to 
holidays, sick, training, other 

User defined 

Input Staff Holiday Planner Dates of future productive staff 
non-attendance. 

Holidays, training, courses, public 
holidays, diversions 

 
 
Workshop: Output 
 

Data Key Fields, Functions, 
Display & Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Output On Screen Workshop Job 
card 

Pre-printed with planned 
work detail 

Description of work required  / 
faults advised. Standard times 
shown for defined work. 

Output Convert Job card to customer 
Invoice - internal 

Recharged repair work - no 
VAT  

Identify costs and quote 
customer order / authority 

Output Generate separate recharges 
to different internal cost 
centres from one job card 

Recharged repair work Repair cost may be split & 
charged to different cost centres. 

Output Costing of internal job card Completed on-line in 
workshop. Hard copy printed 
for workshop files. Cost 
attributed to vehicle & cost 
centre on job completion 

Completed by technicians / 
supervisors / parts staff. 
Checked by supervisors, Data 
validation limits defined by user. 

Output On Screen Workshop Job 
card 

Printed locally in workshop. 
Single screen for entry / 
display of key information. 

Printed out with Work 
Instructions & Asset / Vehicle 
Details. Used on screen to 
record work completed. Saved 
as a record of Work carried out. 
Analysed to allocate 
Maintenance Costs. 

Output On Screen Workshop Job 
card 

Pre-printed vehicle details Reg. No. Fleet No. VIN No. Type 
Description 

Output Maintenance Cost re-charge - 
internal 

To vehicle file, user cost 
code, insurance, 
capitalisation as appropriate 

Provision for user defined cost 
codes to be entered against work 
on job card. Default is vehicle 
file. 
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Data Key Fields, Functions, 
Display & Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Output Maintenance Cost re-charge - 
external Invoice 

Customer details from job 
card. VAT included 

Apply labour rates and parts cost 
as defined for each customer. 
Generate unique serial number 

Output Labour Productivity Report by technician / 
workshop for user defined 
period. 

Hours attended v Productive 
Hours booked  

Output Labour Efficiency Report by technician / 
workshop for user defined 
period. 

Productive Hours booked v 
Standard hours for work  

Output Vehicle turn-round time Report by vehicle / type / 
category / user and average. 

Calculated from time into / out of 
workshop 

Output Labour output Productive Labour hours. 
Actual v target for period  

By workshop  

Output Labour analysis Productive - v -non-
productive 

By workshop  

Output Analysis of non-productive 
time 

Analysed from job cards & 
time sheets. 

By technician / workgroup / 
workshop over user defined 
period.  

Output Analysis of Productive work 
completed 

Completed work by 
Classification / Cause / Work 
type by workshop / work 
group / technician 

User defined period On screen & 
print 

Output Work in progress Work not completed at end of 
accounting period. 

by workshop 

Output Vehicle downtime by vehicle / vehicle group / 
user code / workshop 

for scheduled and unscheduled 
work over defined period.  

Output Workshop overheads Facility to enter all workshop 
overheads to calculate labour 
recovery rate. 

Enter for all workshops or each 
workshop separately 

Output Vehicles due for service List by allocated workshop / 
date due / Reg. No. / type  
for user defined future period 

Planning workload 

Output Workshop capacity. Available man-hours on 
future specified dates 

Calculated from productive staff 
leave / absence planner 

Output Workshop Loading Forward work booked 
including estimated time 
required -v- available 
capacity. 

Show available capacity by 
date(s).  For current date show 
work in progress from previous 
day. 

Output Sequence numbers Facility to set number 
sequence for job cards, 
recharges, invoices, credit 
notes. 

Multiple workshop capability - 
use of number prefix 

Output On Screen Workshop Job 
card 

Facility to generate job cards 
for non-vehicle related work 
and non-fleet vehicles / plant. 

