
NEWS & EVENTS

FROM SERVICE MEASURE TO 
OPERATIONAL PERFORMANCE!

From Service Measure to Operational Performance – It’s 
still about people.!
At this point in the evolution of the species we have finally 
figured out that customer service is prerequisite to success.  
In 1976, a chap called Paul S. Bender published a piece of 
research with the prosaic title “Design and Operation of 
Customer Service Systems”. !
One of his findings went on to become famous; famously 
misquoted; and as to be expected, Paul was forgotten in all of 
the excitement.!
The quote “On the average it is approximately six times more 
expensive to develop a new customer than it is to keep a 
current customer”.  !
With the passage of almost 40 years I’ve really no idea if it is 
now more than six times more expensive or less than six 
times more expensive, but I’m confident that it is still more 
expensive.!

Tom Rafferty, Logistics Executive Group’s 
newly appointed Managing Director for 
Queensland this month highlights the impor-
tance of people when moving from Service 
Measure to Operational Performance – It’s 
still about people. Upcoming Event 

Global Logistic and Cargo 
Symposium 2014 - Kuala Lumpur 

October 29–30th, 2014 
The third year of Global Logistic and 
Cargo Symposium will take off on at 
the Holiday Inn Kuala Lumpur - 
Glenmarie, Malaysia. This annual event 
organised by MiceVision this year will 
discuss and focus on Networking and 
Supply Chain Benchmarking for improved 
performance and sustainability.!
This year, more interesting topics will be 
discussed and speakers will share their 
thoughts and minds on the issues.!
www.glcs-asia.com!

www.glcs-asia.com !

Logistics Executive  
Global News 

Logistics Executive Group 
Announces new staff appointment 

in Singapore and India. !
Singapore!

Logistics Executive Singapore is delighted 
to announce the appointment of Faezah 
Hamzah. With four years experience in 
Executive Recruitment and HR Services, 
Faezah role as Executive Associate will 
play a value role in client services across 
Asia. To contact Faezah email - 
FaezahH@LogisticsExecutive.com!

India!
Logistics Executive India is welcomes it’s 
newest team member, Nagaraj  Cunchala.   
Based in Chennai, Nagaraj has joined 
Logistics Executive as General Manager, 
South India. With a deep and rich 
experience in Supply Chain 
Management, Nagaraj will oversee 
business growth and client servicing.!
 To contact Nagaraj email - 
NagarajC@logisticsexecutive.com!
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Finding good customers is similar to finding 
good staff. It takes effort, patience, can be fraught 
with disappointment and frequently, frustrating. 
Losing a good customer, or a good employee, can 
be painful and devastating.!
There are many ways to lose a customer, but two 
stand out, price and service. If you’re in a sector 
were price is the main consideration, life is 
always going to be tough. Price is nearly always 
an important factor, but service, good service, 
can make all the difference.!
Many years ago, I worked for a transport 
company. My boss thought that our 95 per cent 
service level was just fine (in reality, we were 
getting nothing close to that, but that’s another 
issue). So I made up this little story, to 
demonstrate a point.!
Imagine we have 100 customers that we deliver 
to each day, with and a 95 per cent chance of 
meeting our advertised service level. This means 
we will mess up 5 per day, or 25 per week, or 100 
per month.  This means we will, on average, 
mess up every customer, maybe twelve times per 
year. !
Ask yourself, could you afford to do business 
with someone that promises to screw up that 
regularly? !
Obviously, getting to the root-cause of problems 
and fixing it, is always a good idea. However, in 
many instances what we see is “tinkering” on the 
edge of processes, rather than starting with a 
blank sheet. The music industry, busy tinkering 
for years, was completely blindsided by the 
“blank sheet” of digital music. !
Rather ironic, given that many artists were 
against the publication of sheet music in the late 
nineteenth century. In the early twentieth 

