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OVERVIEW

• Weeks 1-3: International Logistics Market

• Weeks 4-6: Customer Service and the 
Logistics Environment

• Week 6: Group Assignment Presentation:

• Weeks 7-9: The Importance of 
Communication and Customer Service

• Weeks 10-12: Principles of Marketing 
within Logistics Environment

• Week 11: Individual Assignment

• Week 13-14: Revision



OVERVIEW

• Disclaimer

• The following document vision represents only interim conclusions from the 
perspective of this maritime economist and all intellectual copyright under the 
1968 Copyright Act, remains with this author who exerts the moral right of 
authorship over this paper. Permission to cite/utilise may be offered only 
through Jack.Dyer@utas.edu.au.



REASONS FOR  PROVIDING AN EFFECTIVE CUSTOMER SERVICE PROCESS

• CUSTOMER LOYALTY –BRAND LOYALTY 
AND PRICE DISCRIMINATION

• QUALIFIED STAFF RECRUITMENT

• PRODUCTIVE EFFICIENCY

• ALLOCATIVE EFFICIENCY

• TRADE DIVERSION/CREATION –
COMPETITIVENESS

• PROFITS

• SHARE PRICE

• AVOID REPUTATIONAL/LEGAL COSTS

• WOOLWORTHS… BOMB

• DEMAND/SUPPLY/MARKET SHARE

• GREATER CREDIT ACCESS

• CAPACITY TO 
INNOVATE/EXPERIMENT/TEST NEW 
PRODUCTS AND SERVICES

• ECONOMIES OF SCALE

• COST REDUCTION

• REDUCES DISRUPTION FOR RISK 
AND UNCERTAINTY



FEATURES OF AN EFFECTIVE CUSTOMER SERVICE PROCESS

• ADDRESS STAKEHOLDER REQUIREMENTS

• EFFECTIVE RISK MANAGEMENT

• INFORMATION…. 
COMMUNICATION…COOPERATION

• EFFECTIVE LISTENING –AVOID POOR 
REPUTATION

• ETHICS

• CSR

• CONSUMER/STAFF LOYALTY AND 
INCENTIVES

• Customer Service can be seen as 
an activity or sequence of 
activities to satisfy stakeholder 
requirements

• Customer service is a 
performance –the ability to 
meet or exceed expectations

• Customer service can be a 
corporate philosophy –customer 
first, to provide the best 
customer service possible



CHARACTERISTICS OF AN EFFECTIVE CUSTOMER SERVICE PROCESS

• THE AVAILIABILITY OF ITEMS

• AFTER-SALES BACKUP AND SUPPORT

• HANDLING OF ORDERS AND QUERIES

• HANDLING OF COMPLIMENTS AND 
COMPLAINTS

• ORDER CONVENIENCE

• PAYMENT AND DELIVERY CONVENIENCE

• COMPETENT TECHNICAL REPRESENTATIVES

• DELIVERY TIME

• RELIABILITY

• DEMONSTRATION OF EQUIPMENT, 
AVAILABILITY OF INFORMATION

• WHAT HAPPENS DURING…

• PRE-TRANSACTION?

• DURING THE TRANSACTION OR 
SALE?

• WHAT HAPPENS AFTER THE 
TRANSACTION OR SALE?



CHARACTERISTICS OF AN EFFECTIVE CUSTOMER SERVICE PROCESS

• KEY PRE-TRANSACTION SKILLS INCLUDE:

• Buying  your goods in advance

• Packaging your goods in advance

• Anticipating your customers needs and 
desires

• Organising your staff so they react/respond 
quickly as soon as they place an order –pre-
service training

• Developing systems that can adapt to change

• Preferably having your prices and warranty 
obligations clearly written out and simplified 
for a quicker service and customer 
convenience.

• KEY TRANSACTION SKILLS INCLUDE

• Correctly entering or recording the order 
information

• Treating your customers well

• Assessing customer needs well

• Providing as much info as possible

• Following up on customer orders as quickly as 
possible

• Making it easy to place an order

• Providing suitable/comparable substitutes when 
out of stock

• Following up outstanding customer order 
problems or concerns.

• Acknowledging and recording customer feedback 
in the best possible way.



CHARACTERISTICS OF AN EFFECTIVE CUSTOMER SERVICE PROCESS

• KEY POST-TRANSACTION SKILLS INCLUDE:

• Installation of the Product as advertised and promised

• The honouring of the warranty –under promise and over deliver

• The ability of your company to repair/replace a broken item

• The ability to supply a part for a product for a reasonable price

• The ability to trace a supplied product to an original supplier when faulty

• The ability or willingness of a company to replace the item when its faulty or defective

• The ability to handle customer claims, complaints and repairs after the sale –logistical 
efficiency.



WHICH FACTORS CAN YOU INFLUENCE TO IMPROVE CUSTOMER SERVICE

• Administrative and Financial Efficiency

• Logistics and distribution efficiency (How 
quickly do we deliver as promised?)

• Supplier efficiency

• Personal attitudes of staff towards customers

• Numbers: Do we have more customers than 
we can realistically satisfy?

• Resource variables: Do these exist to meet 
needs?

• Infrastructure variables: Do we have the 
infrastructure to support peoples needs?

• Process variables: Do customers get lost in 
our process?



IMPROVING CUSTOMER SERVICE VIA TRANSPORT



IMPROVING CUSTOMER SERVICE VIA OUTSOURCING



IMPROVING CUSTOMER SERVICE VIA INVENTORY MANAGEMENT



IMPROVING CUSTOMER SERVICE VIA INVENTORY MANAGEMENT



IMPROVING CUSTOMER SERVICE VIA FINANCIAL AND OTHER PERFORMANCE 
INDICATORS



IMPROVING CUSTOMER SERVICE VIA REVERSE LOGISTICS AND ECO-SUSTAINABILITY



IMPROVING CUSTOMER SERVICE VIA REVERSE LOGISTICS AND ECO-SUSTAINABILITY



IMPROVING CUSTOMER SERVICE VIA REVERSE LOGISTICS AND ECO-SUSTAINABILITY
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