Productive and non-productive. 
Manual entry of key data. 
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Workshop Stores / Parts Management: Input 
 

Data Key Fields, Functions, 
Display & Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Input Stock record Manufacturers part number Cross references to other part 
numbers. Locate parts by part 
number or bin location 

Input Stock record Manufacturer   
Input Stock record Description of item Size / Makers type / description 
Input Stock record Denomination of Qty.   
Input Stock record Bin Location Facility to display stock levels / 

locations at multiple sites 
Input Stock record Application Vehicle types / models using this 

item 
Input Stock record Cost per item  / Date last 

supplied 
  

Input Stock record Supplier Name   
Input Stock record Stock Quantity Facility to display stock levels / 

locations at multiple sites 
Input Stock record Re-Order Quantity Automatic stock re-order 

compilation. 
Input Stock record Date last used / Issue history By jobcard and vehicle fleet 

number 
Input Stock record Items on order  / Date of order   
Input Stock record Owned  / Imprest  / Used  

stock item 
  

Input Stock record Component Manufacturers / 
suppliers warranty 

months from date supplied / fitted 

Input Supplier Name Supplier database 
Input Supplier Address Supplier database 
Input Supplier Contact name Supplier database 
Input Supplier Tel No; Fax No; E-Mail 

address 
Supplier database 

Input Supplier Franchises / Principal Items 
supplied 

Supplier database 

Input Supplier Supply terms / Discounts / 
Rebates 

Supplier database 

Input Supplier Contract Reference Supplier database 
Input Stock order detail Supplier Name, Items ordered, 

Quantity, Delivery address 
Date due,  

Auto completion of on-screen 
order form with suppliers details. 

Input Stock order detail Order Number, Date & Value Automatic order number 
generation.  Stock items & 
consumables 

Input Stock order detail Date received; shortages; 
owned / imprest; invoice no. 

Memory recall of last order detail.   
Stock items & consumables 

Input Vehicle order detail Item description, part no; Qty; 
Vehicle reg. No. Supplier; Date 
due. 

Vehicle specific orders 

Input Vehicle order detail Order Number, Date & Value Automatic order number 
generation.  Vehicle specific 
orders 

Input Vehicle order detail Date received; invoice no; 
shortages; Job No. / date 
issued 

Transfer direct to vehicle job card.  
Vehicle specific orders 

Input Goods received Goods received note detail / 
number / date 

Link to purchase order. Bar code 
reading of data. 
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Data Key Fields, Functions, 
Display & Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Input Service parts Items required for standard 
service 

By vehicle type and service type. 
Items required for pre-booked 
services. 

Input Stock Returns Items returned to stock 
unused. 

Credit Job Number. Add to bin 
total 

Input Stock adjustment Automatic adjustment when 
items booked out on job card. 

Warning at stock re-order 
quantity. Bar code reading of data. 

Input Workshop Job Card On-screen entry of part no. / 
Bin no. and quantity results in 
automatic entry of description 
and cost.  

Mark-up on parts - variable. 
Linked to customer reference and 
agreed policy. 

Input Pricing Policy Facility to enter parts price 
mark-up for specific customers 
identified by customer 
reference. Internal and 
external customers need 
facility for price adjustment on 
costed invoice / job card. 

  

 
 
Workshop Stores / Parts Management: Output 
 

Data Key Fields, Functions, 
Display & Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Output Stock check - list Print out of stock by bin no., 
description and quantity for 
stock check. 

  

Output Stock Discrepancies Entry of stock check variations 
/ adjustments 

  

Output Stock Discrepancies Report of total stock check 
discrepancies, list of items, 
value & date. 

  

Output Stock Value Value by stock type; owned / 
imprest / tyres / lubricants / 
consumables / obsolete / used 
items / warranty returns. 

  

Output Stock Turnover Net turnover value for 
specified period - all locations. 

Express also as a proportion of 
the total stock value.  

Output Stock Rotation Rotation by stock type; owned 
/ imprest / tyres / lubricants / 
consumables / obsolete / used 
items. 

