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ABSTRACT

Modelling and simulation approach is widely used in the management, manufacturing and
services industries. The purpose of using modeling and simulation is to improve in
business performance and achieve in business goals and targets. However, there is lack of
such an application in the customer service operation for the logistic industry. The project
is performed to evaluate the roles and responsibilities of Customer Service Officer (CSO)
in the import and export operations for a logistic service company, to ensure customer
satisfaction for the services provided by CSO from a logistic service company in the
import and export operations and to recommend appropriate parameters for a logistic
service company for improvement of business performance after operation re-engineering.
The research method consists of interview, observation, document review and simulation.
The project was conducted in DNE group, a logistic service company located in Klang
Valley, Malaysia. The general manager and CSO of import and export operation (five CSO
for each operation) were interviewed. The work of CSO of both import and export
operations were observed. The relevant forms for the import and export operations and the
CSO import and export operational procedure where the company intends to adhere to ISO
9001:2008 were reviewed. ARENA simulation was used to simulate the suggested
methods for the purpose of improving business performance. There are four proposals for
the import operation. The proposals are to add two working hours for each CSO, to add an
extra officer to each import process, to allow two shifts for the CSO and to have more job
separation. The export operation consists of three proposals. The proposals are to add two
working hours for each CSO, to add an extra officer to each export process and to allow
two shifts for the export CSO. These suggestions can be applied to other logistical
companies and a conceptual model can be established for future research.
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ABSTRAK

Permodelan dan simulasi merupakan kaedah yang digunakan dalam pelbagain industry
termasuk industri pengurusan, industry pembuatan dan industry pelayanan. Tujuannya
adalah untuk membangunkan prestasi perniagaan dan mencapai tujuan dan matlamat
perniagaan. Namun, masih kurang digunakan dalam operasi servis pelanggan bagi
industri logisitik. Projek ini dilaksanakan untuk menilai peranan dan tanggungjawab
Pegawai Servis Pelanggan (PSP) dalam operasi import dan eksport bagi syarikat servis
logistik, untuk memastikan kepuasan pelanggan dan mencadangkan parameter yang
sesuai untuk menambahbaikkan prestasi perniagaan selepas pengoperasian semula.
Kaedah kajian merangkumi temuduga, pemerhatian dan penyemakan semula documen.
Projek ini dilaksanakan di DNE group, syarikat servis logistik yang terletak di Lembah
Klang, Malaysia. Pengurus Besar dan PSP bagi operasi import dan eksport (lima pegawai
bagi setiap operasi) telah ditemuduga. Cara kerja PSP bagi import dan eksport telah
diperhatikan. Dokumen yang berkaitan bagi operasi import dan eksport serta prosedur
operasi bagi import dan eksport PSP di mana syarikat berniat untuk mengikuti ISO
9001:2008 telah disemak semula. Simulasi ARENA telah digunakan untuk mensimulasikan
cara yang dicadangkan demi membangunkan prestasi perniagaan. Terdapat empat
cadangan bagi operasi import, iaitu menambahkan dua jam waktu kerja bagi setiap PSP,
menambahkan seorang PSP bagi setiap proses import, membenarkan dua shif bagi PSP
dan mencabangkan lebih pecahan kerja. Bagi operasi eksport pula merangkumi tiga
cadangan. Cadangan terserbut adalah menambahkan dua jam waktu kerja bagi setiap
PSP, menambahkan seorang PSP bagi setiap proses eksport dan membenarkan dua shif
bagi PSP. Cadangan-cadangan tersebut boleh digunakan untuk syarikat logistik yang lain
dan satu model konseptral boleh dibentuk untuk kajian masa depan.
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CHAPTER 1

INTRODUCTION

1.1

Background
Logistic service companies encompass processes such as transportation,

consolidation warehousing and in or out-country distribution. Such industry provides
services to manage customers’ needs by providing valued operations across different
industries and fields in the form of logistics (Liu et al., 2011).
The logistic service companies require various components to be involved in the
logistic supply chain. The components include shipping liners, ports, freight forwarders,
road hauliers, forwarding agents and; depots or warehouses. The logistic service company
may act as a freight forwarder, a road haulier or a forwarding agent or any combinations of
the mentioned three (MITI, 2012).
Among the components of a logistic supply chain, the import and export operations
play key roles in ensuring the business of all the logistic service components. The import
operation consist of activities and components involved to import goods from the port to
the customer premise while the export operation consist of activities and components
involved to deliver goods from customer’s premise to the port (Peng, 2012).
The logistic supply chain components practice logistic outsourcing to ensure
economic growth of the logistic service industry as well as enhancing the value-added
logistic services (Hsiao et al., 2010). Amongst the components involved in a logistic
1

supply chain, Customer Service Officer (CSO) is responsible to ensure the smooth import
and export operations.

