Logistics

Logistics
Logistics
Customer Accommodation

Customer  Focus  Marketing

Customer  Accommodation
Customer Service, Customer Satisfaction, Customer Success

Customer Service  Logistics Value

Customer Service
Customer Service

Customer  Service

Customer Service
7 (Seven Rights)



Customer Service
Availability
Operational Performance
Service Reliability

Availability .

Availability
Availability
- Stock out frequency

- Fll rate

- Order shipped complete

Operation  Performance

(Forecast Demand)

Stock

Product Availability

- Performance Cycle Speed

1
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- Order Cycle Consistency Cycle Time

- Flexibility

- Malfunction Recovery Logistics Operation

(Contingency Plan
and Preventive Action)

Service Reliability Logistics
Availability ~ and  Operational
Performance (Damage for shipment) 1
(Error free invoices), :

Logistics and Supply Chain
Zero Defect, Six-Sigma TOM

Z8ro
Defect



Logistics

Customer Satisfaction

(Expectation)

Customer Expectation
(Service Quality)

Reliability

Responsiveness

Access
Communication
Creditability
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(Perception)

Logistics

(Service Expectation)
10
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Security
Courtesy

Competency
- Tangible

Knowing the customer

(Customer Expectation) Logistics ~ Supply
Chain

Perceived Service & Customer Satisfaction

Service
Quality Approach

(Customer Perception)
(Actual Service)

(Customer Satisfaction and Service Quality)

(Service Quality)



Word of mouth

communications

Requirements

Past Experiencd

Expectation
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Perceptions of

Expectations

- Supply chain Logistics Management, 2002
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Performance
Standards
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Management



Gaps 1: Knowledge

Gaps 2 :Standard

Logistics

(Customer  Expectation)

(Gaps)
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Gaps 3 : Performance

Gaps 4 : Communication

Gaps 5 : Perception

Perceived Performance

Gaps 6 : Satisfaction/Quality

TQV
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Quality Management

(Ann M Brewer & David A
Henster: 2001) (Customer  Satisfaction)!
TQM (Total Quality Management)

(Functional Management) (Customer
Orientation) (Performance  Improvement)
(Quality Management) (Quality Award)

3
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Japanese Deming Prize
American Malcolm Baldrige National Quality Award (MBNQA)
European Quality Award (EQA)

Best in Class
Performance 150 9000 Quality System
1987 1994 2000
(Self Assessment and Auditing)
10 9000 1509000
Deming Prize Union of Japanese Scientist and Engineer (JUSE)
1951 (Excellence) 3
Deming Prize for Individual
Quality Control Award for Factories ( )
Deming Application Prize ( )
1984
The Malcolm Baldrige National Quality Award (MBNQA)
1987 TQM
(Self Assessment)
The American Productivity & Quality Center Benchmarking Award (Award)
Baldrige Award European Quality
Award (Benchmarking)
(Quality Improvement)
The American Productivity and Quality Center (APQC) 1977

(Non-Profit Organization)
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The European Quality Award 1988 4
European Foundation Quality Management (EFQM) '
(Business Excellence) ~ TQM

EFQM (European Foundation for Quality Management)

EFQM 1988 14

" (Excellence)
“A World in which European Organization Excel” 2001

800
(Self Assessment) EFQM Excellence Mokl
(Framework) " '
EFQM Excellence Model 9 5 Enablers
1 1

4 (Results)
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EFOM  Excellence Mokl
(Excellence)

9 10

5 Enablers (Key
Approach)

4 Results (Result)

EFOM Model
Committed to Excellence
(Excellence® EFQM  Excellence
Modkl Area
EFQM Excellence Model RADAR Method
EFQM 9 5
Enablers 4 Results  Enablers

Results Results Enablers
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(Framework)
(Benchmarking)
(Excellence)
(Framework)
(Stakeholder)
(Framework)
FTADAR
Model
9
RADAR  EFQM Modkl
RADAR Results, Approach, Deployment, Assessment, Review
RADAR Scoring
Metrix
Results
Result
Result
(Perception) (Stakeholder)
(Excellence) Results (Trends)
/
(Excellence) (Targets)

(Excellence) (Comparisons)



(Excellence)
(Results)

Enablers

(Excellence)

(Stakeholders)

(Integration)

(Deployment)
J (Excellence)
Area

(Assessment) (Review)
J (Excellence)
(Deployment)
(Measurement)
(Learning)

(Improvement)
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(Scope)
Area



2
3

Excellence Model

EFQM Excellence Model

Area
: , (Sector)
(Maturity)
EFOM Excellence Scheme
1 (Excellence)

Committed to Excellence
Recognized to Excellence
The European Quality Award (EQA)  National Quality Award

EFOM Excellence Model

EFOM Excellence

(Excellence)

EFQOM Excellence Model

24
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European Quality Award

EFQOM Excellence Model
(Excellence)

Committed to Excellence

(Excellence)!

