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The Development of Logistics Service Evaluation Model

Considering Potential Customer Demand Improvement Index

Yong—Hyuk Chang® - Yu—Jin, Cho' - Kyung—Sik Kang"
*Department of Industrial & Management, Myongji University, Yongin

Abstract

Logistics companies are worrying about securing of differential competitiveness so as to be competitive

companies in keen logistics market. The ground is how users are satisfied by sell—established service

system to respond not only economic feasibility of logistics costs but also diversity and advancement of

logistics needs. The competitiveness of logistics companies is also caused by customer satisfaction of

service and only companies finding and satisfying customer needs continuously may be more competitive.

For the competitiveness, it’ s the most important to analyze demands of current and potential customers

and their pursuing value properly. Therefore, this researcher grasped PSL for online logistics service
users with 5—point Likert—scale and quality—level decision method that consider the weighted value based

on Kano model,

measured customer’ s potential Demand for service through PCDI, and suggested

methodology for deciding the priority of the improvement with loss function of Taguchi.
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<Table 1> 5 point Likert scale evaluation

: : Dysfunctional Question
Quality attributes
1 2 3 4 5
1 S (0.33) S (0.5 AL (0.67) AH(0.83) o @
. 2 S 0.5 R (0.67) IH (0.83) I @ MH(1.17)
Functional 3 R (0.67) R (0.83) I (.17) ML(1.33)
Question
4 R (0.83) R (D R (1.17) R (1.33) S (1.5
5 R (D R (1.17) R (1.33) S (1.5 S (1.67)

1. Satisfied, 2. Natural, 3. No feeling, 4. Unevitable, 5. Not satisfied

<Table 2> Loss function and expected loss by classification of quality property value

Quality

characteristics L)
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larger—is—b K 1 30
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<Table 3> Potential Satisfaction Level(P) and PCDI index

PCDI PCD
[tem QA PSL Index Rank

1. Persons in charge of order are kind. @) 0.1856 0.6579 14
2. Ordering procedure is simple. AH 0.2242 0.7328 6
3. Web system is stable. MH 0.0148 0.4019 24
4. Tt" s convenient to search and order products. AL 0.1309 0.751 4
5. Products are delivered safely. AH 0.2132 0.6991 10
6. Products are delivered accurately. 0 0.1365 0.6315 18
7. Problems of delivery are minimized. @) 0.1484 0.6937 11
8. Products are delivered without damage. @) 0.1217 0.6032 19
9. Logistic costs are systematized and managed. 0) 0.1205 0.7418 5
10. Logistic costs are continuously reduced. 0 0.1239 0.5991 20
11. Products are packed properly. AH 0.1573 0.4877 22
12. Delivery charges of the purchased products are proper. AH 0.1981 0.6724 13
13. The schedule of delivery is kept. 0O 0.1598 0.7302 7
14. A certain time of delivery is guaranteed. ) 0.1452 0.7204

15. For transportation accident, it s solve quickly. 0 0.1405 0.7708

16. The process of transportation accident solving is known in detail. AH 0.2114 0.7668 2
17. Methods to prevent transportation accident are found. MH 0.0354 0.4094 23
18. The process of product transportation is grasped at real time. AH 0.1847 0.6427 16
19. Special requests of customers are responded properly. ) 0.1686 0.5947 21
20. Service for customers’ characteristics is provided. ) 0.1502 0.6342 17
21. Changes of ordering quantity are responded quickly. MH 0.0053 0.3142 25
22. Requests of customer are quickly responded. 0] 0.1775 0.6889 12
23. Additional costs for returning products are rational. AH 0.181 0.7037 9
24. The process to return purchased prodoucts is simple. 0 0.1279 0.6564 15
25. My opinion for post—service is sufficiently reflected. AH 0.1888 0.7633 3

QA : Quality Attributes, PSL : Potential Satisfaction Level

3.4.2 §5H g1, R WSEL AR
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o,

b

4. 28 9 E9

Fu) g3} 7lejeAle] B neste] 7]
|



J. Korea Saf. Manag. Sci. Vol. 21 No. 1 March 2019
http://dx.doi.org/10.12812/ksms.2019.21.1.009

ISSN 1229-6783 (Print) 15
ISSN 2288-1484 (Online)

<Table 4> FL; and WSFEI, calculation results by item

tem | Q4 | s | 1| w | o | wem, | "SEL | PO EODI
1. 0 0.1856 7.96 0.80 344,180 273,967 3.98 0.66 180,243
2. AH 0.2242 6.34 0.63 327,440 207,597 3.02 0.73 152,127
3. MH 0.0148 - 1.00 255,620 255,620 3.72 0.40 102,734
4, AL 0.1309 6.72 0.67 334,660 224,892 3.27 0.75 168,894
5. AH 0.2132 7.08 0.71 259,400 183,655 2.67 0.70 128,393
6. 0 0.1365 8.6 0.86 377,000 324,220 4.71 0.63 204,745
7. 0 0.1484 8.16 0.82 394,580 321,977 4.68 0.69 223,356
8. 0 0.1217 8.86 0.89 302,440 267,962 3.90 0.60 161,635
9, 0 0.1205 8.02 0.80 352,980 283,090 4.12 0.74 209,996
10. 0 0.1239 8.16 0.82 290,020 236,656 3.44 0.60 141,781
11. AH 0.1573 6.26 0.63 227,860 142,640 2.07 0.49 69,566
12. AH 0.1981 6.32 0.63 246,980 156,091 2.27 0.67 104,956
13. 0 0.1598 8.28 0.83 307,940 254,974 3.71 0.73 186,182
14, 0 0.1452 8.2 0.82 647,620 531,048 7.72 0.72 382,567
15. 0 0.1405 8.42 0.84 311,440 262,232 3.81 0.77 202,129
16. AH 0.2114 6.34 0.63 232,020 147,101 2.14 0.77 112,797
17. MH 0.0354 - 1.00 362,420 362,420 5.27 0.41 148,375
18. AH 0.1847 8.52 0.85 359,540 306,328 4.45 0.64 196,877
19. 0 0.1686 6.38 0.64 220,180 140,475 2.04 0.59 83,540
20. 0 0.1502 7.92 0.79 363,600 287,971 4.19 0.63 182,631
21. MH 0.0053 - 1.00 489,140 489,140 7.11 0.31 153,688
22. 0 0.1775 8.46 0.85 340,240 287,843 4.19 0.69 198,295
23. AH 0.181 6.24 0.62 543,940 339,419 4.94 0.70 238,849
24. 0 0.1279 8.56 0.86 381,620 326,667 4.75 0.66 214,424
25. AH 0.1888 5.92 0.59 444,740 263,286 3.83 0.76 200,966
ELy 5,880,810 100

QA : Quality Attributes, PSL : Potential Satisfaction Level, I: Importance
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