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EXECUTIVE SUMMARY 

A transportation preliminary study for Irbid Development Area (IDA) has been developed 

considering the current demand issues of two Business Process Outsourcing (BPO) 

companies, namely CrystelCall and Extensya. The demographics of Irbid and the Northern 

Governorates was also evaluated in addition to the current transportation modalities and an 

operational model was concluded. The operational model benefits from the availability of 

Irbid to IDA and Amman to IDA public transportation as a primary modality in addition to the 

necessity of providing additional transportation through either ownership or subcontracting. 

In all cases, a financial model was developed taking the current realities into consideration 

and the outcome proved to be more economical than what companies are currently paying 

their employees as a stipend for transportation, in addition to the added benefit of IDA 

offering a service to its companies to entice them to invest in IDA. 
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INTRODUCTION 

Irbid Development Area (IDA), a part of the Northern Development Corporation (NDC)  is 

adjacent to the Jordan University of Science and technology (JUST) which encompasses the 

King Abdullah University Hospital, which serves the one million inhabitants and its 

surroundings. The 3.2sqm development area (located 20 kilometer east of Irbid city and 80 

km north of Amman is earmarked for IT outsourcing, healthcare, professional services, 

middle and back offices and research and development. 

IDA was established to utilize the existing pool of resources in the area, benefit from the 

legal and regulatory framework underpinned by the development areas law, harness 

Jordan’s galloping IT and healthcare sectors and reinvent a modern lifestyle to Irbid’s 50,000 

students and one million residents. IDA has started attracting Business Process Outsourcing 

(BPO) companies in Jordan and as part of its vision, IDA will host community services, 

amenities and housing.  

As a fundamental requirement for investment and operation, transportation of employees is 

at the cornerstone of needs for companies in any Zone in Jordan. This has proven to be a 

point of contention as Public Transportation in Jordan is still under development and does 

not offer the viability and flexibility for the transportation of employees. To that effect, 

numerous companies have opted to invest in their own transportation fleet to serve its needs 

in the absence of national transportation modalities that offer reliable and safe 

transportation, especially for companies that need a 24/7 service. Such a service is expected 

to be the norm in IDA as most BPO companies have to accommodate the operational times 

of their clients who very well may be located on the other side of the world on a very different 

time zone. 

This study has been developed by support of USAID to IDA and as identified by IDA 

leadership, transportation is an issue that is needed to be studied. This report looks at the 

possibilities of transportation modalities to IDA and develops recommendations based on the 

study. The report is broken into 5 sections, looking at demand, supply, operational 

possibilities, financial ramifications and recommendations. 
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DEMAND CONDITIONS 

As of the time of this study, two BPO companies have been identified as tenants at IDA. The 

first is CrystelCall, which operates a Call center in Amman serving the region and the 

second is Extensya which is a more elaborate BPO center offering professional services to 

the region and North America. 

CrystelCall has around 70 employees broken into three main shifts as follows: 

 

Shift A 

 

8:00  to 17:00 

Shift B 

 

17:00  to 1:00 

Shift C 

 

23:00  to 8:00 

25 40 5 
Table “1”: CrystelCall staff and main shifts in the Amman Office 

 

Moreover in an interview1 , executives stressed that they have 27 shifts in the Amman office 

and not just the main three, but this is a matter of availability of the people and can change 

accordingly to employee schedules. Also most employees are fresh gradates and supplied 

by the Business Development Center (BDC).The company also offers 50 JD transportation 

allowance only for shift “B” employees and will be targeting students from Irbid Universities. 

Moreover, employee turnover is very high at 5-10 employees a month. Finally, current 

employees are mainly from Amman (60), Zarka (7) and Irbid (3). 

On the other hand, Extensya, presented a totally different story and confirmed the following2:  

• Employees in Amman are over 100 

• Irbid is still under study 

• As a start, maybe 10 employees who are from Irbid COULD be relocated to Irbid 

• The number of employees depends on new business that COULD come with a 

potential maximum of 100 

• They have no idea about how many and what shift times are expected as they work 

according to time schedules. 

• They will be targeting Irbid students and residents. 

 

The following conclusion can be developed from the above two companies: 

• The expected number of employees at IDA cannot be determined accurately from the 

above two companies as it varies from a possible 20 to over 200. 

• The need for flexibility is very important and transportation will have to operate on a 

24/7 basis. 

• Irbid residents and Irbid Universities students will be a prime target. 

