Ay

m~e TR Hrv'-*'\\f
DoLIVER

A CASE C

PRUIID AT OD
g 50 o A BR
-q‘gv\ad

e Fi
Aalw2d 4 1AL

L ¢l T e e 4
3 n.u.e ../\r&.. 5% (& 3%

o g Q‘MC"“‘A”-
-\Uv Wis CLIITIILS 2uUl
Y CEAIN MA M ™
Y CEAIN MANAGEMENT

1 |
« T cvnosy 6 B &0 g o

bt e e SN

£ o3
4 WaAkiid

- s
"“\

. p
A ch'ﬁmﬁé-c.’\r\_ g iy
LASSULLIM LAVl JLAAVCL u..u
™. 1
i > B nf‘

g -
NSO, §h
o s Py & 2{’ - ‘-:f.--w..-\-u




\
ey
Cya
e
A
o

THE ASSUMPTION UNIVERSITY LIBRARY

DELIVERY PERFORMANCE IMPROVEMENT:
‘A CASE OF SECURE LOGISTICS PROVIDERS

By

RYOPHATCH BHUSITHIPATKOOL
p

A Final Report of the Six-Credit Course
SCM 7203 Graduate Project

Submitted in Partial Fulfillment of the Requirements for the Degree of

MASTER OF SCIENCE IN SUPPLY CHAIN MANAGEMENT

Martin de Tours School of Management
Assumption University
Bangkok, Thailand

June, 2016



DELIVERY PERFORMANCE IMPROVEMENT: A CASE OF SECURE
LOGISTICS PROVIDERS

By

RYOPHATCH BHUSITHIPATKOOL

Submitted in Partial Fulfillment of the Requirements for the Degree of Master of
Science in Supply Chain Management
Assumption University

Examination Committee: W

1. Dr. Chanita Jiratchot (Chair) v T e,
2. Dr. Srobol Smutkupt (Member) /’iﬂ//j .............
3. Dr. Piyawan Puttibarncharoensri (Advisor) .. % ;;'//C/ e

Approved for Graduation on: June, 16, 2016

Martin de Tours School of Management
Assumption University
Bangkok Thailand

June, 2016



Assumption University
Martin de Tours School of Management and Economics
Master of Science Program in Supply Chain Management

Declaration of Authorship Form

I, Mr. Ryophatch Bhusithipatkool declare that this project and the work presented
in it are my own and has been generated by me as the result of my own original
research.

Project

Title DELIVERY PERFORMANCE IMPROVEMENT: A CASE OF

SECURE LOGISTICS PROVIDERS

I confirm that:

1.

Signed

Date

This work was done wholly or mainly while in candidature for the M.Sc.
degree at this University;

. Where any part of this project has previously been submitted for a degree or

any other qualification at this University or any other institution, this has been
clearly stated;

Where T have consulted the published work of others, this is always clearly
attributed;

Where I have quoted from the work of others, the source is always given. With
the exception of such quotations, this project is entirely my own work;

. I'have acknowledged all main sources of help;

Where the thesis is based on work done by myself jointly with others, I have
made clear exactly what was done by others and what I have contributed
myself;

Either none of this work has been published or parts of this work have been
published before submission.




Assumption University
Martin de Tours School of Management and Economics
Master of Science Program in Supply Chain Management

Student Name: Mr. Ryophatch Bhusithipatkool
ID: 5529554

ADVISOR’S STATEMENT

I confirm that this project has been carried out under my supervision and it represents
the original work of the candidate.

Signed /ﬁl/ P 2o

(Dr. Piyawan Puttibarncharoensri)




ACKNOWLEDGEMENT

This project could not be completed without the support of significant people. First, I
would like to express my sincere appreciation to my advisor, Dr. Piyawan
Puttibarncharoensri, who advised me with her knowledge and experience. She was
always willing to help mewith her useful suggestions and her encouragement has
guided me to go through all difficult times. She has given me lot of guidelines which
helped me finish my project. I truly appreciate all her support and kindness which
gave me the opportunity to learn from her throughout the time that I was doing my

project.

Second, I would like to thank all the committee members and the respondents for their
guidance and kind support by sacrificing their valuable time. They are all meaningful

to my research.

Last, I would like to thank my family and all my friends who have supported me all

the time lighted me the power when I was down.

Ryophatch Bhusithipatkool
Assumption University

June 2016



ABSTRACT

Third Party Logistics provider is becoming a famous outsource for supply chain
solution. Secure logistics provider is considered as outsourcing logistics service that

mainly focusses on valuable products.

Delivery in Full on Time (DIFOT) is the most concern of the customers as gems and
jewelry are highly valuable products. Customers expect the goods to be delivered on
time especially before noon (by the same date of flight arrival). While the company
has set up KPI at 95% effectiveness for morning flight arrival (flight arrival before
7.00 AM), but the company has never succeeded the goal. The purpose of this project

1s to improve delivery performance of shipment arrival before 7.00 AM.

This research starts from data collection using the data of import shipment from
January — December 2014 and January — April 2015 which are the most up to date.
Second is analyzing the current import working process. Third is defining the factors
that affect the low delivery performance. After analyzing the current process of the
company, controllable and uncontrollable factors are found. The company has focused
on controllable factors only which are working process and sorting skill. The last is

conclusion.

To eliminate these factors, shipment consolidate is the first chosen alternative.
Shipment consolidation is the process of combining various shipments with various
Master Air Way bill (MAWB) from the origin to one Master Air Way bill which
helps reduce the time of process. Review and revise training procedure is the second
chosen alternative to improve the sorting skill. The chosen alternatives were used
from May until December 2015. The effectiveness of delivery performance has
increased to 95% compared to the same period in 2014 with 72% only. Overall
performance in 2015 is read as 90% while KP1 is set as 95%. This shows the chosen
alternatives are worked well for the company as the result has changed to positive

way.
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CHAPTER I

GENERALITIES OF THE STUDY

Currently, there is high competition among many industries. The role of logistics is
included as a key competitive plus in the market. Nowadays, many companies are
trying to improve their supply chain management in order to support unpredictable
demand more effectively. Outsourcing logistics has become a solution for the

company.

Secure logistics provider is considered as outsourcing logistics service that focuses on
valuable products. The variety of special logistics-related services include
transportation, freight management, public/contract warehouse, distribution
management and freight consolidation. The benefits of secure logistics provider are
better flexibility of improved operational efficiency, variable cost, improved customer
service competency and decrease of capital expenditures (distribution centers,
equipment) which give the reason why secure logistics provider has become an

important part of the company.

1.1 Background of the Research

Secure logistics provider is considered as a third party logistics. It is a special service
that concentrates on valuable products: diamonds and jewelry, precious metals, fine
arts, special event operations and many more. ABC Company is a service provider of
secure logistics solutions founded in United States of America in 1859. Throughout
its 154 years of familiarity, ABC company offers extreme superiority of service and
market standard. ABC has expanded secure transport and related services to more
than 110 countries. Transportation services of ABC include armored vehicles, trailers

and trucks, secure sea and air freight, air chargers and armed messengers.



ABC Company in Thailand was established in 1986. It mainly serves the gems and
jewelry community and provides security services to cash centers. The head office is
located in the center of the gems and jewelry community in Bangkok. In addition, its
Suvarnbhumi airport branch office is located inside the Free zone to support customs

brokerage and airfreight activities.

ABC’s service has three major categories. The first is global services, including
worldwide delivery of jewelry and diamond, precious metal, gold, banknote,
traveler’s cheque, credit cards, financial paper, import/export and customs brokerage.
The second is domestic services, including vaulting, cash service center, armored

transportation, ATM services. The third is domestic exhibition services.

The scope of secure logistics management services includes pick and pack, inventory
management, - secure storage, customs clearance, airline handling, secure

transportation, cash processing, replenishment and delivery.

The scope of secure transportation services includes armored truck transportation,

secure air and sea freight, couriers, air charters and armored messengers.

The scope of trade show services includes a wide variety of services for the diamond
and jewelry industry, such as processing customs clearance, handling, secure
transportation and walk-in service center, free zone and bonded warehouse. Free zone
and bonded warehouse are special services that make ABC become an outstanding

provider in the market.

In over 154 years of service, none has ever lost a penny entrusting their valuables to
ABC.For Thailand operations, ABC has brought, implemented, and strictly
maintained the same quality standards for service and security as its parent company.
ABC continuously improves procedures, provides creative solutions and utilizes latest

information technology system to enable its customers to benefit from its efficiency.



1.2 Statement of the Problems

ABC Thailand has been the leader in the security transportation business. ABC’s first
armored truck was introduced in Thailand in 1999. With improved security features in
addition to its security standard, it becomes the country's most secured armored car.
Each vehicle is recognized by a new look with ABC’s bands on the side. It is a
promise to continuously maintain the superior service and security standard to the

customers.

ABC delivers the most complete protection against any losses found in the security
transport industry. The armored transportation service can be made to customer’s
requirements. The main area of ABC’s customers is Silom District. Delivery in Full
on Time (DIFOT) is the most concern of the customers. As gems and jewelry are
highly valuable products, high expectation is the result. Customers expect the goods
to be delivered on time especially before noon (by the same date of flight arrival
before 7.00 AM); and also reliability of tracking and tracing system is required. Table
1.1 presents the total import shipments of ABC during 2010 to 2014. Most shipments

are delivered before noon.

Table 1.1: Total Import Shipments of ABC Company during 2010 to 2014

Flight Percentage Flight Percentage
Pac Total arrival of arrival of

Shipments | Before Shinnterits After Shipment

730 AM | °MP 7.30 AM prments
2010 4,567 2,329 51% 2,238 49%
2011 4,388 2,326 53% 2,062 47%
2012 5,044 2,774 55% 2,270 45%
2013 5,604 3,194 57% 2,410 43%
2014 6,594 4,186 63% 2,408 37%

Source: ABC Thailand



Figure 1.1: Trend of Total Import Shipments of ABC Company
during 2010 -2014
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Figure 1.1 shows the trend of the total import shipment where the highest volume is in

the year 2014.