9 Excellence Model
Framework
/ Area

(Commitment)

Committed to Excellence
EFQM Excellence Model
(Platform) European Recognition Scheme
EFQM Excellence Model
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Recognized for Excellence
Best in Class
EFQOM Excellence Model
Approach Area

Committed to Excellence

Recognized for Excellence
The European Quality Award (EQA)

400

The European Quality Award (EQA) National Quality Award
European Quality Award  National

Quality Award

(Self Assessment)

Committed to Excellence Scheme 2

Area

(Self  Assessment)



Area

Area

, Area

90

Area

Area
Area
Area

21
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1,000

EFQM
Enablers : 500
100
80
90
, 0
140
Results 500
200
%0
60
150
(Consultation)
Enablers  Results
Total Quality Management (TQM) Excellence

Result Orientation

(Excellence)

(Stakeholder)
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(Excellence)
(Stakeholcler)

(Excellence)
(Stakeholder)
(Experience & Perception)
(Stakeholcler)

] ! ! ! !

1 (Stakeholcler)

(Customer Focus)

(Excellence)



(Excellence)

(Stakeholcler)

(Excellence)

(Excellence)
1 (Stakeholder)

, (Stakeholder)

(Stakeholder)



(Excellence)

(Excellence)

(Stakeholcler)

(Benchmarking)
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(Excellence)

1
(Stakeholder) ,
, Supplier 2
(Excellence)
(Stakeholcler)
(Stakeholcer)
, Performance
(Self Assessment) EFQM

(Self Assessment)
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(Self - Assessment)
EFQM Excellence Model

(Self  Assessment)
Area

EFOM  Excellence  Model (Self
Assessment)

Area

Criteria
“Good Practice”

(Self Assessment)

(Excellence)



34

(Warehousing and Distribution)

el Barbara K 2001 GMP
David Gillen, 2001 TQM
2 (Benchmarking)

Best inthe Business

Kinnell  Margaret, 1997 Generic -~ Mol
(Benchmark) Information Service
1 (Key Process)
2
3
4, (Gap ~ Analysis
Performance)
)
6. (Best Practice)
Senn, Grard F 1998 4 (Benchmark)

(Healthcare Organization)

Best Practice
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Jorg Krutten, 1999 (Benchmarking)
Key Success Factor Best Practice
(Benchmarking)

Best Practice
(Benchmarking)

2.1 (The steps in benchmarking)

Best performers Gap Improvement Best Consensus Implementation

indication measurement / potential practices building

Mol + Bd  » Ajstedad o i ¢ Reh
tevdiedsn st mdeplmae  ofimomt ayeEto

Iterelly(n -~ Moo conpareble ations MW targes
€N N MAO-Rs rchitalen,
Blardlly which ledto
(ATong conpenes) tese e
Historically practies
< Communication >
- Marketing Health Services 11999
21 (Benchmarking)
Leon F M Ginnis, 2002 (Benchmarking
Warehouse Performance) Benchmark
Warehouse , ,
Transaction

Les Porter ~ Steve Tanner, 19%
(Quality Management) TOM 150 9000, Deming Prize, MBNQA ~ EQA
(Self Assessment)

o )8&
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British Quality Foundation, 1998 European Business Excellence
Model 9
(Quality Management) 2

L Management
Leadership
People Management
Policy & Strategies
Process Management
Resource Management

2. Business Result
People Satisfaction
Customer Satisfaction
Impact on Society
Business Result

Robin - Mann, Oludotun  Adebanjo, 1999 (Self
Assessment) European Business Excellence Model

Top Performance Best
Practice

(Benchmarking)
European Business Excellence Model



3

Logistics Customer Focus

Marketing Customer Accommodation
! 7
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