                                                 
1
 Interview 17 November 2009, with the COO and Commercial Director 

2
 Interview November 2009,  with HR director 
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NORTHERN JORDAN DEMOGRAPHICS 

In understanding the potential human Resources supply to IDA, it stands to reason that the 

Northern Governorates are targeted. This in essence means, Irbid, Ajloun, Jerash, Balqa 

and Mafraq. However, Amman and Zarqa are also major suppliers, which could be taken 

into consideration. 

In terms of supply, the following statistics are worth noting: 

Statistic3 Irbid Ajloun Jerash Mafraq Balqa 

Population  997,000 129,000 168,000 263,000 375,000 

% Urban Population  83% 76% 63% 39% 72% 

% unemployed of the 

Population 

15.6% 18.1% 15.5% 16.9% 14.1% 

Diploma & Bachelors % 

of the Population 

15.1% 12.7% 15.7% 10.4% 18.2% 

Table 2: demographic statistics 

Since English and Computer skills are important, only those with a diploma and a Bachelors 

degree were considered potential applicants. Accordingly, as a calculation from the above 

statistics, the following numbers can be used as an indicator of the potential Human 

resources supply in each of non rural, from the unemployed people in the Governorates. 

 

Statistic Irbid Ajloun Jerash Mafraq Balqa 

Unemployed Urban 

population 

20,610 2,250 2,575 1,800 6,925 

Percentage 60.3% 6.6% 7.5% 5.3% 20.3% 

Table 3: HR supply 

Just in comparison, the equivalent numbers in Amman and Zarqa are 53,385 and 13,480 

respectively. The above data also gives an indication of the viability of Irbid as a Human 

Resources supplier and hence the potential success of HR extensive services such as call 

centers and BPO companies. 

Accordingly, it is very likely that the main supply of HR will be from Irbid as opposed to other 

locations with the exception of Amman and to a lesser extent Zarqa and Balqa. 

This information should be taken into consideration when looking at a transportation dynamic 

and the routes that are of importance are accordingly defined as the following: 

1. Irbid to JUST / IDA / King Abdullah Hospital (KAH) (JUST, KAH are neighbors to IDA) 

2. Ajloun to Irbid / JUST 

3. Jerash to Irbid / JUST 

4. Mafraq to irbid / JUST 

5. Salt to Irbid / JUST 

6. Amman to Irbid / JUST 

                                                 
3
 Department of Statistics,  “Kingdom indices” 2007 
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This justifies having a transportation dynamic that revolves around Irbid and JUST 

depending on the supply dynamics of available transportation modalities. Irbid could be 

viewed as a main Hub with transportation coming to Irbid from the main Governorates and 

Amman and then proceeding to IDA/JUST/KAH, if a direct route is unavailable. 

SUPPLY OPTIONS 

In this section, the results of investigating all the possible and relevant options for 

transportation are presented, taking the above demographics data into consideration. The 

transportation modalities under investigation herewith are as follows: 

1. Public Transportation 
2. Private rental companies 
3. Transportation fleet ownership 

 

PUBLIC TRANSPORTATION 

What is meant by Public Transportation is the use of buses operating on Public 

Transportation Routes. These buses could be government owned or owned by companies 

who subcontract the routes from the government in a public tender process. The second 

modality is the more applicable one4 and can operate in a responsible manner following 

transparent and published frequencies and times on specific routes. The routes in question 

have been investigated and are operated by the following companies; the Jordan Express 

Tourist Transportation (JETT), Al-Orouba, Hijazi and Al-Haq. 

According to the Public Transportation Regulatory Commission (PTRC), the following lines 

are operated by the following Companies: 

Line 
Operating 

Company 
Leaving Hub Arrival Hub 

Amman – Irbid - 

Yarmouk Univ. 
Hijazi 

North Hub 

(Tabarbour) 

New Amman 

Hub (Irbid) 

Amman - JUST Al-Orouba 
North Hub 

(Tabarbour) 
JUST 

Irbid – JUST Al-Orouba 
Sheikh Khalil 

(Irbid) 
JUST 

Irbid - KAH Al-Haq 
New Amman 

Hub (Irbid) 
KAH 

Ajloun – JUST Al-Orouba Ajloun Hub JUST 

Jerash – JUST Al-Orouba 
Jerash new 

Hub 
JUST 

Salt – JUST Al-Orouba Salt Hub JUST 

Mafraq – JUST Al-Orouba Mafraq Hub JUST 
Table 4: Lines and operating Companies 

Moreover, these lines have the following frequencies: 

                                                 
4
 According to PTRC Director , interview November, 2009 
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Line 
Leaving 

Hub 

Arrival 

Hub 

Going 

Trips per 

weekday 

(hours) 

Coming 

Trips per 

weekday 

(Hours) 

Going 

Trips per 

weekend 

(hours) 

Coming 

Trips per 

weekend 

(Hours) 

Amman – 

Irbid -

Yarmouk 

Univ. 