century, many artists didn’t like the idea of radio 
broadcast, then they disliked phonograms (early 
records). Why? They thought that people would 
stop attending live performances.!
Then we got vinyl records, cassette tapes and in 
the 1980’s compact discs.  The CD caused a 
revolution in music sales and was the standard 
until 1999. Then a thing called Napstar came 
along and the concept of file sharing on the 
Internet became a huge source of disruption.!
Now we have ITunes, Spotify and a host of other 
music streaming services. Where to next? I’m 
afraid I lack the imagination to even guess.!
However, these new channels do something 
really exciting. They provide music as a service. 
Almost any music you want, at the moment you 
want it. Customer service doesn’t get much 
better. Furthermore, these streaming services are 
amassing huge amounts of data that helps them 
understand, react to, and even lead the market.!
The handy thing about data is that you can start 
to measure your performance. When you 
measure you can manage and then manage to 
improve. !
We can then develop a whole set of Key 
Performance Indicators (KPIs). We measure our 
results against these KPIs regularly to ensure we 
stay on track. !
KPIs must be linked to business strategy and 
objectives. If they are not, their usefulness is 
questionable.  In turn, the KPIs must be assessing 
activities that have a bearing on business success. 
There is, however, a common trap. Frequently, 
company-wide KPI’s do not find their way into 
position descriptions.!
If inventory records are inaccurate, it follows that 
inventory is inaccurate.!

TRAINING AND STAFF PERFORMANCE 
Logistics Executive in conjunction with partners is committed to providing the most 
relevant and cutting-edge Supply Chain, Logistics & Executive development to 
your employees upgrading their future skills and helping to retrain.  Our short and 
long-term courses include industry specific seminars, tier one accredited courses, 
and on-site customised training developed for Supply Chain and Logistics employ-
ers. Logistics Executive Training Academy provides Quality Training and Development for companies and or-
ganisations that meet their individual needs. We provide training and assessment services that are relevant, 
flexible and of the highest quality.

More Information on Logistics Executive 
Academy Training and Development Programs

iiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiii-
iiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiii-
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For a copy of the 2014 
Logistics Executive 
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Report email: !
darrylj@logisticsexecutive.com 

or !
kimw@logisticsexecutive.com 

In turn, this leads to 
inefficiencies in purchasing, 
manufacturing, handling, 
distribution, etc, etc. It also leads 
to dissatisfied customers.!
The answer to this problem is to 
set an inventory record accuracy 
KPI. Well, no. Not quite. The 
answer is to fix the problem, and 
setting the KPI is the easy part.!
Then we have to design a 
project to deliver the results, and 
then implement the program. 
We then need to ensure that the 
inventory records stay accurate. 
So we have to write a whole 
bunch of policies, procedures 
and processes. Then we put 
someone in charge of it. Then 
it’s fixed?!
Almost! We have to incorporate 
the KPI into someone’s (or a 
team of someone’s) position 
description(s). Right? Nearly 
there.!
We then have to have a 
formalised performance review 
system that ensures that 
everything that is supposed to 
happen is happening. We know 
things are working when we get 
the results we want and expect.!
Lastly, Boards direct C-Level, 
who monitors senior managers, 

who manage middle managers, 
who supervise workers (or 
something like that). !
Then we have a plan, we 
m e a s u re t h e p l a n , a n d 
everybody keeps everybody else 
honest, with meaningful and 
measurable KPIs. Nirvana!!
The real trick to improving 
performance is to make people 
responsible for doing so, in a 
meaningful and measurable way. !
Moreover, when people have a 
goal and know they are being 
measured to achieve it, it tends 
to motivate them. Sometimes 
they are motivated by fear (of 
criticism, or losing a job). They 
can also be motivated by money 
(a bonus for achieving the KPI). 
Frequently, the sense of 
achieving the goal is enough.!
So if you’re serious about 
service, really serious, you have 
to define success and failure. 
Then you have to hold people 
accountable. !
So give them the tools, give them 
the training. After that, if the 
people don’t change, you’ll have 
to change the people … before 
your customers change you!!!

AUTHOR PROFILE:  
TOM RAFFERTY - MANAGING DIRECTOR - QUEENSLAND, !
LOGISTICS EXECUTIVE GROUP!
With over 30 years experience in a wide range of supply chain roles in 
Europe, USA, Asia and Australia, Tom has lectured in Logistics & 
Operations Management at USQ & Export Management at Griffith 
University. Along with his proven theoretical knowledge, he combines 
operational experience in transport & distribution management, 
purchasing, production management, customer service, forecasting, 
inventory management, sales and marketing. He has consulted to a 
wide range of multi-national organisations. He writes a regular column 
for ATN, arguably the leading supply chain publication in Australia 
and has published over 100 articles, including two book chapters. Tom 
is increasingly in demand as a conference speaker; having presented 
over 50 papers both internationally and in Australia. Contact Tom on 
email: TomR@LogisticsExecutive.com
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