Even though customers expect the goods to be delivered before noon on the same date
of flight arrival, but the flight schedule and other factors might not meet customer’s
requests. ABC Thailand has set delivery schedule based on daily flight schedule.
Table 1.2 shows how ABC Thailand sets delivery schedule.



Table 1.2: ABC Thailand Delivery Schedule

Round | Flight arrival | Dispatch | No. of Delivery
Trucks Time

1 Before 07.30 AM | 10.00 AM 2 Before 12 AM

2 Before 09.00 AM | 12.00 AM 2
3 Before 11.00 AM | 02.00 PM 1 Same day
4 Before 03.00 PM | 04.00 PM 1 arrival

Source: ABC Thailand

Table 1.2 shows ABC Thailand delivery schedule shipments that arrive before 7.30
AM are delivered before 12.00 AM; whereas, those that arrive after 7.30 AM until
3.00 PM are delivered within the same date of fight arrival. There are six trucks
available in each day. Two trucks are for delivering the shipments before 12.00 AM

while another four trucks are for delivering the shipments after 12.00PM.

Starting from the year 2014, ABC Thailand has reviewed its policy on import working
process with an aim to improve its service performance. The new process has been
implemented to achieve a target of 95% for Delivery In Full On time. Key
Performance Indicator (KPI) is measured separately based on flight arrival. The first
group 18 shipments with flight arrival before 7.30 AM, parcels must be delivered
before 12.00 AM. The second group is those with flight arrival after 7.30 AM which
are delivered after 12 AM (by the same date of flight arrival). Figure 1.2 shows an
import working process of ABC Thailand.



Figure 1.2: ABC Thailand Import Working Process
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Figure 1.2 shows the import working process of ABC Thailand Company. Step 1,
from flight arrival, the cargo is checked on quantity and condition. Step 2, after the
cargo 1s checked and being confirmed, it will be moved to the vault of Thai Airways
International (TG). Step 3, while the cargo i1s in TG vault, clearing process is taking
place at customs. Step 4, after the clearance process is completed, the cargo is moved
to ABC Vault. Step 5, the cargo 1s sorted by customer’s areas. Step 6, the cargo is
loaded into the truck. Step 7, the cargo is transported. Step 8, the cargo is delivered to

customers. Although the process is effective, it still could not meet the company’s

target yet.
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Table 1.3 shows the record of total import shipments in the year 2014 and the

quantities that met the target as well as those missed it.

Table 1.3: Total Import Shipments during 2014

Total Import Shipments during 2014 (Before 12:00 AM)
Total Delivery Percentage | Delivery | Percentage
Flight Arrival Shipments Before of After of
P 12AM | Shipments | 12 AM | Shipments
Before 7.30 4,186 3,027 72% 1,159 28%
AM
Total Shipments during 2014 (After 12:00 AM)
. . Total Delivery Pestgntage Delivery Pereentage
EDgit Srovg Shipments | Same da of Next da of
P y Shipments y Shipments
Before 9 AM 1,565 1,548 99% 17 1%
Before 11 AM 433 421 97% — 3%
Before 3 PM 410 395 96% 14 3%
Total 2,408 2,364 98 % 44 2%
Total Shipments during 2014 (Before and After 12:00AM)
. . Total Delivery Perceniage Delivery Percentige
Flight Axxival Shipments | Achievement of Failure of
P Shipments Shipments
Grand Total 6,594 5,391 82% 1,202 18%

Source: ABC Thailand

Table 1.3 shows the total import shipments during January — December 2014. There
are 6,594 shipments in which 5,391 (82%) are successfully delivered while 1,202

(18%) are failed to deliver on the same day of arrival.

ABC Thailand has tried to improve its delivery performance to satisfy customer and

maintain its existing customers as well as to seek for new customers. In order to

improve the delivery performance, those problems have to be resolved. Since 2014,

ABC Thailand has set up its KPI on delivery performance at over 95% which ABC




Thailand has not reached its target yet. Specifically, the shipments that arrive before
7.30 AM which have to deliver to customers before noon (Effective only 72%)
dropped overall percentage to 82%. As a consequence, this research attempts to focus
on this issue and seek to answer the question, “How to improve the delivery

performance of ABC Thailand?”

1.3 Research Objectives

The objectives of this study were twofold:
1.3.1 To identify and analyze the root causes of low delivery performance; and
1.3.2 To develop and implement alternative to eliminate the cause of low delivery

performance.

1.4 Scope of the Research

The study emphasized only on the working process in the part of ABC Thailand
import shipment because the revenue from import is higher than the other services of

the company.

Shipments being emphasized were with flight arrival before 7.30 AM which had to be
delivered before noon because their percentage of effectiveness was the lowest and
the quantity of shipments was the highest. Theperiod that was analyzed started from
January 2014 to April 2015 as the most up-to-date information.

The data reviewed were import shipment record; working process which starts from
flight arrival until the cargo is delivered to customers; and causes that affect low

delivery performance.

1.5 Significance of the Research

This study will benefit ABC Thailand as it intends to improve the delivery

performance. This study will investigate problems causing low delivery performance

8



(less than 95%) as well as recommend the solutions. By improving delivery
performance, this shall maintain existing customers through better service together
with getting more new customers. This shall bring ABC Thailand to become a

sustainable leader in the secure logistic provider market.

1.6 Limitations of the Research

Even though ABC Thailand has several types of services, this study has focused on

import shipments only as the problems investigated were parts of import service.

This study was limited to working process of import shipments and causes that affect
low delivery performance such as flight delay, non-completed document, customs

check, system down, staff sorting skill, traffic, walker management and ad hoc.

1.7 Definition of Terms

Air Waybill (AWB or MAWB) The document made out by or on behalf of the
shipper which, when used, evidences the contract
between the shipper and carrier(s) for carriage of

goods over routes of the carriers(s)(IATA, 2000).

Consolidation The process of combining different items,
produced and used at different locations and
different times, into single vehicle loads. The aim
of consolidation is to take advantage of lower
transportation charges, common in the rail, motor
carrier and airline industries that come from larger
load sizes.

Consolidation occurs whenever different items

travel in the same load (Hall, 1987).

Distribution Center The physical location where the physical



Free Trade Zone

House Air Waybill (HAWB)

Key Performance Indicators

(KPIs)

Process Mapping

Third Party Logistics

distribution system exists is referred to as a
Distribution Center (DC) (Tompkins, White,
Bozer&Tanchoco, 2003).

Public or private duty-free areas where goods may
be warehoused, processed, sold, serviced,
distributed, showcased, packaged, labeled, sorted,
assembled and/or manufactured as finished goods
prior to re-exporting them as duty-exempt finished

products (Tiefenbrun, 2012).

Document issued by an international air freight
forwarder under the terms of their own tariff

(IATA, 2000).

KPIs are quantifiable measurements to examine
the improvement in performing an innovation
implementing activity that is critical to the

successof a business (Cox, Issa, & Ahrens, 2003).

As a simple but powerful tool to unpick the many
layers to both service processes and patient
pathways, which involve a number of staff in
different roles and departments. It is a valuable
method of identifying issues, developing solutions
and enabling interdisciplinary teamwork (Taylor

& Randall, 2007).

The organizational practice of contracting-out part
of or all logistics activities that were previously

performed in-house (Aertsen, 1993).

10
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CHAPTERII

REVIEW OF RELATED LITERATURE

This chapter reviews the literatures that are related to ABC’s case study. Each case is
varied in situations, ideas and solutions which are useful in adapting the process for
the improvement of ABC Company. The first section is nature of security service
provider, the second section i1s customs clearance, the third section is distribution

center and the last section is business process improvement.
2.1 Nature of Secure Logistic Provider

Third Party Logistics or 3PL is a company that provides outsources logistics service
to organization, practice the whole or some parts of logistics activities such as
transportation, warehousing, customs clearance, distribution center, consulting and
freight auditing, tracing and shipment tracking, etc. Some companies favor to use
outsource instead of their own logistics function as they are not intense on it or not

competent of their key business function, so 3PL has turned into a choice for them.

The terms such as logistics alliances, logistics outsourcing, third party logistics,
contract distribution and contract logistics refer to describe the outsource company
that processes some parts of or all logistics activities that were internal performed

previously (Sink, Langley, & Gibson 1996).

Third PartyLogistics is typically related to the contribution of numerous services
bundled, rather than warehousing or transport function only (Leahy, Murphy, &Poist,
1995).

Activities are completed by 3PL on behalf of the shipper and involve at least
management and completion of warehousing and transportation (if part of the process
is warehousing). Other activities which are payment services, invoicing, including

value-added activities, information services and call center (Berglund, Laarhoven,

11



Sharman, &Wendel, 1999). There are numerous benefits of using 3PL which are cost
reduction, improved efficiency service and flexibility, risk allocation, having a good

cash flow, multiplicity of choices and time saving

The contract out of logistic functions has established to be operative in assisting the
organization to improve its customer service level, complete competitive advantage,

and decrease its whole logistic cost (Boyson, Corsi, Dresner, &Rabinovich, 1999).

There are benefits that supply chains can achieve from 3PL services. They can
concentrate on core competencies and capabilities, concentrate on logistics
management, improve overall performance, find global solutions, enable entry to new
markets, control costs, improve customer satisfaction, improve flexibility, and find
more cost efficient service solutions. In general, outsourcing of logistics services adds

value when it enhances the performance of a company.

Secure Logistic Provider is considered as a 3PLs that specializes in handling valuable
goods and secure transportation throughout the value chain logistics. Secure Logistics
Provider offers door to door service in high value products, such as ATM service,
bank note, armored cash transportation and management, precious jewelry, metals,

Art, etc. Some providers do have secure services such as guarding and protection.

2.2 Customs Clearance

Customs Clearance is well-defined as the set of operation processed by customs
authority, which are included but not limited to; import processing; export and transit
declarations; appraisal of origin; worth and classification of merchandises; gathering
and processing of duties and fees; examination; inspection and cargo releasing;
managing audits of shipment post-clearance; process of crucial shipment and
management of waivers; and exemption schemes and re-exportation schemes

(McLinden, 2005).