North Hub 

(Tabarbour) 

New 

Amman 

Hub 

(Irbid) 

48 

06:00–

20:30 

48 

06:00-

20:30 

12 

08:00-

20:30 

12 

08:00-

20:30 

Amman - 

JUST 

North Hub 

(Tabarbour) 
JUST 

18 

06:30-

12:00 

20 

12:00-

18:10 

0 0 

Irbid – JUST 
Sheikh 

Khalil (Irbid) 
JUST 

21 

07:00-

12:30 

21 

12:30-

18:00 

0 0 

Irbid - KAH 

New 

Amman 

Hub (Irbid) 

KAH 

70 

06:00-

22:00 

70 

06:00-

22:00 

17 

06:00-

22:00 

16 

06:00-

22:00 

Ajloun – JUST Ajloun Hub JUST 

9 

07:00-

12:00 

9 

12:00-

17:00 

0 0 

Jerash – 

JUST 

Jerash new 

Hub 
JUST 

9 

07:00-

12:00 

9 

12:30-

17:00 

0 0 

Salt – JUST Salt Hub JUST 

N/A due 

to low 

numbers 

N/A due 

to low 

numbers 

0 0 

Mafrraq – 

JUST 
Mafraq Hub JUST 

1 

N/A 

1 

N/A 
0 0 

Table 5: Lines and frequencies 

 

From the above tables, it is evident that the only supportive Public transportation to the 

needs of IDA are within the Amman Route to Irbid (New Amman Hub) and then from the 

same Hub to KAH. Both these lines operate 7 days a week, from 06:00 – 20:30 and 06:00 to 

22:00 respectively on weekdays and 08:00 to 20:30 and 06:00 to 22:00 respectively on 

weekends. The fact that the other Routes are to JUST and since JUST does not operate on 

Saturday and Sunday (Student weekend) then the lines are not operated during those times. 

This could be an issue to take up with the operating companies when IDA develops enough 

employees to support the transportation companies operation on these routes during the 

weekends.  

Accordingly, These big buses operating in conformance with a schedule are the more 

reliable option. Upon investigation5, Amman to JUST transportation costs around 1.7 JD per 

student per trip from Amman to JUST with packages available for 100 and 200 trips which 

have been used by students at a reduced rate, thus dropping the price to around 1.53 JD per 

                                                 
5
 Meeting with AGM, technical affairs, November, 2009,  
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student per one way trip. Moreover, the trips from the New Amman Hub (Irbid) to KAH and 

the Sheikh Khalil Hub to JUST cost 0.40-0.45 JD per person per one way trip.  

It has to be said that the Public Transportation routes that are subcontracted serve Irbid from 

Amman, Mafrq, Ajloun and Jerash in a good manner. Moreover, Irbid to JUST or to the King 

Abdullah Hospital, which are just across from IDA are also well served. The transportation 

sheets of the main routes operating as Public transport to Irbid and JUST are shown in 

Appendix 1, and these reflect the actual details of the frequencies on a per time basis. In a 

meeting with the Public Transportation Regulatory Commission (PTRC) Director, it was 

pointed out that the routes that are operated by companies in contract with PTRC are an 

available option and it would be very difficult to establish a new route by the PTRC which is 

supposed to subcontract Routes for use by the Public and NOT specifically designed to 

serve a Private Entity, especially if the numbers of people do not justify the route. Moreover, 

the PTRC Director stressed that the PTRC may not be able to offer the solution and that 

either owning its own fleet or subcontracting a transportation rental company will prove to be 

the better, more flexible solution. 

The other possibilities are buses operating on routes but are operated by individuals; These 

litter the landscape with their large number and mainly comprise of buses who carry 23-26 

passengers. The problem with these buses is that they are erratic in operation and can be 

considered a road hazard for IDA companies. Moreover, according to a straw poll of 

students using the Amman – JUST route, these smaller buses are only used in the odd 

cases as they do not conform to any schedule nor are they considered dependable on the 

long run.  

