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Background and Company Performance 

Industry Challenges 

Frost & Sullivan monitored how the Kingdom of Saudi Arabia (KSA) had remained a closed 

market until the recent economic diversification initiatives were put in place. To decrease 

its dependence on oil-related GDP, the government has enacted several policy reforms 

and FDI policies to attract private investment to the region. Frost & Sullivan notes that 

these initiatives, along with digitization and technology advancements, are creating 

exciting opportunities across several industry sectors - such as retail, eCommerce, 

healthcare, and other non-oil-based industries. Moreover, KSA is emerging as a trans-

shipment hub for the region, and associated customers demand modern warehousing 

solutions to meet their dynamic business needs.  

Driven by these factors, the warehousing sector is experiencing an upswing in the volume 

of customers demanding specialized offerings, including on-demand warehousing for 

easier scalability, kitting and packing as value-added services, and 24/7 inventory 

monitoring for better inventory management. Identifying these potential opportunities for 

growth, multinational companies offer services at competitive prices, cannibalizing 

domestic and regional warehouse service providers’ market share.  

To withstand the competition and retain market share, Frost & Sullivan points out that  

domestic and regional service providers struggle to offer additional services at competitive 

prices; yet often by compromising on their bottom lines, which in turn poses a threat to 

their survival. 

 

Visionary Innovation and Performance/Customer Impact 

Addressing Unmet Needs  

Nowadays, warehouses are not used solely for storage of raw materials made available to 

buyers; they play a bigger role in price stabilization, risk bearing, and value addition in 

services such as packing, processing, sorting, inventory management, lead time reduction, 

and much more. To support these highly sought services, technology-friendly warehouses 

are clearly in demand, as they not only increase a company’s capabilities, but also 

increase market competitiveness. In turn, third-party service providers are focusing 

intensely on improving the customer experience by providing a hassle-free warehousing 

scenario - so that customers can focus on improving their core capabilities, rather than 

worrying about logistics. 

To optimally manage warehousing and inventory on behalf of its clients, Hala Supply 

Chain Services has deployed best-in-class information technology (IT) support with 

regards to its warehouse management system (WMS), radio frequency identification 
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(RFID) deployment, temperature logging (for products that require cold chain services), 

and product traceability. These systems help the company provide the shortest 

turnaround time; ensure product quality in terms of temperature integrity, product 

expiration, product identification, and data management; and enable traceability to ensure 

visibility across the supply chain. Hala’s WMS will integrate with its clients’ enterprise 

resource planning (ERP) systems to facilitate advance notifications that would keep them 

updated on real-time inventory status, such as temperature logging and product 

traceability to enable visibility. 

Hala Supply Chain Services is a regional go-to provider for numerous industries, including 

petrochemicals, O&G, pharmaceutical, healthcare, automotive, and fast moving consumer 

goods (FMCG) through 15 operation centers spread across the KSA. There are very few 

logistics players in the market who provide warehousing solutions across various 

industries, and as one of them, Frost & Sullivan appreciates how Hala is able to easily 

handle the industry challenge related to cannibalization of market share. Moreover, while 

most of its other regional competitors are struggling to thrive, Hala is rapidly expanding 

and has plans to add over 80,000 square meters of warehousing space in the next 2 years 

to meet the growing customer demand. 

Visionary Focus on Mega Trends 

Most warehousing logistics players in the region remain in the phase of adopting ERP 

systems that will allow them to make better-informed decisions. However, Hala has gone 

a step ahead in adopting future technologies, as it foresees real opportunities to inject 

new dynamism in improving productivity and in investment-led transformation that will 

ensure future growth and prosperity.  

For this purpose, the company is making the following investments: 

a. Automation: Hala is currently preparing to implement an innovative automation 

solution for shipment sorting and labeling, especially for handling large numbers of 

eCommerce packages as well as medical and pharmaceutical products. 

b. 3D printing and drone delivery: Current innovations being explored involve the 3D 

printing of spare parts for the O&G industry and delivering them by drone to 

drilling rigs in the desert, where transportation still remains a challenge. 

c. Artificial Intelligence (AI): The company is also planning to deploy AI for inventory 

planning; however, it is only in the conceptual phase, and is to be deployed soon. 