Customs clearance is an action to confirm the release of the export or import
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declaration. The goods are under control by the custom until taxes are duly paid.
Moreover, if the import or export is not restricted or banned, then the goods will be

handed to the consignee

2.2.1 Electronic Customs (E-Customs)

Thai Customs has developed Electronic Customs (E-Customs) project which aims to
support and process wholly commercial merchandise imported into Thailand. The
system is broadly familiar as one of the greatest sophisticated and integrated business-
oriented systems. The system is helpful in cost cutting, less paperwork for both

Customs and related trading community.

Computer systems are progressively used by Thai Customs to support a varied range
of Customs operations. E-Customs is using digital systems to collect and protect
Customs duties; to control the flow of goods, personal effects, animals, and hazardous
items in and out and provide security from crime. The creativity aims in replacing
paper-based customs procedures with electronic operations, thus creating a more
efficient and up-to-date customs environment. The aims of the E-Customs initiative

are to facilitate trade and enhance security. (IBM Corporation, 2008).

2.2.2 Customs clearing Agent

Customs clearing agent is a person who manages the business related to the Customs
clearance of merchandise and who contacts directly with the Customs for and on
behalf of another person (Word Customs Organization, 2013)

Customs clearing agents are also called Customs Agents, Customs Brokers and

Freight Forwarders who act as agents for an importer or exporter in preparing and

submitting all documents for goods clearing through Customs.
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2.2.3 Free Trade Zone

Free Trade Zone is a public or private duty-free area where goods may be
warehoused, processed, sold, serviced, distributed, showcased, packaged, labeled,
sorted, assembled and/or manufactured as finished goods prior to re-exporting them as

duty-exempt finished products (Tiefenbrun, 2012).

Free Trade Zone (FTZ) is an area, usually a port of entry, designated by the country
for duty-free entry of goods. As long as the goods do not go into the country from the
FTZ, no duty is assessed. While in the FTZ, goods may be processed, packaged,

serviced or displayed.

2.2.4 FreeZone (Value Added Area)

The Free Zone in Thailand is an area designated by Directors General of Customs
under section 97 of the Customs Act B.E. 2469 amended by Section 8 of the Customs
Act (No.18) B.E. 2543 for industrial, commercial operation or other activities that
have benefits to the economic growth of Thailand. The Free Zone design is created to
help Thai operators to compete with foreign competitors as duty on product produced
abroad and imported to Thailand is measured on the finished product rather than on its
individual material, parts or components. Thailand based manufacturers are having a
disadvantage compared to foreign competitors as they have to pay duty with a higher
rate on imported material, parts or component to be used in their production process.
The Free Zone is designed to support Thailand based manufacturer by treating
products produced in the zone as if it were manufactured abroad. The goods that are

in free zone area have privileges on duties as provided by law.
In addition, the “ZERO” tax rate is used to calculate VAT for domestic goods

removed from a Free Zone, on condition that such goods are subject to export duty or

exempted from export duty under the Customs Act (Thai Customs Department, 2009).
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ABC Company has a benefit of Free Zone in Suvanrnabhumi Airport as all the

imported shipments arrive and cleared at this airport.

Suvarnabhumi Airport’s Free Zone is a designated area for certain commercial
activities within Suvarnabhumi Airport which can be divided into two main areas.
The first one is Cargo Terminal Area for airlines operators (Thai Cargo and WFSPG
Cargo) and the second is Value Added Area for any commercial activities adding
values to merchandise. In the Value Added Area, operators with a license aré allowed
to perform certain commercial activities of value added. The activities can be
described as trading, packing or repacking, bulking, grouping, sorting, and labeling,

as well as other related activities (http:/www.customs-ccs.com - Suvarnabhumi

Airport Cargo Clearance Customs Bureau)
2.3 Distribution Center

The physical location where the physical distribution system exists is referred to as a
Distribution Center (DC) (Tompkins, White, Bozer, &Tanchoco, 2003) or a
distribution warehouse (Van den Berg &Zijm, 1999).

A distribution center is a place that is usually smaller than a company's main
warchouse and is used for short-term storage, receiving and redistribution of goods
along with customer orders as they are received. DC can be called as ‘division
warehouse’ or ‘distribution warehouse’. It should be well noted that here the
important is on processing and moving goods to wholesalers, retailers, or final

customers rather than storage.

The role of DC is to focus on the reduction of supply chain waste which may show
itself in terms of, for example, surplus resource and high level of inventory or
unnecessary long lead times. In other words, the aim is to take advantage of unstable
market places, and the ability to respond quickly to market opportunities is the serious

factor (Christopher & Towill, 2002).
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ABC Company has distribution center at Silom Area with two mains objectives.
Firstly, to reduce a lead time of delivery, the truck is stopped at this area and parcels
are distributed by Walkers. Secondly parcels are temporary kept in this area when the

receiver 1s not available.

2.4 Customer Satisfaction

Customer satisfaction is a significant indicator of the company's success. It is the
degree of overall pleasure of a service experienced by customers. In the secure service
provider business, it is based how well the air freight service matches a customer’s
expectations (Hellier et al., 2003). Customer satisfaction is based on all previous
experience to evaluate service performance (Anderson &Fornell, 1994). Customer
satisfaction usually has two basic points: one is the quality of the product and the
other is the exchange experience between the customer and the provider (Crosby,
Evans, & Cowles, 1990). Kotler (1994) summarizes that customer satisfaction is the
key to keep customers. Customer satisfaction is an outcome from a reliable service
where actual performance meets the customer’s expectation. In order to earn more
customer satisfaction, the company 1s committed to improve its performance to meet
or exceed customers’ expectations and match their requirements. Therefore, customer
satisfaction is considered to be the customer's overall attitude toward service (Lin,

Huang, & Zeelenberg, 2006).

2.5 Delivery performance

The link in a supply chain that directly deals with customers is the delivery of goods
or services and therefore is it called “the driver of customer satisfaction”. Another
term for delivery performance is perfect order delivery. Perfect order delivery adds to
OTIF other essential components as perfect invoicing (right quantity, right price and
right item number) and perfect receipt (correct bill of lading and packing slip)
(Gunasekaran, 2004). In this study, customers expect the goods to be delivered before
noon (by the same date of flight arrival). Customers require dependable on-time

delivery from their suppliers. Both early and late deliveries are disruptive for the
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supply chain and need to be analyzed (Guiffrida, & Nagi, 2004). The previous data
record of ABC Company has shown that the result of delivery performance is under

the company’s objective.

2.6 Business Process Improvement

Process improvement is defined as a transformation of inputs into outputs. The inputs
can be inquiry or resources, and the outputs can be service, result or products. The
outputs may or may not have value added and could be an input to another process
(Harrington, 1991). Basically, a structured, measured set of activities aims to produce

an indicated output for an individual customer or marketplace (Davenport, 1993).

Process improvement is defined as a methodology that is aimed to create step-
function improvements in organizational and support processes by using methods, for
example, process redesign, process re-engineering and process benchmarking

(Harrington, 1991)

Business Process Improvement (BPI) is a simply method of improving the way to
discrete set of business activities is organizedand managed. It is a structured approach
to analyze and continually improve fundamental activities of a company’s operation
by simplifying and streamlining business processes (Lee & Chuah, 2001). BPI 1s
fundamental to business development, quality improvement and the management of

change (Bendell, 2005). Process management philosophy includes being organized to

manage the system withprocesses, improving the processes intended for systematic

approach to satisfy internal- and external-customer expectations (Lee & Dale, 1998).

2.6.1 Process Mapping

Process mapping is simple but powerful tool to untie various layers to both service
and processes, which involve an amount of employee in different parts and
departments. It is a luxury method of verifying issues, developing solutions and

enabling interdisciplinary teamwork (Taylor & Randall, 2007). Process mapping
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presents a visual tool to improve the process and provides a means for analyzing the
process. It is an outline that demonstrates relationships among the people, activities,

objectives and data (Siha& Saad, 2008).

A lot of process mapping events focus either too closely on definite problem of
business or else try to map the overall corporation. Moreover, it is recommended to

focus on the goals or certain events (Fulscher& Powell, 1999).

The map also acts as boundary object which participators from different sections and
groups could join together towards an ordinary target. Boundary objects have been
defined as objects that connect different community world’s together

(Garrety&Badham 1999).

Process mapping contains a model] that shows the connections among the activities,

people, data and objects involved in the production of a specified output.

2.6.2 Swim Lane Process Maps

The business process is viewed as a gathering of continuous internal activities which
may be executed by an organization to complete its productivity or output. The Swim
Lane diagram is a visible illustration of the activities resulting from business process

models so that business processes can be analyzed and defined (Aldin& De Cesare,
2011).

The Swim Lane diagram may be designed in horizontal or vertical as required. The
performers positioned within each Swim Lane may depend on the specific business
process and the level at which it needs to be defined. For example, an order
implement process may be defined at the level of the departments within the
organization and later the actors on the diagram may be mentioned in the departments,
such as Marketing, Inventory, Production and Purchasing. On the other side, a
production process may be described at the level of the position on the production

floor and then the performer on the diagram may be mentioned in the station for
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example, Machining, Cutting and Painting. The continuity of activities is shown using
the arrows which connect each activity together. Hence, the complete business

process may be traced from the beginning activity to the last activity (Bera, 2012).

Swim Lane diagrams also work as the support tools by which the completeness and
precision of the business processes may be determined. Meanwhile, business

processes are normally cross-functional (Ould, 1995).

2.6.3 Shipment Consolidation

Shipment consolidation is primarily focusing on terminal consolidation where stuff
from various origins are separated at a single terminal to be dispatched to different
destinations on the same carriage. Consolidating idea to reduce costs is not an up to

date development (Hall, 1987).

The idea of freight consolidation was presented to deal with the regular and small
shipments which are well-known as Less than Truckload (LTL) or Less Container
Load (LCL). Successful operation of consolidation strategies can help decrease total

logistics costs by achieving economies of scale (Min & Cooper, 1990).

In order to handle small lot of consignment efficiently and competitively, freight
forwarders usually put many consignments into one lot then tender to carrier for
forwarding. In this case, each consignment will be shipped with one House Airway

Waybill respectively, and all of them will be under one master Air Waybill.

