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6. Operations and Management 

 

The objective of operations and management is to determine the optimal structure of 

operations and most efficient method of utilization according to the demand estimates for the 

project.  Resources available to the organization, operations of the Service agency in Taiwan 

and relations with Universities in Germany are analyzed.  Process flows for operations and 

marketing activities are detailed as well as a description of the legal regulations concerning 

operations and its implication for the structure of the Agency.  Further structure and 

organization of the human resources needed to run the service agency are addressed.  In 

addition, an analysis of the relations and regulations among supporting parties is detailed. 

 

   Description of operations 

Taiwan is a very densely populated place and has been selected as the first target market.  The 

ambitious entrepreneur already knows and has analyzed its geography and demographics.  It 

is believed that the advantage of the area’s situation could be taken.  Information technology 

has become essential for business and despite the language barrier the internet can be used 

intensively.  In addition, it was convenient to start with the business plan as a thesis topic.  

 

As a structure for the operation before opening, it is important to establish contact with 

professors from targeting fields of study like engineering, music, German language, etc.  For 

promotion, contacts with advertising agencies, production and maintenance of website, 

elaboration of brochures and further advertising materials are all critical.  As an ongoing 

process, exchange programs and collaborative agreements with Taiwanese universities and 

German institutions should be settled. 
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   Human resource and organization 

In the starting phases, operations will run solely by the founder.  However, a significant part 

of customer communications will be done in Chinese.  As long as the company only has a 

handful of clients and requests, this communication can be done by people with a personal 

relationship to the founder.  When the workload for this handling increases to more then five 

hours per week, an employee will be mandatory.  This position can be done by a student 

working on a free lance basis paid at an hourly rate.  The costs will be estimated at 400 NTD 

per hour.  The handling of each file should not take more then two hours, of which 

communication in Chinese is supposed to be less then 20 per cent.  Consequently, an 

employee will become necessary starting with a monthly customer base of 10 customers.  

This includes two to three hours per week for initial inquiries.  Referring to the sales 

prediction, the critical number of customers for a hiring process will not be reached within the 

first twelve months of operation.  Since the work of the employee will only be email contact, 

this would be handled as a home office work place where the student has to provide his 

computer on own expenses.  Table 1 shows the estimated costs for salaries in the first three 

years of operation. 

 

Table 5, Wage structure 

 

Wage structure  
    Year 01 Year 02 Year 03 

Monthly wages    
Employee in Taipei 25,000 35,000 40,000 
Free lance worker  8,000 10,000 
Total Monthly Wages 25,000 43,000 50,000 
Annual Wages 300,000 516,000 600,000 

 

 

Without a hiring an employee on fixed contract base, expenses for human resources will not 

occur as fixed costs.  
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   Costs of operation 

The operating costs are considered costs of the start-up phase and afterwards are established 

as fixed and variable costs.  

 

Development 

The upfront costs incurred when setting up the business are written according to the 

investment plan and amount to 208,500 NTD, as seen in table 2.  Assuming that the 

entrepreneur will provide his own home office equipment, the starting costs can remain very 

low.  The initial marketing expenses to reach potential customers include a website with 

estimated costs of 25,000 NTD.  Further costs are to establish personal contact with 

professors of 2,000 NTD, flyers, brochure, name cards, and posters will cost around 6,000 

NTD. The contacts with media are budgeted of 2,000 NTD. 

 

Table 6, Investment plan 

 

Investment Plan 
   
INVESTMENT ITEM  VALUE
 Office Installation    
   Refurbish and Accommodation   3,000
 Office Equipment    
   Notebook   10,000
   Printer/Copier/Scanner combo   1,000
   Furniture   2,000
   Office Supplies   1,000
 Deferred Investment    
   Organization and registration fees   20,000
   Utilities set up fees   3,000
 Promotion material    
   Website development   25,000
   Printed Media   10,000
 Working Capital (3months)    
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   Wages and Benefit   75,000
   Rent   24,000
   Utilities   16,500
   Promotion expenses   5,000
   Travel   3,000
 Reserve   10,000
 TOTAL   208,500

 

 

 

    Fixed costs 

Fixed costs represent expenses a corporation incurs that remain relatively stable despite 

changes in the level of the company's business activity and productivity. 51  Due to the virtual 

set up of the company, the only fixed costs are those for running the home office.  Since the 

home office is also the private premises of the owner, these costs (rent, utilities, etc.) have to 

be paid under any circumstances can therefore be neglected.  Table 7 displays the costs for 

running the office.  

 
 
Table 7, Office expenses 
 
Office Expenses  
    Year 01 Year 02 Year 03 
Rent  8,000 10,000 15,000 
Utilities     
Communication 3,000 3,300 3,700 
Electricity  2,000 2,100 2,200 
Water  500 520 530 
Total Monthly Expenses 13,500 15,920 21,430 

 
 
 

                                            
51 http://bwnt.businessweek.com/Glossary/definition.asp?DEFCode=F22 
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Variable costs 

In contrast to fixed costs, variable costs represent expenses a corporation incurs that will 

change with that company's level of business activity.52  The variable costs of the agency are 

salary (as discussed in the chapter human resources and organization), costs for 

communication, promotion, and travel expenses.  The monthly expenses in the first year of 

operation are estimated of 30,000 NTD.  The single items can be seen in the cash flow 

statement.  

 

  Supporting parties 

Collaborative agreements will be established between with Universities in Germany and 

Taiwan.  In addition, relationships will be arranged with language schools in Germany and 

Taiwan.  SIDA is in close contact with the German Trade Office and the Deutsche 

Kulturzentrum as was well as the DAAD in Taipei.  Since DAAD is in charge of attracting 

students to Germany and assisting them in their application process, this institution would 

monitor a privately run agency carefully.  If the DAAD were to have objections to the venture, 

this might harm the operation since the DAAD might also express concern towards 

universities.  Therefore the agency will maintain its relationship with German institutions in 

Taipei and prove that the company is not positioned against established official organizations 

showing the integrity of the operational process. 53  Contacts to organizations in mainland 

China are not established yet.  

 

   Process 

The general operation process flows can be categorized as promotional, administrative and 

customer service activities.  To promote services, close contact with universities for 

information about German studies will be established and proposals for agreements set up.  

Professors are identified as key players since students rely on their recommendations of where 
                                            
52  http://bwnt.businessweek.com/Glossary/definition.asp?DEFCode=F22 
53 In reference to meetings with Dr. Stefan Rummel, director DAAD, and Andreas    
    Gursch, deputy director of the German Trade Office.  
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to study which will lead to very obliging treatment.  It is believed that professors encourage 

students to study abroad and therefore their knowledge of our service and point of view 

should be beneficial.  In addition, professors will receive information about Germany and will 

be informed of the opportunity that German students have to study in Taiwan.  For customer 

service, when a potential customer has contacted the firm it will be the company’s policy to 

reply to every email within the same day.  If the communication involves Chinese, then this 

will occur within 24 hours.  As a part of customer service policy, a follow up contact within 

three working days will ensure customers are treated promptly.  Within the first contact the 

potential customer will receive various information regarding studying in Germany and be 

directed to the value added services.  Payment will be strictly in advance.  To gain the 

customer’s trust a money back guarantee will be granted.   

 

   Legal requirements 

SIDA will be established as a sole proprietorship under the name “Study in Deguo Agency” 

by a Taiwanese Citizen. A separate contract between the entrepreneur and the Taiwanese 

citizen will ensure the rights of the founder. The application procedure for the setup of a 

representative office in Taiwan can be found in the appendix.    

 