Adoption and implementation of these technologies will position the company to cope with 

industry challenges, such as lack of labor availability and the need to reduce dependency 

on unskilled labor – all while improving efficiency across its processes. 
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Customer Purchase Experience 

Apart from the company’s competitive pricing of its warehousing services offering, Hala 

also provides a route-to-market solution for its customers to help them expand into other 

markets at ease. This customer-centric approach is further supported by the company’s 

commitment towards continuous service improvement, development of innovative 

solutions, and sharing of knowledge and expertise, including helping its customers achieve 

an efficient and smooth on-boarding experience and assisting with change management 

and transition planning.  Frost & Sullivan points out that Hala’s other competitors provide 

only warehousing services along with a few value-added and distribution services. In 

contrast, Hala, with its market expertise, helps customers enrich their market knowledge 

through its route-to-market program, which means customers enter into new markets 

without any hassles.  

Customer Ownership Experience 

Hala Supply Chain’s business relationship with its customers is further cemented through 

an extensive service level agreement (SLA), measuring performance and reporting key 

performance indicator (KPI) scores to them while proactively working to improve the 

service levels and ensure KPI compliance, as part of continuous improvement. 

Apart from these benefits, the company’s technical capabilities and experience help it 

consistently deliver operational excellence and exceed customer expectations, providing a 

hassle-free ownership experience. For instance, Hala provides customized and client-

centric services to major clients across various business verticals - including 

petrochemicals, O&G, pharmaceutical and healthcare, automotive, and FMCG/consumer 

goods. Some of the major customers include Saudi Airlines Co, for which Hala provides 

warehousing and transportation services. 

Customer Service Experience 

As part of Hala’s management organization structure, its contracts managers focus on 

ensuring a seamless experience to new clients, all supported and underwritten by a 

comprehensive SLA; contract manager duties include: 

 Setting up vendor and supplier registration 

 Finalizing legal contract documents and exchange of related official documents 

 Setting up communication plans and alerting internal stakeholders 

 Delivering after-sale customer service, conducting customer satisfaction surveys, 

and handling any customer complaints 

 Conducting regular business review (BR) meetings with clients to gauge customer 

satisfaction, improve service levels, and develop the business relationship  
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These dedicated contract managers serve as a key point of contact between the company 

and the customer, and ensure there is no deviation to Hala’s procedures, thus further 

enhancing client satisfaction. 

Hala Supply Chain Services offers its customers access to over 2,000 trucks through sub-

contracts with 25 transport companies in the region - whereas its direct competitors are 

able to provide access no more than 1,000 trucks to their customers. This advantage 

makes Hala Supply Chain Services truly stand out in the market. Moving forward, Hala 

Supply Chain Services is also planning to launch an Uber-like application for trucks later in 

2019, which would enable customers to book any type of truck at any time on-demand 

within the region.  

Brand Equity 

Hala Supply Chain Services was established in 2003. Since then, the company has grown 

quite immensely and is recognized for offering quality supply chain services at a 

competitive price. The company’s referral market bears testimony to this, as its core focus 

market is the Kingdome of Saudi Arabia.   

Whilst most logistics players are facing challenges in tackling the increasing competition, 

Hala has managed to record y-o-y growth of more than 5%. This includes new businesses 

as well as cross-selling with its existing clients. This exponential growth is the outcome of 

the superior customer-centric solutions the company offers. 

Market differentiator: Records management solutions 

In order to maintain completive advantage, Hala Supply Chain Services offers secured 

storage solutions for documents such as original deeds, wills, trusts, contracts, patents, 

and other notarized and certified records. Hala Supply Chain’s climate controlled facilities 

act as an ideal storage option for its Clients with electronic and physical archiving of 

documents and records, meeting international standards.  