  

Output Stock Writeoff Value of obsolete or unused 
stock written off in period. 

  

Output Audit Trail Full audit trail of all 
transactions 

  

Output Credit note history Auditable display of all credit 
notes. 

Display returns number 

Output Returns to suppliers Multiple item entries per 
supplier. 

Generate unique returns number. 

Output Outstanding orders List of orders not supplied at 
current date. 

Facility to set date range and 
specify suppliers. 
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Insurance and Incident Management: Input 
 

Data Key Fields, Functions, 
Display & Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Input Screen Form On-line incident report For completion locally by users to 
report incidents. 

Input Incident Ref. No. Incident Reference  / Accident  
/ Insurance Claim No. 

Detail from accident report form 

Input Date of Incident Actual date incident occurred Detail from accident report form 
Input Date Reported   Detail from accident report form 
Input Reporting Person Name  of reporting person Detail from accident report form 
Input Place Location where incident 

occurred 
Detail from accident report form 

Input Pub. Priv. Road Enter Public or Private only Detail from accident report form 
Input Report Received (Y / N) 

(Date) 
Completed Accident report 
received & date 

Detail from accident report form 

Input Accident / Incident Report 
Form 

Input scanned copy of report Save to asset / vehicle file 

Input Asset / Fleet Number  From vehicle data file Facility to record this information 
for up to three vehicles per 
incident 

Input Registration Number From vehicle data file Facility to record this information 
for up to three vehicles per 
incident 

Input Vehicle Group From vehicle data file Facility to record this information 
for up to three vehicles per 
incident 

Input Allocated workshop From vehicle data file Facility to record this information 
for up to three  vehicles per 
incident 

Input Operating Location Usual Operating base - from 
vehicle data file 

Facility to record this information 
for up to three vehicles per 
incident 

Input Department Operating Department - from 
vehicle data file 

Facility to record this information 
for up to three  vehicles per 
incident 

Input Region Operating region - from vehicle 
data file 

Facility to record this information 
for up to three vehicles per 
incident 

Input Budget Code Normal cost allocation for this 
vehicle 

Facility to record this information 
for up to three vehicles per 
incident 

Input Damage Brief description of damage Facility to record this information 
for up to three vehicles per 
incident 

Input Recovery detail Vehicle recovered from scene Facility to record this information 
for up to three vehicles per 
incident 

Input Repair Estimate-1 First repair estimate for this 
vehicle Parts + Labour 

Facility to record this information 
for up to three vehicles per 
incident 

Input Repair Estimate-2 Second repair estimate for this 
vehicle  Parts + Labour 

Facility to record this information 
for up to three vehicles per 
incident 

Input Assessor – Internal Name of internal damage 
assessor 

Facility to record this information 
for up to three  vehicles per 
incident 

Input Assessor – External Name of external damage 
assessor 

Facility to record this information 
for up to three vehicles per 
incident 
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Data Key Fields, Functions, 
Display & Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Input Work Ticket   Facility to record this information 
for up to three vehicles per 
incident 

Input Vehicle Repairer Name, Location & Contact 
details 

Facility to record this information 
for up to three vehicles per 
incident 

Input Authority to Repair Number  -  date Facility to record this information 
for up to three vehicles per 
incident 

Input Repair Completed Date Facility to record this information 
for up to three vehicles per 
incident 

Input Total Repair Cost   Facility to record this information 
for up to three vehicles per 
incident 

Input Loss of use Cost   Facility to record this information 
for up to three vehicles per 
incident 

Input Other costs Replacement vehicle cost Facility to record this information 
for up to three vehicles per 
incident 

Input Recovery costs   Facility to record this information 
for up to three vehicles per 
incident 

Input Storage costs   Facility to record this information 
for up to three vehicles per 
incident 

Input Total Costs   Facility to record this information 
for up to three vehicles per 
incident 