Shipment Consolidation (SCL) is a logistics strategy that combines two or more
orders or shipments so that a larger quantity can be dispatched on the same vehicle to
the same market region. This may enable considerable economies of scale, greatly
reducing the transportation cost per item, per order, or per unit weight. The challenge,
however is to determine a policy for shipping consolidation that still gives good

service to the customers whose orders are among the first to be placed.
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ABC’s Company of origin combines numerous individual consignments to make up a
full container load. This arrangement allows the goods to be shipped as containerized-
cargo that offers greater security at lower shipping rates. At the port of destination, the
consolidated shipment is separated back into the original individual consignments for

delivery to ABC company respective consignees.

2.7 Summary

In this chapter, the researcher explained in detail the literature review together with
definition of the key words used in this study. The literature review helps in
understanding the research base on the concepts which are nature of Secure Logistic
Provider, customs clearance, distribution center, customer satisfaction, delivery

performance and Business Process improvement.
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CHAPTER 111

RESEARCH METHODLOGY

This chapter starts with the presentation of the data collected from the records of ABC
Company. It is followed by the analysis of the current import working process of the
company. Then, the definition of the factors that affect the low delivery performance.
The last part is the summary. Figure 3.1 shows the Research Methodology
Framework Diagram of ABC Company.

Figure 3.1: Research Methodology Framework
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3.1 Research Design and Methodology

This paper is a case study of ABC Thailand Company. The company has benefited
by meeting its objective which is KPI (95%), reducing cost and cycle time. The
current working process of the company was analyzed, then, the new process for

improvement is proposed in the next chapter.
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3.2 Data Collection

The researcher reviewed the documents related to the data of total import shipment

collected during January — December 2014 and January — April 2015 which were the

most up-to-date records.

Table 3.1 shows data of total import shipment during January — December 2014 of

flight arrival before 7.30 AM which shipments have to be delivered before noon.

Table 3.1: Total Monthly Import Shipments during January — December 2014
(Flight arrival before 7.30 AM)

Flight Arrival Before 7.30 AM

Total Delivery | Percentage | Delivery | Percentage Next Percentage
Month Shipni®hes Before of After of Days of

12 AM | Shipments | 12 AM | Shipments Shipments
Jan. 256 184 72% 65 25% 7 3%
Feb. 263 187 71% 74 28% 2 1%
Mar. 312 231 74% 71 23% 10 3%
Apr. 312 228 73% 79 25% 5 2%
May 373 269 72% 104 28% 0 0%
Jun. 343 254 74% 89 26% 0 0%
Jul. 357 253 71% 101 28% 3 1%
Aug. 347 250 72% 92 27% 5 1%
Sep. 372 272 73% 85 23% 15 4%
Oct. 451 325 72% 120 27% 6 1%
Nov. 411 292 71% 118 29% 1 0%
Deg. 389 282 72% 99 25% 8 2%
Total 4,186 3,027 72% 1,097 26% 62 2%

Source: ABC Thailand

From Table 3.1, the total shipments of flight arrival before 7.30 AM during January —
December 2014 is 4,186(72%) in which 3,027 shipments are successfully delivered
before 12 AM while 1,159 shipments (27%) are failed to be delivered. Out of 1,159
shipments, 1,097 shipments (26%) are delivered after 12 AM while 62 (1%) are

delivered the next days.
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Table 3.2 illustrates data of total import shipments during January-December 2014 of
flight arrival after 7.30 AM which shipments have to be delivered on the same day.

Table 3.2: Total Monthly Import Shipments during January — December 2014
(Flight arrival after 7.30 AM)

Flight Arrival After 7.30 AM/Before 11 AM / 4.30 PM
Total Delivery | Percentage | Delivery | Percentage
Month Shipnients After . of Next of
12 AM | Shipments Day Shipments
Jan. 105 102 97% 3 3%
Feb. 142 138 97% 4 3%
Mar. 117 115 98% 2 2%
Apr. 85 82 96% 3 4%
May 189 185 98% 4 2%
Jun. 252 248 98% 4 2%
Jul. 259 256 99% 3 1%
Aug. 297 290 98% 7 2%
Sep. 337 334 99% 3 1%
Oct. 325 320 98% 5 2%
Nov. 176 172 98% 4 2%
Dec. 124 121 98% 3 2%
Total 2,408 2,364 98% 44 2%

Source: ABC Thailand

From Table 3.2, the total shipments of flight arrival after 7.30 AM during January —
December 2014 is 2,408 shipments (37%) in which 2,364 shipments (98%) are
successfully shipped on the same day while 55 shipments (2%) are failed to be

delivered.

Table 3.3 shows data of total import shipment during January — April 2015 of flight

arrival before 7.30 AM which shipments have to be delivered before noon.
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Table 3.3: Total Monthly Import Shipments during January — April 2015
(Flight arrival before 7.30 AM)

Flight Arrival Before 7.30AM

Total Delivery | Percentage | Delivery | Percentage Next Percentage
Month Shipments Before of After . of Days of
12 AM | Shipments | 12 AM | Shipments Shipments
Jan 262 194 74% 60 23% 8 3%
Feb. 272 204 75% 65 24% 3 1%
Mar 319 233 73% 77 24% 10 3%
Apr 318 238 75% 68 21% 11 4%
Total 1,171 869 74% 270 23% 32 3%

Source: ABC Thailand

From Table 3.3, the total shipments of flight arrival before 7.30 AM during January —

April 2015 1s 1,171 in which 869 shipments (74%) successfully delivered before 12

AM while 302 shipments (26%) are failed to be delivered. Out of 302 shipments, 270

shipments (23%) are delivered after 12 AM while 32 shipments (3%) are delivered

the next day.

Table 3.4 illustrates total data of import shipments during January-April 2015 of flight

arrival after 7.30 AM which shipments have to be delivered on the same day.

(Flight arrival after 7.30 AM)

Table 3.4: Total Monthly Import Shipments during January — April 2015

Flight Arrival After 7.30 AM/Before 11 AM / 4.30 PM
Total Delivery | Percentage | Delivery | Percentage
Month Shi (:nen s After of Next of
p 12 AM | Shipments Day Shipments
Jan. 101 100 99% 1 1%
Feb. 121 119 98% 2 2%
Mar. 130 127 98% 3 2%
Apr. 87 86 99% 1 1%
Total 439 432 98% 7 2%

Source: ABC Thailand
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From Table 3.4, the total shipments of flight arrival after 7.30 AM during January —
April 2015 is 439 shipments (37%) in which 432 shipments (98%) are successfully
shipped on the same day while 7 shipments (2%) are failed to be delivered.

From the above data records, the schedule to be given focus is flight arrival before
7.30 AM which the parcels have to be delivered before noon. The reason to focus on
this period is that the target delivery performance of ABC is set at 95% while the
actual result in 2014 is 72% and 2015 is 75% only.

3.3 Analyzing Current Process

The current import working process of ABC Thailand Company has several steps.
Step 1, from flight arrival, the cargo is checked on quantity and condition and then,
after the cargo is checked and being confirmed, it will be moved to the vault of Thai
Airways International (TG). Step 2, Customer Service Representative (CSR) keys the
data of each shipment into Excellency and Electronic Data Interchange (EDI) system.
Step 3, Airline officer checks the data in Excellency system. The data in Excellency
system are confirmed and the Delivery Order (DO) is released. Step 4, ABC’s
shipping agent picks up DO and pays storage charge to Airline. Step 5, Customs
clearance process is done by customs officer. Data in EDI system are checked,
confirmed and come out with permission. Step 6, Cargo is moving from TG’s vault to
ABC's vault. Step 7, Cargo is being sorted at ABC's vault. Step 8, Cargo is being
loaded into the Truck. Step 9, Cargo is being transported. Step 10, ABC’s truck
arrives at Distribution Center (DC) and being sorted. Step 11, Cargo is delivered to

the customer’s hands.

Figure 3.2 shows the Flow of ABC Thailand Import Working Process with time spent

in each step under Swim Lane diagram.
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Figure 3.2: Flow of ABC Thailand Import Working Process with lead time of

morning shipment (arrival before noon)

Responsibility Activities Sta.mng Completed Time
Time spent
0:05 AM
Flight 0:55 AM
Airport Arrival 6:55 AM
v 0:05 AM | 01:05 AM
. AFivil J _ 0:55 AM | 01:55 AM | 60 min/
TG Terminal Notice *| Cargo Move ) 6:55 AM | 07:55AM |  flight
20 Min¥ 20 Min.
ABC Shipping Picking 7:00AM | 7:40AM 40
up DO
|
EDI ;
CSR : ABC e 7:40AM | 8:10AM 30
No
¥ 30 Mi
. Yes Submit 1 P
Customs Office Checking Correct —{ Documents > ermit §, 8:10AM 9:16AM 60
EDI ? o
e
30 Min.
15 Min.
ABC Vault Carzoliioye Pickingup |_1| 9.19AM | 9:40AM 30
shipment
10 Min. 0Min.
Truck Crew Transporting Loading Sorting 9:40AM | 10:55AM 75
DC : Walker Sorting 10:55AM | 11:16AM 15
Customer Delivery 11:10AM | 12:00AM 50
reccives

Source: ABC Thailand

Figure 3.2 shows an estimated time used in each process which spends for thirty
shipments per day (Averaging on ABC’s data collection). It starts from flight arrival.
Currently, there are three flights arriving daily before 7:30 AM, which are 0:05 AM,
0:55 AM and 6:55 AM. Flights arrival in these periods are mostly from India. Arrival
Notice is given when flight has arrived, cargo is being checked and transferred to

TG’s Vault. Total time spent in this process i1s 60 minutes approximately. Next,
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ABC’s shipping agent picks up DO and pays storage charge to Airline. Time spent in
this process is 40 minutes. Next CSR of ABC Company inputs data into EDI system
which the system is linked between Thai Customs Authority and ABC Company.
Information of the shipments has to be keyed in and wait for confirmation by the
Customs Authority. EDI process takes about 30 minutes. Next, clearing process,
customs officer checks data in EDI system which CSR has keyed previously. The
system has an auto respondent; the data can be keyed in before the office hour of Thai
Customs at (8.00AM). Once the data are confirmed, full sets of shipping documents
are submitted to Customs and Cargo for issuance of permit. This process takes about
60 minutes. Set of shipping documents includes Customs Entry, Invoice, Packing list,

MAWB and HAWB.