As a part of records management, the company provides services such as physical 

archiving, electronic archiving, media vaulting management and storage, and confidential 

documents destruction. Hala Supply Chain caters these services to a wide range of 

industry sectors including insurance, banking, government, industrial, educational, 

entertainment, petrochemical, telecommunications, healthcare, hotels and others. 

Hala Supply Chain’s process oriented records solutions management enables its clients to 

store and organize their records through automated barcode system. It also facilitates 

access to records at optimum speed with the possibility of monitoring records by 

establishing an appropriate schedule for maintaining classified records based on their 

retention periods. 
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Key highlights of Hala Supply Chain Services in 2018: 

• New Jeddah 35,000 Pallet Position Facility inaugurated in early 2018, achieved 

70% utilization in Q3 2018 

• Increased Dammam Warehousing area by 25%  

• Completed 3 stock count projects in Jubail on time and with high accuracy; over 

150,000 line items and 100,000 SQM of warehouses covered 

• Revamp of the warehouses for ―The Private Affairs of the Custodian of the Two Holy 

Mosques‖. 

Hala treats its brand name and reputation as sacred and a matter of great pride; as such, 

Frost & Sullivan recognizes how the company never compromises on service quality and 

customer satisfaction in order to maintain and strengthen its brand equity. 

 

Conclusion 

Hala Supply Chain Services offers a one-stop supply chain solution from sourcing, freight, 

clearance, transport, and warehousing to serve clients within any industry. The company 

has access to over 2,000 trucks through sub-contracts, which allows great versatility and 

the best customer experience for its clients at competitive prices.  

When most of the logistics players in the region are struggling to thrive in the market, 

Hala has shown exponential growth through its strategic technology and operational 

growth achievements, with plans to rapidly expand and add over 80,000 square meters of 

warehousing space by 2020. Its holistic approach stretches beyond operational excellence 

and assists customers in making strategic decisions by considering their logistics costs and 

unique service requirements.  

Therefore, Frost & Sullivan recognizes Hala Supply Chain Services with the 2019 Frost & 

Sullivan Company of the Year Award. 
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Significance of Company of the Year  

To receive the Frost & Sullivan Company of the Year Award requires a market participant 

to demonstrate excellence in growth, innovation, and leadership. This excellence typically 

translates into superior performance in three key areas—demand generation, brand 

development, and competitive positioning—that serve as the foundation of a company’s 

future success and prepare it to deliver on the 2 factors that define the Company of the 

Year Award: Visionary Innovation and Performance, and Customer Impact).  

 

Understanding Company of the Year 

Driving demand, brand strength, and competitive differentiation all play critical roles in 

delivering unique value to customers. This three-fold focus, however, must ideally be 

complemented by an equally rigorous focus on Visionary Innovation and Performance to 

enhance Customer Impact.  
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Key Benchmarking Criteria 

For the Company of the Year Award, Frost & Sullivan analysts independently evaluated 

each factor according to the criteria identified below.  

Visionary Innovation and Performance 

 Criterion 1: Addressing Unmet Needs 

 Criterion 2: Visionary Scenarios through Mega Trends 

 Criterion 3: Implementation of Best Practices 

 Criterion 4: Blue Ocean Strategy 

 Criterion 5: Financial Performance 

Customer Impact 

 Criterion 1: Price/Performance Value 

 Criterion 2: Customer Purchase Experience 

 Criterion 3: Customer Ownership Experience 

 Criterion 4: Customer Service Experience 

Criterion 5: Brand Equity 

Best Practices Award Analysis for Hala Supply Chain 
Services 

Decision Support Scorecard 

To support its evaluation of best practices across multiple business performance 

categories, Frost & Sullivan employs a customized Decision Support Scorecard. This tool 

allows research and consulting teams to objectively analyze performance according to the 

key benchmarking criteria listed in the previous section, and to assign ratings on that 

basis. The tool follows a 10-point scale that allows for nuances in performance evaluation. 