Input Write-off Yes or No Facility to record this information 
for up to three vehicles per 
incident 

Input Write-off Date Date Actioned Facility to record this information 
for up to three vehicles per 
incident 

Input Salvage Salvage value obtained Facility to record this information 
for up to three vehicles per 
incident 

Input Remarks Field for entry of additional 
relevant comments 

Facility to record this information 
for up to three vehicles per 
incident 

Input Driver Name  Facility to record this information 
for up to three employees per 
incident 

Input Driver ID No. Driver Identity Number Facility to record this information 
for up to three employees per 
incident 

Input Driver Injury Nature of Drivers injuries - 
brief entry only 

Facility to record this information 
for up to three employees per 
incident 

Input Accountability Whether driver was 
responsible for incident 

Facility to record this information 
for up to three employees per 
incident 

Input Action taken. Eg. Date suspended  Facility to record this information 
for up to three employees per 
incident 
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Data Key Fields, Functions, 
Display & Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Input Third Party Driver Name of Third Party Driver Facility to record this information 
for up to three third party drivers 
per incident 

Input Third Party Driver Injury Brief description of reported 
injury 

Facility to record this information 
for up to three third party drivers 
per incident 

Input Third Party Company Name of Third Party Company Facility to record this information 
for up to three third party drivers 
per incident 

Input Third Party Address Address of Third Party Driver 
or Company including 
postcode 

Facility to record this information 
for up to three third party drivers 
per incident 

Input Third Party Insurance Co. Name of third party Insurance 
Co. 

Facility to record this information 
for up to three third party drivers 
per incident 

Input Third Party Insurance Co. 
Address 

Address of third party 
insurance co. including 
postcode 

Facility to record this information 
for up to three third party drivers 
per incident 

Input Third Party Policy No. Third party Insurance Policy 
No. 

Facility to record this information 
for up to three third party drivers 
per incident 

Input Third Party Contact Name of contact at Third Party 
Insurers 

Facility to record this information 
for up to three third party drivers 
per incident 

Input Third Party Contact Tel. Telephone number for third 
party insurers’ contact. 

Facility to record this information 
for up to three third party drivers 
per incident 

Input Third Party Ref. Reference Number allocated 
by Third Party Insurers 

Facility to record this information 
for up to three third party drivers 
per incident 

Input Third Party Vehicle Details. Registration Number, Make, 
Model, Owner of Third party 
vehicle 

Facility to record this information 
for up to three third party vehicles 
per incident 

Input Third Party Vehicle damage Brief description of damage Facility to record this information 
for up to three third party vehicles 
per incident 

Input Third Party Repair Estimate -
1 

First Repair estimate - Labour 
& parts cost 

Facility to record this information 
for up to three third party vehicles 
per incident 

Input Third Party Repair Estimate -
2 

Second Repair estimate - 
Labour & parts cost 

Facility to record this information 
for up to three third party vehicles 
per incident 

Input Third Party Assessors Report Assessed cost Facility to record this information 
for up to three third party vehicles 
per incident 

Input Third Party Repairer Repairing company for third 
party vehicle. 

Facility to record this information 
for up to three third party vehicles 
per incident 

Input Third Party-Other Costs Other costs from third party Facility to record this information 
for up to three third party vehicles 
per incident 

Input Insurance a / c Recharge to insurance A / C  
($ value) 

  

Input Third Party Recoveries Costs Recovered from Third 
Party 

  

Input Court Award Costs awarded by Court   
Input Authorised repairers Database of repairers 

authorised by insurers. 
Name, address, contact, 
telephone / fax nos. 
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Insurance and Incident Management: Output 
 

Data Key Fields, Functions, 
Display & Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Output Claims analysis Number, Value & type of 
claims over user specified 
period. 

Analysis facility by vehicle type, 
accident location, accident type or 
any combination of data fields 

Output Claims Cost  Net cost of claims in user 
specified period. 