Cargo permit is used as permission to receive cargo from TG’s vault; time spent in
this process is 15 minutes. Next, cargo is moved from TG’s vault to ABC’s vault;
time spent in this process is 15 minutes. Next, cargo is being sorted at ABC’s vault;
time spent in this process is 20 minutes. Next, cargo is being loaded into the truck;
time spent in this process is 10 minutes. Next, cargo is being transported; time spent

in this process 1s 45 minutes.

Next, cargo arrives at DC and being sorted by customer’s address and ready to be
delivered by walker, time spent in this process is 15 minutes. There are four walkers
who hands the shipment to customer at 11.10 AM — before 12.00AM, lead time spent

in each shipment 1s set not to be over 6 minutes.

Hence, total lead time spent for import working process of ABC Thailand is 300
minutes starting from ABC’s shipping agent to pick up DO and pay storage charge to
the Airline. Lead time in each process is set in order to complete the company’s
objective. (KPI 95%). Based on the pervious data during the year 2014 to April 2015,

it show that the company was not able to achieve its objective.
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Table 3.5: Comparing Average Time spent and Target Lead time used in the morning shipment (arrival before noon)

Part 1: Flight arrival: 0.05AM, 0.55AM, 6.55AM, 7.10AM
Starting | Finished | Average | Time Aversapg:n?me
Step | Process Time time time per | Spent (Min)
MAWB [ (Min.) | 2014 2015
0:05AM | 1:05AM 60 60 60 60
1 | Cargo Checking & Moving to TG Terminal 0:55AM | 1:55AM 60 60 60 60
2 | Airline informs shipment arrival 6:55AM | 7:55AM 60 60 60 60
Part 2: Process by ABC's Company
3 | Picking DO, Shipping Doc at TG Terminal 7:00AM | 7:20AM o 20 39 37
4 | Paying Storage Charge at Terminal 7:20AM | 7:40AM 3 20 45 40
5 | CSR key in EDI 7:40AM | 8:10AM - 30 32 31
6 | Customs check and accepts EDI 8:10AM | 8:40AM 3 30 34 32
7 ABC submit Customs Entry and. Shipping Doc to 8:40AM | 9:10AM 5 30 33 31
Customs, Customs release Permit.
8 | Picking up shipment at TG Vault 9:10AM | 9:25AM S 15 18 16
9 | TG Vault to ABC's Vault 9:25AM | 9:40AM 15 15 14 16
10 | Shipments are checked and Sorted at ABC's Vault 9:40AM | 10:00AM 2 20 27 26
11 | Loading to Truck 10:00AM | 10:10AM 2 10 15 12
12 | Transportation 10:10AM | 10:55AM 45 45 46 47
13 | Arrive Distribution Center (DC) & Sorting 10:55AM | 11:10AM 2 15 25 23
11 | Delivery to customer 11:10AM | 12:00AM 6 50 56 53
Total time used 94 300 384 364

Source: ABC Thailand
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Table 3.5 shows average time spent for processing one master AWB is read as 94
minutes, target time for import working process of ABC Thailand is 300 minutes
while actual time spent during the year 2014 is 384 minutes and period during January

to April 2015 is 364 minutes.

3.4 Defining Factors

Factors that cause low delivery performance could be classified into two types:
controllable and uncontrollable. Controllable factors are factors that ABC could adjust
and change which are working process and sorting skill. Uncontrollable factors are
factors that ABC could not make any changes which are flight delay, system down,
late customs clearance, late document from customer, ad-hoc job and traffic jam. The
data of failure shipment of flight arrival before 7.30 AM during 2014 until April 2015

are shown in Table 3.6.

Table 3.6: Failure Shipment (Flight Arrival Before 7.30 AM)

Failure Shipment - Flight Arrival Before 7.30 AM
Year Afz erh; Ze lZM Next Days Deli.very
Failure
2014 1,097 62 1,159
January — April 2015 270 572 302
Total 1,360 91 1,461

Table 3.6 shows failure shipment of flight arrival before 7.30 AM during 2014 until
April 2015. In 2014, the delivery after 12 AM is 1,097 shipments while the delivery
on the next day is 62 shipments, totally 1,159 shipments. During January to April
2015, the delivery after 12 AM is 270 shipments while the delivery on the next day is
32 shipments, totally 302 shipments.
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Table 3.7: Factors Causing Failure Shipment during 2014 —End of April 2015 (Flight Arrival Before 7.30 AM)

2014 2015
Factor
NO' of Percentage 1\.{0' of Percentage
Controllable Uncontrollable Shipment Shipment
Picking DO and Paying Storage 464 40% 130 43%
Sorting Skill 116 10% 21 7%
Customs clearance 290 25% 91 30%
Flight delay 81 7% 15 5%
Traffic 70 6% 12 4%
Late Document from customer 58 5% 18 6%
System down 33 3% 9 3%
Ad hoc job 46 4% 6 2%
Total Failure Shipment during 2014-2015 1159 100% 302 100%

Table 3.7 shows factors that affected to failure shipment during 2014 —End of April 2015 (Flight Arrival before 7.30 AM). There are
controllable and uncontrollable factors that the company has been faced with. Controllable factors are Picking DO and Paying Storage
which number of failure shipment in 2014 is 464 while in 2015 is 130 shipments. Another factor is Sorting skill which number of failure
shipment in 2014 is 116 while 2015 is 21 shipments. Uncontrollable factors are Customs clearance 290 shipments in 2014 and 91 in
2015, Flight Delay 81 shipments in 2014 and 15 in 2015, Traffic 70 shipments in 2014 and 12 in 2015; Late Document from customer 58
shipments in 2014 and 18 in 2015; System down 35 shipments in 2014 and 9 in 2015; and Ad Hoc Job 46 shipments in 2014 and 6 in

2015
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Proportion of factors affecting delivery performance during the year 2014 and 2015 (Act as end of April) is presented in percentage in
Figure 3.3.

Figure 3.3: Proportion of Factors Affecting Delivery Performance in Percentage Between 2014 and 2015 (Act as End of April)
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Source: ABC Thailand
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As shown in Figure 3.3, the major factors affecting delivery performance during
January 2014 — April 2015 are problem caused by Picking DO and Paying Storage
Charge (40% in 2014 and 43% in 2015); late customs clearance (25% in 2014 and
30% in 2015); sorting skill (10% in 2014 and 7% in 2015), flight delay (7% in 2014
and 5% in 2015);ad hoc job (4% in 2014 and 2% in 2015); traffic (6% in 2014 and 4%
in 2015); late document from customer (5% in 2014 6% in 2015); and system down
(3% in 2014 and remains the same in 2015). From the data, it shows that working
process, late customs clearance and sorting skill are the major causes of delivery

failure that the company has to focus.

3.5 Summary

This chapter helps in understanding the working process of import shipment in the
current situation of ABC Company. The research was conducted by analyzing the
problem and collecting the data from the company’s historical data record. In order to
improve delivery performance, the company has to focus on factors that are highly
affected to the performance and possibility to be solved. There are three alternative
solutions that the company has considered and evaluated which are Shipment
Consolidation, Review and Revise training procedure and Increasing number of
trucks. Shipment Consolidation helps in decreasing the time of picking DO and
paying storage charge. Reviewing and Revising training procedure helps in increasing
performance of company’s staffs which will decrease the time of sorting process.
Increasing number of trucks helps in increasing efficiency of delivery performance for
those shipments that are under uncontrollable factors such as flight delays, systems
down and ad hoc job. Trucks will be used for utilizing those shipments that have been

missed the scheduled trucks and have possibility to be delivered before noon.
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CHAPTER 1V

PRESENTATION AND CRITICAL DISCUSSION OF RESULTS

From the case study on ABC’s import shipment process; the researcher found the
problems that have affected the delivery performance. After going through the
investigation and analysis of the historical data, solutions of Shipment Consolidation
and Review and Revise Training Procedure have been selected in order to improve

the delivery performance of the company.

This chapter describes the chosen solutions to help the company increase its efficiency
of logistics function, reducing cost of customs clearance and earning more profit.
Shipment Consolidation is the answer that will help the company meet the target.
How does Shipment Consolidation work? It is the process of combining various
shipments with various Master Air Waybill (MAWB) from origin into one Master Air
Way Bill.

4.1 Alternative Solutions

Initially, based on company operating procedure, Reviewing and Revising training
procedure, and Increasing number of trucks are created while Shipment Consolidation
is chosen from related public study. Increasing number of trucks helps in supporting
those shipments that have missed schedule before noon, these shipments are affected
from uncontrollable factors; flight delay, system down and ad hoc jobs. Review and
Revise Training helps to increase skill of truck crews while time in sorting process
would be reduced as a result. Shipment Consolidation helps to decrease the time of

picking up DO and paying storage charge process.
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4.1.1 Increase Number of Trucks

Recently, ABC Company utilizes two trucks to deliver the shipments before 12.00
AM. There are two main locations for delivery which are Silom and Gempolis
industrial estate. One truck is for Silom area where 95% of the customers are located
and the other truck is for Gempolis industrial estate. The three main buildings in
Silom area are Jewelry Trade Centre (JTC), SurawongWatanakarn building and Gems
tower. Additional truck will be used for supporting those shipments that are under
uncontrollable factors (Flight delay, System down and Ad hoc job) and do have
possibility to be delivered before noon. Hence, increasing the number of trucks is one
of the alternatives to help improve the delivery performance. However, to increase the
number of trucks ABC Company has to consider additional costs. The cost of a new
truck is around THB 5,000,000 and variable cost per month is THB 40,000 for one
crew commander THB 12,000; one crew guard THB 9,000; one crew of driverTHB
9,000; and the estimated gasoline consumption is THB 10,000.

4.1.2 Review and Revise Sorting Procedure

Sorting skill is the second major factor that ABC Company has to focus. As some
truck crew lack of sorting skill, it has affected the delivery performance. Hence, the
company training procedure has to be reviewed and revised and retrained them. Lead

time of sorting is set not to be over 30 second per one shipment.

