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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

• Week 7-9: CSR, Communications and 
Logistics

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

• Week 11: 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.
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CUSTOMER SERVICE RELATIONSHIPS

• LOGISTICS ORGANISATIONS NEED TO BUILD AND MAINTAIN RELATIONSHIPS WITH 
CUSTOMERS

• Customer Relationship Management; Supplier Relationship

• Customer Service Management

• Demand Management (Demand balanced with supply)

• Order Fulfilment

• Manufacturing Flow Management

• Product Development and Commercialisation Management

• Returns Management

• Financiers  Relationship Management



CUSTOMER SERVICE RELATIONSHIPS

• LOGISTICS ORGANISATIONS NEED TO COLLABORATE WITH OTHER SUPPLY CHAIN STAKEHOLDERS

• Transactional: To integrate and automate the flow of information to align with product flow e.g. 
purchase orders, invoices

• Tactical information sharing: Sharing information before or after a purchase is made

e.g. order status, product prices

Strategic: Joint buyer/seller processes, decision-making and measurement e.g. forecasts, fulfilment 
processes

Reverse Marketing: Where the purchaser initiates and negotiates terms of a contract
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CORPORATE SOCIAL RESPONSIBILITY 

• As covered under Organisational Structures

• Ethical considerations include conflict of interests, insider trading; improperly sharing 
information, use of bribes and favours to influence decisions

• Philanthropic obligation including donation of surplus or obsolete stock

• Human rights –sweatshop labour, below minimum wage, asbestos

• Mandela Day. 

• Farm or mine or former railway policy to provide houses, schools, clinics and company 
facilities –welfare to labour and families
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DEFINING SUSTAINABILITY

• "Sustainable development is development that meets the needs of the 
present without compromising the ability of future generations to meet their 
own needs.“ –Our Common Future –”Brundtland Report

•
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GREEN LIVING –NEDBANK GUIDE



CASE STUDIES

• http://kzntopbusiness.co.za/site/kzn-brands



NATIONAL BUSINESS INITIATIVE
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COMPONENTS INCLUDED IN A SERVICE LEVEL AGREEMENT

• What is a Service Level Agreement Information (SLA)

• A Service Level Agreement is an important document that is used to define the level of a service that 
exists between a service provider and their customer.

•
The agreement is generally in expressed in a simple language so that it can be clearly understood by the 
customer. The document may also include more technical terms for defining the service. The Service 
Level Agreement is often part of a wider service contract.

•
A Service Level Agreement can either be an informal contract between parties or a legally binding 
contract.

•
The SLA may address several areas including the availability of the service, the performance of the 
service, how it will operate, priorities, responsibilities of involved parties, guarantees and warranties.

•
As well as defining key areas, the Service Level Agreement may also specify a level of service, including 
targets and a minimum level that can be reached.

•
Some of the common uses for a Service Level Agreement would be for telecom companies, IT service 
providers, Internet Service Providers (ISP) and outsourcing.



COMPONENTS INCLUDED IN A SERVICE LEVEL AGREEMENT
• What are key components of an SLA?
• The SLA should include components in two areas: services and management.
• Service elements include specifics of services provided (and what's excluded, if there's 

room for doubt), conditions of service availability, standards such as time window for 
each level of service (prime time and non-prime time may have different service levels, 
for example), responsibilities of each party, escalation procedures, and cost/service 
tradeoffs.

• Management elements should include definitions of measurement standards and 
methods, reporting processes, contents and frequency, a dispute resolution process, an 
indemnification clause protecting the customer from third-party litigation resulting 
from service level breaches (this should already be covered in the contract, however), 
and a mechanism for updating the agreement as required.

• This last item is critical; service requirements and vendor capabilities change, so there 
must be a way to make sure the SLA is kept up-to-date.

• For more, see "10 do's and don'ts for crafting a more effective SLA."
.

https://www.cio.com/article/3276284/outsourcing/10-dos-and-donts-for-crafting-more-effective-slas.html#tk.cio_fsb


COMPONENTS INCLUDED IN A SERVICE LEVEL AGREEMENT
• What is an indemnification clause?

• An indemnification clause is an important provision in which the service provider agrees to indemnify the 
customer company for any breaches of its warranties. Indemnification means that the provider will have to pay 
the customer for any third-party litigation costs resulting from its breach of the warranties. If you use a standard 
SLA provided by the service provider, it is likely this provision will be absent; ask your in-house counsel to draft a 
simple provision to include it, although the service provider may want further negotiation of this point.

• Is an SLA transferable?

• Should the service provider be acquired by or merge with another company, the customer may expect that its SLA 
will continue to be in force, but this may not be the fact. The agreement may have to be renegotiated. Make no 
assumptions; however, bear in mind that the new owner will not want to alienate existing customers, so may 
decide to honor existing SLAs.

• How can I verify service levels?