  

 
 
Personnel Resource: Input 
 

Data Key Fields, Functions, 
Display & Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Input Drivers Name     
Input Position / Job Title     
Input Normal place of work     
Input Driver's Licence No.     
Input Driving Licence Category List all authorised categories 

for which a full licence is held 
& date of passing driving test 

  

Input Licence Endorsements     
Input Licence Expiry Date     
Input Date Licence checked Checked by. Option to record any changes 

from previous check. 
Input Current user dept     
Input User dept code / Ref.     
Input Accident History No. of accidents, fault, dates,   
Input Driving authorisation Authorised Driving Categories   
Input Allocated vehicle (if any) reg. No.  

 
 
Fuel Management: Input 
 

Data Key Fields, Functions, 
Display & Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Input Record fuel issues from Bulk fuel installations Volume; Vehicle reg. no. cost date 
issued 

Input Record fuel issues from Fuel card purchases Volume; Vehicle reg. no. cost / 
litre & total; date issued 

Input Record fuel issues from Other sources Cash purchases  
Input Vehicles fuel issues. Fuel volume - litres / cost Facility to record fuel issues to 

hired and non-fleet vehicles. 
Input Vehicles fuel issues. Date of issue   
Input Vehicles fuel issues. Odometer recordings   
Input Input Data from Fuel monitoring system - bulk 

fuel issue records. 
  

Input Input Data from External sources - floppy disc  
- CD ROM - internet e-mail file 

  

Input Allow manual corrections     

Input Save data to system   After validation. 
Input Accommodate Multiple fuel 

types 
Unleaded petrol; ULSD; LPG; 
LNG; CNG; gas oil; other 

  

Input Adjust fuel recharges Facility to adjust fuel recharge 
rates to different user groups. 

Affects future recharges only. 
Does not change historical costs. 
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Fuel Management: Output 
 

Data Key Fields, Functions, 
Display & Reports Required  

Basic description of Item or 
Source of Data  

Comments  / Features  

Output Calculate vehicle 
consumption 

By vehicle   

Output Litre / 100km By vehicle / group / category v 
target 

  

Output Litres / running hour By asset / equipment type  
Output report exceptions over agreed 

limit 
    

Output trends - over 12 months Trends - over 12 months   
Output Calculate fuel cost by user 

and vehicle for recharges 
Combined fuel usage and cost 
by user / vehicle. 

Monthly report facility. 

Output Fuel volume total Litres / cost   
Output Highlight errors in data Incorrect reg. no. - odometer 

readings 
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Annex I:   Computer Programmes for Fleet Management  
 

The information provided below on systems currently available is intended only as a guide to 

product availability without any recommendation or endorsement as to their suitability for the 

intended application. This listing is not exhaustive, there may be other products available that 

are designed to provide similar levels of functionality. The order of their listing is alphabetical by 

company name and has no further significance. 

 

DFF International Ltd. have no connection with or interest in any of the products or companies 

included in this list. 

 

 
 

Fleet Management Systems - Computer Software Suppli ers 
 

No Product  Company  

1 Fleet 2000 BDR Systems, Inc. P.O. Box 312, Downingtown PA, 19335. USA 
 

2 Fleet Outlook 
Fleet Plus 

CFC Solutions, 1310 Solihull Parkway, Birmingham Business Park, 
Birmingham B37 7YB United Kingdom. 

3 Road Base 
Fleetwave  

Chevin Computer Systems Ltd, East Mill, Belper, Derbyshire  DE56 
2UA United Kingdom. 

4 Road Base 
Fleetwave 

Chevin Fleet Solutions LLC  76 Summer Street, Suite 325, Fitchburg, 
MA 01420 USA 

5 Fleet Plan Civica UK Ltd. 1-2 Venture Way, Aston Science Park, Birmingham  
B7 4AP  United Kingdom. 

6 Tranman Civica UK Ltd. Unit 4, Thornbury Office Park, Midland Way, 
Thornbury, Bristol   BS35 2BS United Kingdom. 

7 Vehicle Maintenance 
System 

Distinctive Systems, Amy Johnson Way, York, YO30 4XT United 
Kingdom. 