Procedure of sorting is to do the correct shipment base on the document (HAWB),
each crew has to check details of HAWB number, Shipper name, Consignee name
and address, number of piece and ABC seal number. Hence, the training helps to
improve the delivery performance in the process of sorting which is currently taking

35 minutes.
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4.1.3 Shipment Consolidation

Shipment Consolidation is created to support the clearance process to be run faster
and save more cost. Shipment consolidation is shortly described as two or more
shipments are being combined into one Master Air Waybill (MAWB) while clearance

process is done under one MAWB as well.

Table 4.1 illustrates the advantages and disadvantages of alternative solutions that are

suitable for ABC Company.

Table 4.1: Advantages and Disadvantages of Alternative Solutions

Alternative Solutions Advantages Disadvantages

Increase number of Increasing number of shipments | High cost on both

truck that affect from uncontrollable fixed and variable
factors. cost.

Review and revise 1) Shorten sorting process Waste of time and

training procedure 2) Deliver to the right place human resources in

3) Deliver to the right consignee | reviewing and costly

4) Deliver to the right quantity 1n training.

Shipment 1) Shorten clearance process Complexity on
Consolidation 2) Storage charge profitability documents

3) Cost reduction

4) Improve service efficiency

and flexibility

From table 4.1, the solution of Shipment Consolidation is the best choice for ABC
Company as there is no additional expenses while the company is also earning more
profit. Compared to increasing number of trucks and reviewing and revising sorting
process which the company has to spend more time, expenses and human resources in

order to improve performance, shipment consolidation has more advantages. Anyhow,
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reviewing and revising training procedure is also important as concerning to the

company’s service and accuracy.

4.2 Shipment Consolidation Supply Chain

The chain of Shipment Consolidation starts from the place of origin where the
customers instruct the ABC Company to collect their goods and end at destination

where the consignees receive the goods. Figure 4.1 shows Supply Chain of Shipment

Consolidation.
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Figure 4.1: Shipment Consolidation Supply Chain
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Figure 4.1 shows shipment consolidation supply chain that ABC Thailand Company
has reviewed based on the current process in order to improve delivery performance.
The process starts from ABC Company receives transport order from customer
(Shipper). The goods are picked-up and Letter of Instructions (SLI) is given to the
customer as a reference. Next, Incoming Check; the goods are checked together
against the documents. Then, the goods are consolidated efficiently and according to
regulations. The House Air Waybill (HAWB) and Master Air Waybill (MAWB) are
arranged. Next, export customs clearance process, documents required by the customs
are MAWB, invoice, packing list and export declaration. Once the documents are
checked and confirmed, cargo permit (Export) is given. Cargo permit is used as
permission for exporting. Then, cargo is delivered to the Airline, together with the

transport documents. Pre-Alert is sent to ABC Company upon receiving the cargo.

Once the flight arrives at the destination, ABC Company receives arrival notice from
the Airline. The cargo is checked on quantity and condition. Next, the cargo is moved
to the cargo terminal vault. ABC’s shipping agent picks up DO (Delivery Order) and
pays storage charge at the terminal, fees are paid under one MAWB. For Customs
Clearance process, the CSR keys the data in EDI system. The customs then checks
and confirms, customs entry and shipping document are submitted and cargo permit
(import) is given. Then, the cargo is moved to ABC Free zone for sorting by
customers’ areas and loading into the truck. After that the cargo is transported to the
distribution center. Last step, the cargo is delivered to the consignee by ABC’s

walker.

4.3 Instructions and How to Consign Shipment Consolidation.

4.3.1 Instructions

All shipments have to be pre-advised 24 hours prior to importation (where possible).
Any variance in consignee’s name and address, commodity type, value, carat weight,
gross weight between invoice and manifest is subject to penalty and delays. Labels on

parcels must have accurate and complete details. If some shipment have KP
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(Kimberley Process Certification), the original copy of KP certificate must be sent
along with the parcels to avoid clearance delays. Number of parcels shown on the

manifest must match with MAWB.

MAWB number and HAWB number on internal program called BITS must match
with the actual documents to avoid clearance delays. MAWB, HAWB, Invoice,
Packing list and Cargoes manifest must be sent via email to CRS before 7.00 AM. of

landing date.

4.3.2 How to Consign Shipment Consolidation

Consign on MAWB must show that the shipper 1s ABC Company at origin with full
address, telephone number and contact person while the consignee is ABC Company
at destination with full address, telephone number and contact person. The word
“Consolidation” should NOT be mentioned in the MAWB. Consign on HAWB for
normal shipment must show the shipper in real shipper’s name at origin with full
address, telephone number and contact person while, the consignee is the real
Consignee at destination with full address, telephone number and contact person.
Figure 4.2 show Master Air Waybill Format, Table 4.2 presents the instructions and
Figure 4.3 1s a sample of Master Air Waybill.
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Figure 4.2: Master Air Waybill Format
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Table 4.2: Air Way Bill Instructions

nggﬁdn Completed By ‘ W wwwww . Descnptmn ,
1 ‘Customer Shlpper s name and address WWWWWW
2 | Customer |Consignee's name and address. :
3 Customer | The three letter code of the origin airport. This is the origin airport
code whether the freight trucks or flies.
4 | Customer |The three letter code of the destination aitport. .
5 Customer | Declared Value for Carriage Option
6 Customer | Shipment Value for Customs purposes. If no value is shown in block
5, the appropriate SED exception wording is required.
7 ABCor . |Handling Informatwn to contain any speci 1 instructions or notes ‘
. Customer regaggggwgwmﬁelght dxms, ULD numbers, a and individual position weight. .
8 Customer | Number of Pieces.
9 | Customer |Crossweight. = o Z LR
: 5. | NOTE: This does not mclude tare wetght 0f mreraﬂ paltets and/or .
e “ \containers;, however it does include the weight of wooden skids. =
10 Customer | Kilograms (kg) or Pounds (1bs).
1 Cus;)mer Chargeabie weight. The actual welght or the dlmensmnai weight, =
whichever 15 greater. v .
12 Customer | Rate/Charge - International MAWB only
13 “Customer Total - International MAWB only, i« = .
14 Customer | Nature and quantity of goods the desénptlon of cargo “This may
include dimensions or volume.
NOTE: Using the term "Consolidation" or like terms is not an
acceptable description of goods Descrzptwn must | be speaf ic.
15 | Customer | Signature of shipper or agent. a0 :
16 ABC Date of sféhmg M
17 ABC Tmeofsigning-~ 00~ g - 0
18 ABC Place of signing - three letter code of the gateway
NOTE: Refer to MAWB example in Air Cargo Forms Sectlon
19 [ ABC Slgnature ofi 1ssumg carrler or its agent refers to: o e
. FWD/ABC company
- NOfﬁagﬂa_ﬁ@_ffl{zfgﬁefﬂf& ..................... L o M
20-23 Customer | Consignee Signatures
NOTE: 20, 21, 22 and 23 are to be completed at the destination
gateway or CFS by the consignee or their agent. If the destination
gateway has a CFS, the destination gateway maintains an unsigned
copy of the MAWRB (#5 or #6) along with a signed, Register of Air
Freight Shipments/AC-12, or work order on file.
24 Customer | Indicate Service Type if Perishable, Priority, or RFS.

Source : ABC Company
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Figure 4.3: Sample of MAWB for Shipment Consolidation
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Figure 4.4: Sample of HAWB for Shipment Consolidation

ABC Company
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Figure 4.4 shows a sample of HAWB for Shipment Consolidation. However, there are

some differences between normal shipment and shipment consolidation that are

shown in the document. Table 4.3 shows the differences between normal shipment

and shipment consolidation to be filled in AWB.

Table 4.3: The Difference between Normal Shipment and Shipment

Consolidation

Master Air Waybill (MAWB)

Normal Shipment

Shipment Consolidation (ABC acts as the
agent)

Shipper: Real shipper at origin

Shipper: ABC at origin

Consignee: Real shipper at destination

Consignee: ABC at destination

Description:
- Product description

- Mention total pieces

Description:

- Product description

- Do not mention “Consolidate” on MAWB
- Do not mention “HAWB number”

- Mentioning total pieces that are shown in

every HAWB.

House Air Way Bill (HAWB)

No HAWB

Shipment Consolidation

Shipper: Real shipper at origin

Consignee: Real shipper at Destination

Description:
- Product description

- Mention total pieces / one HAWB

Source: ABC Thailand

Table 4.3 shows how the details differ between normal shipment and shipment

consolidations in AWB. In the shipment consolidation, ABC acts for the customer, so

the shipper’s and the consignee’s name appear as ABC Company. Moreover, the
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normal shipment has only one Master Air Waybill which could be used for one
shipment only while shipment consolidation could combine more than one shipment
under one MAWB by having HAWB. After both types of AWB are competed, the
succeeding steps are the transactions with the Airline. First, submitting shipment
details through Excellency system. Second, picking up deliver order (D/O) from the
airline by each MAWB. Third, paying storage fee to the Airline by each MAWB.
Fourth, submitting shipment details through EDI system to Customs Authority by
each HAWB. Last, each HAWB is approved by customs authority.

MAWB and HAWB have the same format. Figure 4.2 shows the standard AWB
format which is created by the International Air Transport Association (IATA) which
has issued a Standard revising the air waybill Conditions of Contract written on the

Air Waybill form, effective March 17, 2008.

There are several benefits that ABC gets from Shipment Consolidation. First is cost
saving in D/O and storage fee. Generally, D/O and storage fee are paid by single
shipment (HAWB). For example, MAWB is combined with 10 HAWB, in normal
shipment, ABC has to pay the fee for every HAWB while in shipment consolidation,
ABC has to pay for one MAWB only. Therefore, the storage fee and D/O are a part of
service charge under customer’s expenses, so every HABW will be charged
accordingly, which means that ABC can earn the profit from extra revenue. Second 1s
time saving during clearance process. In order to clear the normal shipment, one D/O
is for one HAWB while consolidation can be cleared by using one D/O for all the
shipments under one MAWB. Hence, shipment consolidation helps to improve the
delivery performance in the process of customs clearance which is currently spending

70 minutes.