• Most service providers make statistics available, often via an online portal. There, customers can check whether 
SLAs are being met, and whether they're entitled to service credits or other penalties as laid out in the SLA.

• Usually these processes and methodologies are left to the outsourcing company to identify, ensuring that such 
processes and methodologies can support the SLA agreement. However, it's recommended that the client and the 
outsourcing company work together during the SLA contract negotiation to eliminate any misunderstanding about 
the process and method of support as well as management and reporting methods.

• For critical services, however, customers should invest in third-party tools to automatically capture SLA 
performance data, which provide an objective measure of performance.



COMPONENTS INCLUDED IN A SERVICE LEVEL AGREEMENT

• What kind of metrics should be monitored?

• The types of SLA metrics required will depend on the services being provided. Many items can be monitored as part of an SLA, 
but the scheme should be kept as simple as possible to avoid confusion and excessive cost on either side. In choosing metrics, 
examine your operation and decide what is most important. The more complex the monitoring (and associated remedy) 
scheme, the less likely it is to be effective, since no one will have time to properly analyze the data. When in doubt, opt for 
ease of collection of metric data; automated systems are best, since it is unlikely that costly manual collection of metrics will 
be reliable.

• Depending on the service, the types of metric to monitor may include:

• Service availability: the amount of time the service is available for use. This may be measured by time slot, with, for example, 
99.5 percent availability required between the hours of 8 a.m. and 6 p.m., and more or less availability specified during other 
times. E-commerce operations typically have extremely aggressive SLAs at all times; 99.999 percent uptime is a not uncommon 
requirement for a site that generates millions of dollars an hour.

• Defect rates: Counts or percentages of errors in major deliverables. Production failures such as incomplete backups and 
restores, coding errors/rework, and missed deadlines may be included in this category.

• Technical quality: in outsourced application development, measurement of technical quality by commercial analysis tools that 
examine factors such as program size and coding defects.

• Security: In these hyper-regulated times, application and network security breaches can be costly. Measuring controllable 
security measures such as anti-virus updates and patching is key in proving all reasonable preventive measures were taken, in 
the event of an incident.

• Business results: Increasingly, IT customers would like to incorporate business process metrics into their SLAs. Using existing 
key performance indicators is typically the best approach as long as the vendor’s contribution to those KPIs can be calculated.

https://www.cio.com/article/2438284/outsourcing/outsourcing-sla-definitions-and-solutions.html



COMPONENTS INCLUDED IN A SERVICE LEVEL AGREEMENT

• What should I consider when selecting metrics for my SLA?

• The goal should be an equitable incorporation of best practices and requirements that will maintain 
service performance and avoid additional costs.

• Choose measurements that motivate the right behaviour. The first goal of any metric is to motivate the 
appropriate behaviour on behalf of the client and the service provider. Each side of the relationship will 
attempt to optimize its actions to meet the performance objectives defined by the metrics. First, focus 
on the behaviour that you want to motivate. Then, test your metrics by putting yourself in the place of 
the other side. How would you optimize your performance? Does that optimization support the 
originally desired results?

• Ensure that metrics reflect factors within the service provider's control. To motivate the right 
behaviour, SLA metrics should reflect factors within the outsourcer's control. A typical mistake is to 
penalize the service provider for delays caused by the client's lack of performance. For example, if the 
client provides change specifications for application code several weeks late, it is unfair and 
demotivating to hold the service provider to a pre-specified delivery date. Making the SLA two-sided by 
measuring the client's performance on mutually dependent actions is a good way to focus on the 
intended results.

• Choose measurements that are easily collected. Balance the power of a desired metric against its ease 
of collection. Ideally, the SLA metrics will be captured automatically, in the background, with minimal 
overhead, but this objective may not be possible for all desired metrics. When in doubt, compromise in 
favor of easy collection; no one is going to invest the effort to collect metrics manually.



COMPONENTS INCLUDED IN A SERVICE LEVEL AGREEMENT

• Less is more. Despite the temptation to control as many factors as possible, avoid choosing an 
excessive number of metrics or metrics that produce a voluminous amount of data that no one 
will have time to analyze and create excessive overhead. While less likely, too few metrics are 
also a problem as missing any one may mean the provide has breached the contract.

• Set a proper baseline. Defining the right metrics is only half of the battle. To be useful, the 
metrics must be set to reasonable, attainable performance levels. Unless strong historical 
measurement data is available, be prepared to revisit and readjust the settings at a future date 
through a predefined process specified in the SLA.

• Define with care. A provider may tweak SLA definitions to ensure they are met. For example, 
the Incident Response Time metric is supposed to ensure that the provider addresses an 
incident within a minimum number of minutes. However, some providers may meet the SLA 
100 percent of the time by delivering an automated reply to an incident report. Customers 
should define SLAs clearly so that they represent the intention of the service level.

• In addition to defining the services to be provided, the contract should also document how the 
services are to be monitored, including how the data will be captured and reported, how often 
it will be reviewed, and who is involved in the review.
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