Ratings guidelines are illustrated below. 

RATINGS GUIDELINES 

 

The Decision Support Scorecard considers Visionary Innovation and Performance and 

Customer Impact (i.e., the overarching categories for all 10 benchmarking criteria; the 

definitions for each criterion are provided beneath the scorecard). The research team 

confirms the veracity of this weighted scorecard through sensitivity analysis, which 

confirms that small changes to the ratings for a specific criterion do not lead to a 

significant change in the overall relative rankings of the companies. 
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The results of this analysis are shown below. To remain unbiased and to protect the 

interests of all organizations reviewed, Frost & Sullivan has chosen to refer to the other 

key participants as Competitor 2 and Competitor 3. 

Measurement of 1–10 (1 = poor; 10 = excellent)  

Company of the Year 

Visionary 

Innovation & 

Performance  

Customer 

Impact Average Rating 

    

Hala Supply Chain Services 9.0 9.0 9.0 

Competitor 2 8.0 7.0 7.5 

Competitor 3 6.0 6.0 6.0 

Visionary Innovation & Performance  

Criterion 1: Addressing Unmet Needs 

Requirement: Implementing a robust process to continuously unearth customers’ unmet 

or underserved needs, and creating the products or solutions to address them effectively.  

Criterion 2: Visionary Scenarios through Mega Trends 

Requirement: Incorporating long-range, macro-level scenarios into the innovation 

strategy, thereby enabling first-to-market growth opportunity solutions. 

Criterion 3: Implementation of Best Practices 

Requirement: Best-in-class strategy implementation characterized by processes, tools, or 

activities that generate a consistent and repeatable level of success. 

Criterion 4: Blue Ocean Strategy 

Requirement: Strategic focus on creating a leadership position in a potentially uncontested 

market space, manifested by stiff barriers to entry for competitors. 

Criterion 5: Financial Performance 

Requirement: Strong overall business performance in terms of revenue, revenue growth, 

operating margin, and other key financial metrics. 

Customer Impact  

Criterion 1: Price/Performance Value  

Requirement: Products or services offer the best value for the price compared to similar 

offerings in the market. 

Criterion 2: Customer Purchase Experience  

Requirement: Customers feel they are buying the optimal solution that addresses both 

their unique needs and their unique constraints.  

Criterion 3: Customer Ownership Experience 

Requirement: Customers are proud to own the company’s product or service and have a 

positive experience throughout the life of the product or service. 
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Criterion 4: Customer Service Experience 

Requirement: Customer service is accessible, fast, stress-free, and of high quality. 

Criterion 5: Brand Equity 

Requirement: Customers have a positive view of the brand and exhibit high brand loyalty. 

Decision Support Matrix 

Once all companies have been evaluated according to the Decision Support Scorecard, 

analysts then position the candidates on the matrix shown below, enabling them to 

visualize which companies are truly breakthrough and which ones are not yet operating at 

best-in-class levels. 

 

  High 

Low 

Low High 

C
u

s
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m
e
r
 I

m
p

a
c
t 

Visionary Innovation and Performance 

Hala Supply 
Chain Services 

Competitor 2 

Competitor 3 
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Best Practices Recognition: 10 Steps to Researching, 
Identifying, and Recognizing Best Practices  

Frost & Sullivan analysts follow a 10-step process to evaluate Award candidates and 

assess their fit with select best practice criteria. The reputation and integrity of the 

Awards are based on close adherence to this process. 

