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Abstract: Quality management is essentially a way of organizing and 
improving the whole organization, every department, every activity and 
every single person at every level. The aim is to continuously improve 
process performance by placing customers at the focal point of 
operations in order to fully satisfy them. It is continuous quest for 
excellence that has to reach every individual within an organization in 
order to make prevention of defects possible and satisfy customers totally 
at all times. 
To deliver customer value, it is essential for firms to thoroughly 
understand and effectively manage different aspects of their logistics 
activities in order to ultimately conform to customer and market 
requirements in a cost – effective manner. 
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INTRODUCTION 
Quality management was first used in manufacturing operations, its 
widespread adoption has gradually been extended to service operations, 
including logistics operations. The principle of quality management are 
applicable and useful for logistics to create customer value at a low price in 
many aspects of logistic activities. These include warehouse management, 
shipment consolidation, logistics information management, order fulfillment 
and processing, carrier selection and production assembly. Similar to 
manufacturing operations, quality management can help firms achieve the 
dual objectives of cost reduction and service improvement in logistics 
activities by the CI ( CI it is about pursuing small, incremental, manageable 
improvements of processes continuously and persistently) of work processes 
thorough procedure design, policy deployment, human resources 
management and a set of quality management toolkits. 
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To deliver customer value, it is essential for firms to thoroughly 
understand and effectively manage different aspects of their logistics 
activities in order to ultimately conform to customer and market 
requirements in a cost- effective manner.  

Quality improvement is meaningless without an understanding of the 
competitive implications of quality. For instance, customers tend to view 
quality primarily in terms of the level of reliability and the associated 
logistic costs, whereas firms tend to view quality from a broader perspective 
embracing such areas as customer service, administration, maintenance, 
storage and information. A clear conceptualization of quality and a 
concerted effort to attain superior quality are important for firms to meet the 
requirements desired by all the parties concerned in performing logistics 
activities. Divergent interpretations of quality and work process 
requirements will obscure organizational directions and compromise efforts 
to improve quality. ( Garvin, 1987). To reach a common quality goal by 
invoking company –wide efforts for quality improvement efforts in logistics 
activities. 

In view of increasing pressure for quality improvements, many firms 
started to embrace its principles for logistic management , in hopes of 
aligning their product/service delivery with customer expectations and 
improving performance.  

The principles of quality management , to a greater or lesser extent, 
incorporate the following: 

- The generating of objective data ( facts) for the systematic 
improvement of work processes and products as a prerequisite 
for taking action; 

- A focus on key problem areas and customer satisfaction; 
- The involvement and empowerment of employees. 
 

MATERIAL AND METHOD 
Quality and quality costs. 
A systems perspective to quality is useful to performance improvements in 
logistics. What is important in the systems view is the management of 
logistics activities and not the individual activities themselves. This view 
helps us understand that the success of any one part depends on what lots of 
other parts do. It should be noted that work does not get done by individuals 
working as independent agents but by processes that individuals work 
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together to execute. The initial step towards quality improvement in 
logistics begins with the people who embody the organization. Questions 
such as the following should be asked by each employee: 
 

- What is my role within the firm? 
- How well do I understand the firm’s logistic activities? 
- Am I able to identify the firm’s expectations of the logistics 

performance? 
- What are the current quality requirements? 
- How can I improve my work performance to increase the firm’s 

performance and customer satisfaction? 
These questions function as a means of identifying how individual 
performance can be improved to enhance customer satisfaction. The 
organizational level of quality improvement is made possible through the 
following steps:  
 

1. Identification 
Identifying customers expectations is possible through the development of 
questionnaires , which are sent to established and potential customers of the 
firm, to survey their opinions in order to create a customer  profile. The 
questionnaire should  focus on determining how well the customer needs are 
currently being satisfied; seeking customer input concerning how the 
product, service or logistics- related activities such as delivery or after sales 
services can be improved upon. 
 Accessing organizational capability. Organizational assessment is a 
prerequisite to establishing overall JIT logistics goals, the capability of 
employees, equipment and systems to meet the higher JIT1 logistics 
standard. Perhaps the most difficult aspect of striving is changing a culture 
that does not support such an endeavour. An organization’s culture is 
pervasive and practiced by all the employees. Firms that focus on achieving 
quick results and high output may be faced with a formidable task of trying 
to put JIT logistics into practice. JIT logistic is as much a part of 
performance as it is an attitude. 
One of the method used shall reflect the followings: 
2. Analysis and measurement .  