One final option that was discussed in general terms was the possibility of using the JUST 

buses. However, this possibility is directly relevant to the fact that JUST does not operate on 

weekends and accordingly this would pose a problem. At this time, it was deemed a detail 

that does not add substantially to the issues and is left to be evaluated at a later stage if 

needed. 
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PRIVATE RENTAL COMPANIES 

There are numerous private rental companies in Jordan. Two companies were interviewed, 

the first, Awaser6 operates 14 buses of Chinese origin manufactured in 2007 and has a 

small scale operation, yet at the time of interview, all of its buses were rented out to Hajj trips 

barring one which was being branded and rented out to Royal Jordanian Airlines. As to 

cooperation with IDA, the GM stressed that they would be very happy to cooperate and rent 

them their buses, but would not be able to manage the transportation function for IDA in the 

case IDA decides to operate its own fleet. 

On the other hand in meeting with JETT7, who have 65 large (49 passengers) transportation 

buses and 165 buses for tourism transportation is a Public Shareholding company with a 

very high credibility rating and experience in transportation to the North and South of the 

Kingdom. JETT has 60-70 trips from Amman to Irbid on a daily basis using 10 buses. All of 

the JETT buses are of European origin, mainly Mercedes, and they have been upgrading 

their buses to ensure a fully modern fleet in operation in the coming 2 years. Moreover, 

JETT was very happy to cooperate with IDA as a private rental company and when asked if 

they are willing to Manage buses owned by IDA, the answer was affirmative based on an 

agreed plan of price and technical issues. It has to be said that JETT have a sizeable bus 

maintenance facility on the Amman-Zarqa highway and they utilize preventive maintenance 

techniques to ensure reliability and availability of their buses. 

  

                                                 
6
 Interview 17 November 2009, GM  at Abu Alanda company Garage 

7
 Interview, AGM, November 2009 
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TRANSPORTATION FLEET OWNERSHIP 

The issue of owning a transportation fleet is a matter that comes to mind when evaluating 

the needs for IDA transportation. The two main factors are the number of employees using 

the buses and the fact that transportation is needed on a 24/7 basis. 

Moreover, employers such as Extensya and CrystelCall are very aware of the needs of their 

employees and the associated costs accordingly, they will align their needs with the best 

possible cost scenarios in transportation. This would mean that the shift times that are not 

covered by Public transportation will be covered either by a monthly transportation stipend 

as they are doing currently for specific shifts, (CrystelCall pays 50 JD for shift B employees 

per month), which would be a logical perception as the highest amount they may be willing 

to pay for a transportation company to transport their employees. This gives the possibility of 

own fleet ownership a totally financial fact. Moreover, the fact that Irbid – IDA (Or 

thereabout) is well covered by Public transportation and hence it only leaves the 22:00 – 

06:00 window. This entails that depending on the number of employees working and the shift 

system they are adhering to which at this time is chaotic, IDA may simply need to operate 

one 23 passenger bus on a scheduled or as per needed frequency between the Irbid HUBs 

and IDA. Accordingly, this could be a viable option. 
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OPERATIONAL POSSIBILITIES 

At this time and based on the demand profile, it is difficult to evaluate a serious need for 

transportation. However, the following facts remain as the key issues that would need to be 

resolved by IDA or the employing companies within IDA. 

1. Public Transportation from Irbid to IDA is available and frequent enough to operate 

within the 06:00 –  22:00  

2. There is a need for 22:00 – 06:00 operation which could be done in one of two ways 

a. IDA or companies own a bus/buses 

b. IDA or companies contract a private transportation company. 

Moreover, in transportation, the unit of cost is not the seat but rather the bus itself which 

should be fully utilized for minimum cost per seat. This is an issue in the case that there are 

not many users of a bus and it has to continuously shuttle between locations. The financial 

ramifications could be substantial and hence make bus ownership not a viable solution.  
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FINANCIAL RAMIFICATIONS 

As indicated above the two possible options are for IDA to purchase a bus/buses and /or to 

rent one from the private companies. In all cases the following financial scenario shall be 

used to evaluate the viability of transportation and hence the model could become the 

reference from which to budget the cost provided from a private transportation company. 

The following assumptions shall be used: 

In 2010, the total employees using the IDA buses shall be 100 spread between the 22:00 – 

06:00 hours. This in essence reflects a very possible scenario of having over 300 employees 

at IDA in 2010. 

The distance between the “New Amman Hub” in Irbid and IDA is around 14 Km as shown in 

the figure below. 