STEP OBJECTIVE KEY ACTIVITIES OUTPUT 

1 
Monitor, 
target, and 
screen 

Identify Award recipient 
candidates from around the 
world 

 Conduct in-depth industry 
research 

 Identify emerging industries 

 Scan multiple regions 

Pipeline of candidates that 
potentially meet all best 
practices criteria 

2 
Perform  
360-degree 
research 

Perform comprehensive, 
360-degree research on all 
candidates in the pipeline 

 Interview thought leaders 
and industry practitioners  

 Assess candidates’ fit with 
best practices criteria 

 Rank all candidates 

Matrix positioning of all 
candidates’ performance 
relative to one another  

3 

Invite 
thought 
leadership in 
best 
practices 

Perform in-depth 
examination of all candidates 

 Confirm best practices 
criteria 

 Examine eligibility of all 
candidates 

 Identify any information gaps  

Detailed profiles of all 
ranked candidates 

4 

Initiate 
research 
director 
review 

Conduct an unbiased 
evaluation of all candidate 
profiles 

 Brainstorm ranking options 
 Invite multiple perspectives 

on candidates’ performance 
 Update candidate profiles  

Final prioritization of all 
eligible candidates and 
companion best practices 
positioning paper 

5 

Assemble 
panel of 
industry 
experts 

Present findings to an expert 
panel of industry thought 
leaders 

 Share findings 
 Strengthen cases for 

candidate eligibility 
 Prioritize candidates 

Refined list of prioritized 
Award candidates 

6 

Conduct 
global 
industry 
review 

Build consensus on Award 
candidates’ eligibility 

 Hold global team meeting to 
review all candidates 

 Pressure-test fit with criteria 
 Confirm inclusion of all 

eligible candidates 

Final list of eligible Award 
candidates, representing 
success stories worldwide 

7 
Perform 
quality check 

Develop official Award 
consideration materials  

 Perform final performance 
benchmarking activities 

 Write nominations 
 Perform quality review 

High-quality, accurate, and 
creative presentation of 
nominees’ successes 

8 

Reconnect 
with panel of 
industry 
experts 

Finalize the selection of the 
best practices Award 
recipient 

 Review analysis with panel 
 Build consensus 
 Select winner 

Decision on which company 
performs best against all 
best practices criteria 

9 
Communicate 
recognition 

Inform Award recipient of 
recognition  

 Present Award to the CEO 
 Inspire the organization for 

continued success 
 Celebrate the recipient’s 

performance 

Announcement of Award 
and plan for how recipient 
can use the Award to 
enhance the brand 

10 
Take 
strategic 
action 

Upon licensing, company 
able to share Award news 
with stakeholders and 
customers 

 Coordinate media outreach 
 Design a marketing plan 
 Assess Award’s role in 

strategic planning 

Widespread awareness of 
recipient’s Award status 
among investors, media 
personnel, and employees  
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The Intersection between 360-Degree Research and Best 
Practices Awards 

Research Methodology  

Frost & Sullivan’s 360-degree research 

methodology represents the analytical 

rigor of the research process. It offers a 

360-degree view of industry challenges, 

trends, and issues by integrating all 7 of 

Frost & Sullivan’s research methodologies. 

Too often companies make important 

growth decisions based on a narrow 

understanding of their environment, 

resulting in errors of both omission and 

commission. Successful growth strategies 

are founded on a thorough understanding 

of market, technical, economic, financial, 

customer, best practices, and demographic 

analyses. The integration of these research 

disciplines into the 360-degree research 

methodology provides an evaluation 

platform for benchmarking industry 

participants and for identifying those performing at best-in-class levels. 

About Frost & Sullivan  

Frost & Sullivan, the Growth Partnership Company, helps clients accelerate growth and 

achieve best-in-class positions in growth, innovation, and leadership. The company's 

Growth Partnership Service provides the CEO and the CEO's growth team with disciplined 

research and best practices models to drive the generation, evaluation, and 

implementation of powerful growth strategies. Frost & Sullivan leverages nearly 60 years 

of experience in partnering with Global 1000 companies, emerging businesses, and the 

investment community from 45 offices on 6 continents. To join Frost & Sullivan’s Growth 

Partnership, visit http://www.frost.com. 

360-DEGREE RESEARCH: SEEING ORDER IN 

THE CHAOS 
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