8 Drive Fleet 
Management 

Drive Software Solutions Ltd., Premier House, Argyle Way, 
Stevenage, Herts. SG1 2AD United Kingdom. 

9 Enterprise Fleet 
Management 

Enterprise Software Systems, Enterprise House, Pacific Road, 
Atlantic Office Park, Altrincham, Cheshire, WA14 5EN  

10 Freeway Freeway Fleet Systems Ltd, Unit 3, Dock Offices, Surrey Quays 
Road, London, SE16 2XU, United Kingdom. 

11 Fleet Maintenance 
Pro 

Innovative Maintenance Systems, 226 West Fulton Street, Butler, PA 
16001, USA 

12 Key 2 Fleet 
Management 

Jaama, 10 Amber Business Village, Amber Close, Amington, 
Tamworth, B77 4RP United Kingdom. 

13 Vehicle Manager 
2010 

Kaizen Software Solutions – 39962 Cedar Blvd, Suite 323 – Newark, 
CA – 94560. USA. 

14 Kompact Systime Automotive Solutions, 485 Great South Road, Penrose, 
Auckland, New Zealand 

15 Accelerator Vehicle Technopoly Systems, Rolands House, 87 Bacup Road,  Rawtenstall, 
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Maintenance Lancs BB4 7NW United Kingdom. 
16 Trace  Trace Computer Systems, 18 Queens Road, Coventry, Warwickshire 

CV1 3EQ United Kingdom. 
17 Fleetmaster Trapeze Group Inc. Unit 2, Atlantic Business Centre, Atlantic Street, 

Altrincham, WA14 5NQ . United Kingdom. 
18 Vehicle Fleet 

Manager 
VRS Europe Ltd., 123 New Bond Street, London W1S 1DU United 
Kingdom. 

 
 

Fuel Management Systems  
 

No Product  Company  

1 Balvin Balvin Electronics, Unit 4 Enterprise House, Curtis Road, Dorking, 
Surrey, RH4 1EJ United Kingdom. 

2 Merridale Fuel FX MIS Fuel Monitoring Ltd. Merridale Works, Lower Walsall Street 
Horseley Fields, Wolverhampton. WV1 2EU United Kingdom. 

3 Transflo Transflo Instruments Ltd. Station Road, Staplehurst, Kent, TN12 
0QD United Kingdom 

4 Triscan Odyssey Triscan Systems Limited, Phoenix Park, Blakewater Road, Blackburn 
Lancashire, BB1 5SJ United Kingdom. 

 
 

Vehicle Scheduling Systems  
 

No Product  Company  

1 Coach Manager Distinctive Systems, Amy Johnson Way, York, YO30 4XT United 
Kingdom. 

2 Paragon Resource 
Manager 

Paragon Software Systems plc, Parsonage House, Parsonage 
Square, Dorking, Surrey, RH4 1UP, United Kingdom 

3 Planit-Scheduling 
Solutions 

Planit Software, Israel.                contact@planit.co.il 

4 Dispatch Trapeze Group Inc. Unit 2, Atlantic Business Centre, Atlantic Street, 
Altrincham, WA14 5NQ . United Kingdom. 
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Annex J:   Supplementary Field Reports 
 

The following reports on UNRWA’s fleet management in the different HQ and Field 

locations supplement the main Fleet Management Review report in hand: 

 
UNRWA Fleet Management - HQ Amman 
UNRWA Fleet Management - Gaza (GFO) 
UNRWA Fleet Management - Jordan (JFO)  
UNRWA Fleet Management - Lebanon (LFO) 
UNRWA Fleet Management - Syria (SAR) 
UNRWA Fleet Management - West Bank (WBFO) 

 

 