 
Figure 1: “New Amman Hub”, Irbid, IDA map 

Such a trip at an average speed of 60 Km /hr would take around 14 minutes of driving add to 
it would be stops on traffic lights and possible congestion, which would raise the time to 
around 20 minutes and giving some time for people to get on and off the bus so a total trip 
would take around 30 minutes in total. 

This would mean that from 22:00 – 06:00 the bus would need to make 16 trips which 
translates to be 224 Km per day at 80 Km per 20 Liter of fuel, the bus would need around 60 
Liters of Diesel per day and with Diesel at 0.45 JD/liter would translate into 27 JD/day of Fuel 
which would translate into 8.1 JD per person per month or 0.27 JD per person per trip. The 
interesting thing is that this 23 passenger bus would be able to carry 23 passengers every 
30 minutes, which would reflect a full possibility of carrying 368 people for the night shift 
which would constitute around 1000 employees at the IDA companies. 

The sheets In Appendix 2 reflect a financial model covering 5 years of operation for a single 
bus. It shows that the numbers are very favorable even at 30 JD per employee per month. 
The actual cost at the end of the day for the bus including all staff is around 24- 24.5 JD per 
employee per month taking into consideration around 100 employees for a single bus at the 
night shift. 
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CONCLUSIONS AND RECOMMENDATIONS 

The transportation issue to IDA using public transportation in addition to either renting or 
buying a new bus with customs duties has been investigated. The conclusion, is that  

1. The public transportation availability and modalities within Irbid and from Amman to 

Irbid are commendable for IDA and would only leave the night shift (22:00 – 06:00) in 

need for another modality,  

2. The recommended modality would be that IDA purchases the bus and offers the 

service to its companies at around 30 JD per month per employee, This would be 

very sufficient to those residing in Irbid and would Brand IDA as a service supplier. It 

also was reflected that IDA could make some money through its transportation 

service, especially that companies in Amman are paying their employees 50 JD per 

month for transportation. One point to consider is that the cost for daytime 

transportation is around 13.5 JD per month using Public Transportation. 

3. Moreover, as a transportation model and taking demographics into consideration, the 

recommended operational model would be to operate from within Irbid (the New 

Amman Hub) to IDA. 

4. Companies operating within IDA can organize themselves to utilize the large supply 

of employees from Irbid. The other potential supply areas would be mainly Salt and 

Amman. However, Irbid has a large enough supply of students and fresh graduates 

from Yarmouk University, JUST, and the other Universities on the outskirts of Irbid 

and Jerash. 

5. There is no need for IDA to think about establishing a transportation company at the 

moment. Accordingly, there are no legal issues that need to be taken into 

consideration as the recommended solution would be similar to any company having 

their own bus to get employees to/from work and accordingly this activity would not 

be labeled as Public transportation but rather private transportation. 
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APPENDICES 

APPENDIX 1: TRANSPORTATION ROUTES FROM PTRC OPERATING TO JUST, 

IRBID, YARMOUK UNIVERSITY AND KING ABDULLAH HOSPITAL. 

Source: http://193.188.64.74/gis_frame/Frequency/  
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APPENDIX 2: FINANCIAL MODEL 

Source: Structure Consulting, price quote from Bus companies 2009 

on 
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APPENDIX 3:  

1- STAKEHOLDER QUESTIONNAIRER  

IDA Transportation Questionnaire 

 (TAO 10/2009) 

Demand interview form 

Date:  Time:  

Interviewee 
/ Position: 

 
Location:  

 

 

1. What is the main service/product of your company? 

 

 

2. What is the employee time schedule 

Shift A 

 

Shift B 

 

Shift C 

 

 

3. Are the times of the shifts fixed? 

Yes No Possible times 

Shift A: 

Shift B: 

Shift C: 

 

4. How many employees do you have in each shift 

Shift A 

 

Shift B 

 

Shift C 

 

 

5. Where are your employees from (aggregate Residence) 

For details, Provide questionnaire, request reply from each employee 

 

 

6. Is transportation an issue you worry about? 
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7. What proactive measures are you taking to minimize your transportation costs? 

 

 

8. What are the possible scenarios that you have/are investigating for transportation? 

 

 

9. Have you allocated a budget for your transportation needs? 

Check if they have a JD/employee/month 

 

10. Other comments 

 

 

 

Thank you 

 

Structure Consulting 

Funded by SABEQ 
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2- EMPLOYEE TRASPORTAION QUESTIONNAIRE 
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