                                                
1 JIT = Just in time logistic 
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a. Determine the performance gap factors. 
b. Fundamental performance gap factors include the following: 

- Lack of total commitment 
- Poor organizing and coordinating effort 
- Ineffective communication 
- Disregard of customer expectations 
- Lack of employee motivation 
- No employee motivation 
- No employee ownership 
- Poor relationships with suppliers 
- Poor housekeeping habits 
- Lack of worker visibility 
- Ineffective arrangement of equipment 
- Defective equipment 
- Insufficient training programs  

Solution 
Relating current performance standards with JIT goals. The 

discrepancy that exists between the current performance levels and the JIT 
goals that an organization strives to achieve is known as the “ performance 
gap”. The performance gap exists wherever the performance of one of the 
elements of the system in unable to meet new performance standards. 
Examples include failure of the shipping department to deliver a product on 
time, lack of qualified machine operators, equipment that operates outside 
specified tolerances or an inventory system that fails to coordinate the flow 
of WIP inventories.  
 Bridging the performance gap. The goal of the organization at this 
point is to reduce and eventually eliminate the performance gap. The 
process should commence with the elements identified in the organizational 
assessment, that is, what can be done to improve performance and processes 
to meet the new JIT goals? Many of these deficiencies can be eliminated 
through increasing the level of training, improving communication between 
employees, for example, through employee involvement programs and 
increasing the level of visibility through workplace improvement, and 
seeking commitment from top managers and all the employees. To ensure 
the desired behavior is continued, performance that is compatible with a 
culture supportive of improvement should be recognized. 
Execution 
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 Implementing  the performance improvement system. 
 Implementation of solutions 

- Formulate the performance improvement plan 
- Establish well-defined goals 
- Assign roles to key teams and individuals 
- Develop operational goals 
- \allocate organizational resources 
- Develop contingency plan 

Employees should be involved in identifying the discrepancies that 
constitute the performance gap. Attitude changes should stem from the top : 
a difficult lesson learned by many JIT enthusiasts. The failure of many 
corporate leaders to demonstrate commitment to JIT improvement and 
support of employees has resulted in abandoning the effort. 
  
Monitoring and measuring performance 
Relate performance to operational goals, compare on the basis of: 

- Timeliness 
- Availability of resources 
- Additional problems encountered? 
- Resort to contingency plans 
- Need to establish additional p 
- Seek employee opinion and involvement continuously    

The cost of quality 
 

To improve quality for JIT logistics, the cost of quality should not be 
overlooked. The cost of quality can be divided into two components, which 
at first seem o be at odds with one another. The first component includes the 
cost of producing a product or service that fails to meet established 
requirements and customer expectations. A firm’s failure to supply an 
acceptable product/service will result in other costs such as the cost of 
return, lost customers, poor advertising, warranty and service expenses. The 
second component includes the organizational cost of achieving established 
performance standards. The cost that is associated with quality is therefore 
composed of two components: 

1. Cost of nonconformance – the cost of producing a product or service 
that fails to meet established requirements and customer 
expectations, for example, loss of sales, poor reputation. etc. 
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2. Cost of conformance – the organizational cost of achieving 
established performance standards, for example, preventive 
measures, employee training, self- inspection procedures and so on. 

Quality improvement involves organizational changes that require time and 
resources. The implementation of quality management requires a 
fundamental change in the way business is conducted; organizations are 
managed as systems, employees are empowered; focus is placed on 
customers. 
doing so, firms may need to measure results against anticipated gains and 
not hesitate to revise strategic plans, programs or processes accordingly. 

 
CONCLUSIONS 

Quality improvement is critical to the success of JIT logistics. 
Quality should be built into the design of logistics activities before they are 
performed. The costs of quality should not be overlooked as the costs of 
poor quality can often be substantial. It is important that the quality issues of 
the logistic activities performed should be well addressed by a firm since 
they make a direct impact on customers perceptions of the logistics service 
quality of the firm. 
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