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Improvements of logistics service focusing on value factors

utilizing QFD
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**Department of Industrial Management Engineering, MYONGJI University

Abstract

Logistics companies want to be competitive companies in fierce logistics market and are worrying

about securing of differentiated competitiveness for it. The standards judging if logistics industry

maintains the competitiveness are based on the satisfaction of users due to the well—established

service system that can response not only economic feasibility of logistics costs such as transportation

costs, storage costs, unloading charges, information costs, etc. but also diversity and upgradability of

logistics needs. Therefore,

this study focuses on seeking of service quality improvements with

VBSD (Value Based Service Design) model focusing on customer value factors based on Kano model and

QFD based service design approach from angles of customer value improvement and service costs

reduction.
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Logistics customer satisfaction, Logistics service improvement, QFD (Quality Function

Deployment), VBSD(Value Based Service Design)
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CQI : Customer Quality Index
CCT : Customer Cost Index
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<Table 1> Calculation of logistics service quality and customer quality index(CQI)

Ttem Key quality factors (KQF) Impoertanc Rezu“ Wetigh Q| CA@
1 Persons in charge of order are kind 4.23 0O 2 8.46 2.85
2 Ordering procedure is simple 4.42 A 4 17.68 5.95
3 Web system is stable. 4.43 M 1 4.43 1.49
4 It's convenient to search and order products 4.61 A 4 18.44 6.21
5 Products are transported safely 4.79 A 4 19.16 6.45
6 Products are transported exactly 4.55 0 2 9.1 3.07
7 Problems that can be ?rclicn%gi%%dduring the delivery are 4.33 0 2 8.66 209
8 Products are transported without damage 4.68 0] 2 9.36 3.15
9 Logistics costs are systemized and managed. 4.26 0] 2 8.52 2.87
10 Logistics costs are continuously reduced 4.33 O 2 8.66 2.92
11 Products are packed properly 4.38 A 4 17.52 5.90
12 Delivery charges are proper for purchased products 4.41 A 4 17.64 5.94
13 The schedule of delivery is observed 4.39 0O 2 8.78 2.96
14 It guarantees a certain time of delivery 4.35 0] 2 8.7 2.93
15 Transportation accident is quickly solved 4.46 ) 2 8.92 3.00
16 The process to deﬁll1 y\;;h i;r%rést?;rtation accident is 4.32 A 4 17.98 5.82
17 The method to prevent transportation accident is found 4.41 M 1 4.41 1.49
18 The process of product tthrlallgsportation is grasped in 451 A 4 18.04 6.08
19 Customer's special requests are responded properly 4.44 A 4 17.76 5.98
20 The service for customer's characteristics is provided 4.21 ) 2 8.42 2.84
21 The changes of ordering quantity are treated quickly 3.98 M 1 3.98 1.34
22 Customer's requests are reflected rapidly 4.48 (0] 2 8.96 3.02
23 Additional costs are ratilc))]rfl(a)ll1 ufgtrs the return of purchased 4.37 A 4 17.48 5.89
2 The treatment of retu;nrirﬁﬁepurchased products is 453 A 4 18.12 6.10
25 My opinion for aftel;\évfelléccit éQ,grvice is sufficiently 4.91 0 2 8.4 284
& 296.9 100
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<Table 2> Key Quality Factor of PCI(%)

O 11 Detail
Ttem Key Quality Factor (KCF) verd ctars PCI(%)
ratio Ratio
1 Damages for delivery delay 0.07 4.03
2 Damages for incorrect delivery 0.09 5.19
3 Maintenance f:osts of delivery 0.08 161
equipments
4 Transporta Delivery charges 0.06 3.46
) 57.62
5 tion cost Sending costs of delivery status 0.13 7.49
6 Delivery chasing costs 0.11 6.34
C tion for deli
7 ompensa 1o'n or delivery 0.98 16.13
accident
8 Quick service charge 0.18 10.37
9 Damages for product loss 0.32 6.98
10 Siorase Damages for product quality 0.18 399
g change 218
cost
11 Damages for product damage 0.29 6.32
12 Costs of storage management 0.21 4.58
13 ) Packing and labelling costs 0.36 1.53
Packing
il cost Process for flistribution/form 4.25 0.64 979
changing costs
15 Returning costs 0.59 4.67
Recovery
ratio . . 7.92
16 Inspection costs after returning 0.41 3.25
17 Insurance costs 0.13 1.09
18 Interests of facility burdening 0.32 2.69
19 Logistical | Costs of system maintenance 0.11 0.93
information 8.41
20 Delivery computerizing costs 0.12 1.01
21 Delivery automatic costs 0.08 0.67
22 Call center operation costs 0.24 2.02
Sum 100 1 100
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4.3
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