4.4 Review and Revise Training Procedure

Referring to the factors that affect to the delivery performance of ABC Company,

sorting skill is one factor that the company has to focus on. Sorting skill is a
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controllable factor that the company can improve, so in order to solve this problem,

the company has to revise and review the current procedure of sorting skill.

ABC Company conducts training on shipment delivery procedure which is
participated by the truck crew before working on site. Details of the training course
are according to the company’s policy which the truck crew have to understand their
responsibility in detail. The training includes shortened sorting process, on-time
delivery to the right place and correct quantity, delivering to the right consignee

according to assignment.

4.4.1 Truck Crew Qperations Procedure

Truck Crew Operations Procedure is created to achieve a desired result of the

company’s delivery performance the procedure is shown in Table 4.4.
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Table 4.4: Truck Crew Operations Procedure

Step | Process Times
1 [ Crew is assigned by Dispatcher. 8.00 AM
2 | Receiving Delivery Note at Dispatch Room 8.30 AM
3 Crews and truck are at the terminal and ready to meet the shipping 9.00 AM
staff.
4 | Shipping staff passes parcel to the crew 9.00 AM
Parcel is sorted by crew which everything has to be in order. If some
5 | damages were found or differed from shipping document, crew has to 9.40 AM
report to shipping agent and inform dispatcher immediately.
6 Complete sorting process has to be cross checked between shipping document and
parcel.
6.1 Checking HAWB Number
6.2 Checking Quantity of goods
6.3 Checking Seal Number 3 Min.
6.4 Checking delivery place.
6.5 Checking authorized receiver.
7 | Checking Customs Permit that has to be handed to checking post gate. | 10.00 AM
2 When tcruck arrives at the distribution center, truck crew has to dothe 10.55 AM
following
10.1 Checking HAWB Number
10.2 Checking Quantity of goods
10.3 Checking Seal Number 3 Min.
10.4 Checking delivery place.
10.5 Checking authorized receiver.
9 | Delivery 11.10 AM
10 After parcel is received and checked by customer, parcel is handed to 5 Min
customer ’
1 Scanning Bar code at Delivery Note by Air Click, to confirm that 1 Min

delivery is complete.
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From Table 4.4, sorting is done in step 6 and 8 which the average time spent for one
shipment is altogether 6 minutes. To reduce time in these steps, the company has to

focus on the training skill.
4.4.2 Training procedure
In order to improve, the sorting skill, the company has reviewed the training program
and has increased the number of frequencies. Table 4.5 shows details of Truck Crew

Training Course.

Table 4.5: Truck Crew Training Course

Training Program Detail of Training Attendance Schedule
New Staff - Company Policy All First day of work
Orientation - Staff Responsibility | positions
Truck Crew - Sorting Truck Crew | By Quarter;
Operations - Delivery procedure

- Documentation

- Securty

4.5 Implement Result

The company has chosen two alternatives to help in improving the delivery
performance which are Consolidation Shipment and Review and Revise training

procedure.

4.5.1 Result of the Implementation of the Consolidation Shipment

Consolidation shipment was implemented in May 2015.The result has achieved the
company’s target with 95% effectiveness. Table 4.6 compares the total monthly
import shipments (Flight arrival before 7.30 AM) between May - December 2014 and
May - December 2015 while Table 4.7 compares the total monthly import shipment
between year 2014 and 2015.
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Table 4.6: Comparison between Total Monthly Import Shipments between May-December 2014and May-December 2015
(Flight arrival before 7.30 AM)

Flight Arrival Before 7.30 AM /2015

o TotalShipments Delivery Before 12 AM | Effectiveness Delivery After 12 AM Next Days
ont 2014 | 2015 | Change | 2014 | 2015 | Change | 2014 | 2015 | 2014 | 2015 | Change | 2014 | 2015 | Change
May 373 385 3% 269 | 365 36% 72% 95% 104 20 -81% 0 0 -
Jun. 343 354 3% 254 | 340 34% 74% 96% 89 14 -84% 0 0 -
Jul. 357 368 3% 253 350 38% 71% 95% 101 18 -82% 3 0 -100%
Aug. 347 358 3% 250 | 344 37% 72% 96% 92 10 -89% 3 4 -14%
Sep. 372 385 3% 272 | 366 34% 73% 95% 85 11 -87% 15 8 -45%
Oct 451 456 1% 325 | 438 35% 2% 96% 120 18 -85% 6 0 -100%
Nov 411 416 1% 292 | 1395 35% 71% 95% 118 21 -82% 1 0 -100%
Dec 389 398 2% 282 | 382 35% 72% 96% 99 16 -84% 8 0 -100%
Total | 3,043 | 3,120 3% 2,197 | 2,979 36% 72% 95% 808 | 128 | -84.16% 38 13 -67%

Source: ABC Company

From Table 4.6, the total shipments of flight arrival before 7.30 AM in 2014 is 3,043 in which 2,197 shipments have been successfully

delivered before 12 AM while in 2015 is 3,120 (3% change). Total shipments delivered before 12 AM in 2014 is 2,297 while in 2015 is

2,979. Percentage of effectiveness in 2014 is 72% while in2015 is 95%. Total shipments delivered after 12 AM in 2014 is 808 while in

2015 is 128 (-84% change). Total shipments delivered the next days in 2014 is 38 while in 2015 is 13 (-67% change).

49




Table 4.7: Comparison of Total Monthly Import Shipments between 2014and 2015(Flight arrival before 7.30 AM)

Flight Arrival Before 7.30 AM

Month TotalShipments Delivery Before 12 AM | Effectiveness | Delivery After 12 AM Next Days
2014 | 2015 | Change | 2014 | 2015 | Change | 2014 | 2015 | 2014 | 2015 | Change | 2014 | 2015 | Change

Jan 256 262 2% 184 194 5% 72% | 74% 65 60 -8% 7 8 16%
Feb. 263 272 3% 187 | 204 9% 1% | 75% 74 65 -12% 2 3 53%
Mar 312 319 2% 231 233 1% 74% | 73% 71 77 8% 10 10 -4%
Apr 312 318 2% 228 | 238 4% 73% | 75% 79 68 -14% 5 11 128%

May 373 385 3% 269 [ 365 36% 72% | 95% 104 20 -81% 0 0 -
Jun. 343 354 3% 254 | 340 34% 74% | 96% 89 14 -84% 0 0 -
Jul. 357 368 3% 253 350 38% 71% | 95% 101 18 -82% 3 0 -100%
Aug. 347 358 3% 250 | 344 37% 2% | 96% 92 10 -89% 5 4 -14%
Sep. 372 385 3% 272 | 366 34% 73% | 95% 85 11 -87% 15 8 -45%
Oct 451 456 1% 325 | 438 35% 72% | 96% 120 18 -85% 6 0 -100%
Nov 411 416 1% 292 | 'gd95 35% 71% | 95% 118 21 -82% 1 0 -100%
Dec 389 398 2% 282 | 382 35% 72% | 96% 99 16 -84% 8 0 -100%

Total | 4,186 | 4291 | 2.50% | 3,027 | 3,849 | 27.14% | 72% | 90% | 1,097 | 398 |-63.76% | 62 45 | -27.92%

Source: ABC Company

From Table 4.7, the total shipment of flight arrival before 7.30 AM in 2014 is 4,186 in which 3,027 has been successfully delivered
before 12 AM while in 2015 is 4,291 (2.5% change). Total shipments delivered before 12 AM in 2014 is 3,027 while in 2015 is 3,849.
Percentage of effectiveness in 2014 is 72% while in 2015 is 90%. Total shipments delivered after 12 AM in 2014 is 1,097 while in 2015
is 398 (-64% change). Total shipments delivered the next days in 2014 is 62 while in 2015 is 45 (-27.92% change).
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Table 4.8: Comparison of Average Time and Target Lead Time Spent in the Morning Shipment After Implementation

Part 1: Flight arrival: 0.05AM, 0.55AM, 6.55AM, 7.10AM

Starting | Finished [ Average | Time Average Time Spent (Min)
Step | Process Time Time | time per | Spent | Jan-Dec.| Jan-Apr. | May-Dec

MAWB | (Min.) 2014 2015 2015
0:05AM | 1:05AM 60 60 60 60 60
1 | Cargo Checking & Moving to TG Terminal 0:55AM | 1:55AM 60 60 60 60 60
2 | Airline informs shipment arrival 6:55AM | 7:55AM 60 60 60 60 60

Part 2: Process by ABC's Company
3 | Picking DO, Shipping Documentat TG Terminal 7:00AM | 7:20AM 3 20 39 37 10
4 | Paying Storage Charge at Terminal 7:20AM | 7:40AM 3 20 45 40 10
5 | CSR key in EDI 7:40AM | 8:10AM 3 30 32 31 30
6 | Customs check and accepts EDI 8:10AM | 8:40AM 3 30 34 32 30
7 ABC submit Customs Entry and.Shipping Doc to 3-40AM | 9:10AM 5 30 33 31 30
Customs. Customs release Permit.

8 | Picking up shipment at TG Vault 9:10AM | 9:25AM 5 15 18 16 15
9 | TG Vault to ABC's Vault 9:25AM | 9:40AM 15 15 14 16 15
10 | Shipments are checked and Sorted at ABC's Vault | 9:40AM | 10:00AM 2 20 27 26 15
11 | Loading to Truck 10:00AM | 10:10AM 2 10 15 12 10
12 | Transportation 10:10AM | 10:55AM 45 45 46 47 45
13 | Arrive Distribution Center (DC) & Sorting 10:55AM | 11:10AM 2 15 25 23 15
11 | Delivery to customer 11:10AM | 12:00AM 6 50 56 53 50
Total time spend 94 300 384 364 275
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Table 4.8 shows the comparison of the average time and target lead time spent in the
morning shipment after the implementation of the shipment consolidation. ABC
Company has been using the shipment consolidation since May 2015. After the
shipment consolidation has been implemented, the total time spent during May —
December 2015 was less than the target time of 25 minutes. Improved processes are
process of picking DO and shipping document at TG terminal, paying storage charge

at terminal, shipments are checked and sorted at ABC’s vault.

4.5.2 Result of the Implementation of the Review and Revised Training

Procedure.

After the implementation of the Review and Revise Training Procedure, result of time
spent in sorting was decreased from 6 minutes to 4 minutes of each shipment, which

is shown in Table 4.9

Table 4.9: Revised Truck Crew Operations Procedure

Step | Process Times

6 Complete sorting process has to be cross checked between shipping document
and parcel.

6.1 Checking HAWB Number

6.2 Checking Quantity of goods
6.3 Checking Seal Number 2 Min.
6.4 Checking delivery place.

6.5 Checking authorized receiver.

3 When the truck arrives at the distribution center, the truck crew has to do the
as following

10.1 Checking HAWB Number

10.2 Checking Quantity of goods
10.3 Checking Seal Number 2 Min.
10.4 Checking delivery place.

10.5 Checking authorized receiver.
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4.6 Summary

To improve the delivery performance of ABC Company and to achieve the
company’s KPI, shipment consolidation is an answer. Even though other alternatives
are useful but the company has to spend more. Compared to normal shipment,
shipment consolidation, has no extra cost but has reduced its cost instead. The
effectiveness of total shipment arrival before noon after using the shipment
consolidation is 90% (KPI is 95%). Even though the overall effectiveness in the year
2015 did not meet the company’s objective because the implementation time was only
May — December 2015, anyhow, the company believes that in 2016 it will achieve the
objective referring to data of implementation. Total time spent was 275 minutes, 25

minutes less than the target time (target time is 300 minutes).
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CHAPTER V

SUMMARY FINDINGS, CONCLUSIONS AND
RECOMMENDATIONS

Previous chapters have presented different types of information. Background and
situation are included in chapter 1. Literature review is shown in chapter 2.
Methodology is explained in chapter 3. Presentation and critical discussion of results
are discussed in chapter 4. In this chapter, discussions that are mentioned in the
previous chapters are gathered to come up with the summary and conclusion of the
research. Summary of the findings begins this chapter followed by the conclusions
regarding the research objectives. Next is the discussions of Theoretical and
Managerial Implications. Finally, the limitations and recommendations of the research

are discussed.

5.1 Summary of the Findings

As a consequence, this research attempts to focus on the delivery performance and
seeks to answer the question, “How to improve the delivery performance of ABC
Thailand?” The objectives of this study are to identify and analyze the root causes of
low delivery performance and to develop and implement alternative to eliminate the
cause of low delivery performance. Factors that are found to be the root causes are
Customs clearance, Flight delay, Picking DO and Paying Storage charge, Traffic, Late
Document from customer, System down, Ad hoc job and Sorting Skill. Factors that
could be controlled are Picking DO and Paying Storage (40% of shipment failure in
2014 and 43% in 2015) and Sorting Skill (10% shipment failure in 2014 and 7% in
2015) while the rest are uncontrollable factors. Referring to data collection, time spent
in picking DO and paying storage charge are longer (39 minutes in 2014 and 37
minutes in January — April, 2015) than target time (20 minutes). To eliminate this
factor, shipment consolidation is chosen as an alternative. Shipment consolidation is
the process of combining various shipments with various Master Air Way bill

(MAWB) from origin into one Master Air Way bill. After the implementation of the
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shipment consolidation, time spent in this process is changed to 10 minutes (May —
December 2015). However, the disadvantage of this alternative is the complexity of

documents.

Review and Revise training procedure is chosen to improve the factor of sorting skill.

Referring to data collection, time spent in sorting at ABC’s vault is longer than the
target time (20 minutes). Time spent in 2014 is 27 minutes while in January — April
2015 is 26 minutes. After the implementation, time spent has changed to 15 minutes
(May-December 2015). Sorting at the distribution center is 25 minutes in 2014 and 23
minutes in January — April 2015. After the implementation, time spent has changed to
15 minutes. The disadvantage of this alternative are waste of time and human

resources in reviewing and the high of cost of training.

5.2 Conclusions

High valuable products are merchandise that need security, fast delivery and trustable.
There are many kinds of international transportations, but airline transportation is
most preferable choice when comparing with other transportation modes. This study
was a case study of secure logistics provider ‘ABC Company’ which has a full service
of secure logistics provider, including armored truck, security guard and others that

customers are assured that the goods are safely delivered.

This research was focused on the delivery performance of the company by setting up
two objectives in order to achieve the company’s KPI with 95 effectiveness. The first
objective was identified and analyzed the root causes of low delivery performance.
The second was to develop and implement the shipment consolidation and Review
and Revise training procedure to improve the factor of sorting skill so as to eliminate

the cause of low delivery performance.

To identify and analyze the root causes of low delivery performance, the shipment
records during the year 2014 to April 2015 were collected and evaluated. By

comparing the quantity of shipments in each year, there is a difference in terms of
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meeting the target and failure shipment. The literatures that were reviewed are the
process mapping and Swim Lane mapping process. Process mapping presents a visual
tool to improve the process and provides a means for analyzing process. It is an
outline that demonstrates relationships among the people, activities, objectives and
data (Siha& Saad, 2008) while swim lane mapping process shows visible illustration
of the activities resulting from business process models so that business processes can
be analyzed and defined (Aldin & de Cesare, 2011). These two methods were used to
illustrate the whole picture of the company’s current process in detail, starting from
the flight arrival until the shipment is received by the consignee. Time spent in each
process and person in charge were also shown. By using these methods, the root
causes of the problem were found and analyzed. After analyzing, the process that
needed to be improved was ‘Customs Clearance’ as the time spent in this process was

the longest.

To evaluate and analyze the factors that have been caused low delivery performance,
data collection was the method used by the company. ABC Company collected the
data of total import shipment during January — December 2014 and January —April
2015 as the most up-to-date record. Another data that have been gathered was time

spent in each process.

Time spent in customs clearance process was the longest among the other processes,
so to achieve the company’s objectives, time spent in this process had to be reduced.
Shipment consolidation and Review and Training procedure were selected to
eliminate the causes of low delivery performance. Shipment Consolidation (SCL) is a
logistics strategy which primarily focuses on terminal consolidation where stuff from
various origins are separated at a single terminal to be dispatched to different
destinations on the same carriage. Consolidating idea to reduce costs is not an up-to-
date development (Hall, 1987). The idea of freight consolidation was presented to
deal with the regular and small shipments which are well known as less than truckload
(LTL) or less container load (LCL). Successful operation of consolidation strategies
can help to decrease total logistics costs by achieving economies of scale (Min &

Cooper, 1990). To implement shipment consolidation, several shipments were
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processed under one AWB. The company did not process the clearing shipment one

by one as done previously.

Another selected alternative was Review and Training procedure which helped
increase staff capability. Every step of working had to be run very fast as the time was
limited. Every new staff was trained on his/her responsibility and also being reviewed
frequently. The company had revised the training schedule from annual training to
quarterly training instead. The training course is focused on sorting process, cross

checking between shipping documents and label on parcel.

Shipment consolidation and Review and Revise training are the tools that helped
improve the delivery performance of the company. In 2015, the performance of the
company was changed positively. The actual performance came out as 90% whereas
KPI was set at 95%. This shows a good sign for the company that in the coming

years, the company’s target will surely be met.

The company has gained advantages from this study such as increasing capacity in
transportation, increasing opportunity in expanding the market, becoming trustable by

customers and profitability.

5.3 Theoretical Implications

This research studied the factors that affect the company’s delivery performance.
ABC Company as a secure service provider, 1s looking for shorter lead time, ways to
provide efficient delivery and improve its efficiency. One of theoretical implications
related to delivery performance is customer satisfaction. Customer satisfaction is an
outcome from a reliable service where actual performance meets the customer’s
expectation. In order to earn more customer satisfaction, the company is committed to
improve its performance to meet or exceed customers’ expectations and match their
requirements. Therefore, customer satisfaction is considered to be the customer's

overall attitude toward service (Lin, Huang, & Zeelenberg, 2006).
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The link in a supply chain that directly deals with customers is the delivery of goods
or services and therefore it is called “the driver of customer satisfaction”. Another
definition of delivery performance is perfect order delivery. Perfect order delivery
adds to OTIF other essential components as perfect invoicing (right quantity, right
price and right item number) and perfect receipt (correct bill of lading and packing
slip) (Gunasekaran et al.,, 2001). In this study, customers expect the goods to be
delivered before noon (by the same date of flight arrival). Customers require
dependable on-time delivery from their suppliers. Both early and late deliveries are
disruptive for the supply chain and need to be analyzed (Guiffrida & Nagi, 2004).
Second theoretical implication is delivery performance which is one of the Key
Performance Indicators (KPIs). KPIs are quantifiable measurements to examine the
improvement in performing an innovation implementing activity that is critical to the
success of a business (Cox et al., 2003). In this study, the company had set up KPIs on
delivery performance at over 95% which ABC Thailand has not reached its target

until shipment consolidation was used.

5.4 Managerial Implications

This research focused on analyzing the root causes of low delivery performance,
developing and implementing shipment consolidation to eliminate the cause of low
delivery performance as a means to meet the company’s objectives in improving
delivery performance. The management should use the results of shipment
consolidation to improve its performance for the future. Shipment consolidation is a
useful method to improve the company’s service levels and beneficial to customers.
Even though shipment consolidation was helpful but there were some factors beyond
control in the delay of the shipments which were system down, increasing number of
shipments, and flight delay. Customer service was an answer to uncontrollable
factors. Customer service solved this problem by updating the customers when the

shipment was going to be delayed.
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5.5 Limitations and Recommendations for Future Research

This study was limited to the process of import shipments and the causes that affect
low delivery performance such as flight delay, non-completed document, customs
check, system down and ad hoc. The research examined the data during the period of
2014 —April2015.

The first recommendation is to examine customer satisfaction of current customers by
asking customers to fill out the questionnaire. The result will be recorded, evaluated

and used for improving the company’s performance.

The second recommendation is to consider other potential customers from other

origin countries, different in flight schedule by using a similar methodology.

The third recommendation is to consider the increase in the number of trucks to
increase delivery performance. In this study, increasing the number of trucks is one of
the alternative choices that the company has been considering but due to limitation of
cost as compared to the return revenue, was not reasonable. From data record, the
number of shipments is continuously increasing then by increasing the number of

trucks in the future could be reconsidered.
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