1.2

Problem Statement
The operations conducted by CSO in import and export for a logistic service

company has proven to be quite difficult to manage (Liu, 2010; Florez and Ramon, 2012;
Khodakamari and Chan, 2013). According to Florez and Ramon (2012), such difficulty
was observed even when careful attention is paid to involving upper management and key
stakeholders in the design and implementation process. Additionally, some difficulties in
providing satisfied services to customers have been observed due to technological barriers
and users’ perceived satisfaction (Xu et al., 2009).
According to Rao et al. (2011), operation re-engineering of CSO may help the
managers in better managing customer demands at the same time ensure business growth
for logistic service industry. The benefits of successful implementation of operation reengineering of services for CSO have been documented. Khodambashi (2013) and Oprean
(2014) found that operation re-engineering of roles of CSOs in the import and export
operations increases performance efficiency in satisfying customers and profit for the
company. While Meidutė-Kavaliauskienė (2014) found that such implementation ensures
long term business success for the logistic service company. Import operation refers to the
loading of goods from ports and transported to the warehouses or premise of a customer.
The export operation refers to unloading of goods that was delivered from a manufacturer
or a supplier to the depot or ports. The operation system to overlook the entire operation is
very important and would influence the delay of the delivery of goods that is why this
study needs to be conducted.

2

Operations can be improved using methods such as improvement in information
and technology, using knowledge management as a tool for operations and optimization of
resources in a company. Operation re-engineering also serves as one of the methods for
operation improvement. The operation re-engineering of CSO can be categorize as
restructuring the roles played by CSO in the import and export operation. However, such
an improvement using operation re-engineering coupled with the costs associated with
failed attempts like CSO losing self-confidence and CSO not having motivation to perform
well in work has made effective implementation of operation re-engineering for CSO vital
(Hoang et al., 2010). Although a number of factors have been suggested as important
elements in impacting the success of operation re-engineering, the impact of organizational
structure that manages well the human resources appears as a common thread (Chen et al.,
2012). Unfortunately, very little attention has been given in literature to exactly what
constitutes the optimal organizational structure for an effective implementation of
operation re-engineering and how to foster that culture in a logistic service company. It is
also unclear on an appropriate method to analyse the effectiveness of the operation reengineering conducted in a logistic service company.

1.3

Research Questions
1. What are the components in the logistic service supply chain that is involved in
importing and exporting operations?
2. What are the common procedures involved in the import and export operations of a
logistic service provider?
3. What are the roles and responsibilities played by Customer Service Officers (CSOs)
in the import and export operations for a logistic service company?
4. Does every steps carried out by CSOs ensure customer satisfaction?
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5. Why does the case study company conduct operation-reengineering of the CSOs
for the import and export operation?
6. What are the changes involved in the operation re-engineering of the CSOs in the
import and export operations?
7. What are the factors that may affect the work performance of the CSOs?
8. How to evaluate and improve the work performance?

1.4

Objectives
1. To evaluate the roles and responsibilities of CSO in the import and export
operations for a logistic service company.
2. To ensure customer satisfaction for the services provided by CSO from a logistic
service company in the import and export operations.
3. To recommend appropriate parameters of a logistic service company for
improvement of business performance after operation re-engineering.

1.5

Scope of Study
The study conducted in DNE group Sdn. Bhd., a logistic service company whose

headquarter is situated in Klang Valley, Malaysia. The study is carried out in the
department of customer services where CSO’s roles and responsibilities are carefully
evaluated. The procedures conducted by CSO in the import and export operations are also
reviewed along with ISO 9001: 2008 since DNE is applying the Quality Management
System at the time of the research being carried out in DNE.

ARENA simulation

software is used to model and simulate the current practice of DNE and also provide
suggestion to improve in DNE business performance.
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1.6

Significance of Study
1. Evaluating and understanding the roles and responsibilities of CSOs in the import
and export operations.
2. Manufacturing the best implementation of quality services for import and export
operations conducted by CSOs to meet customers’ needs.
3. Understanding the fundamental key parameters to improve business performance in
an operation re-engineered logistic service company through modelling and
simulation.

5

CHAPTER 2

LITERATURE REVIEW

2.1

Introduction
Logistic Service Company enables goods to be transported from one place to the

required destination. The logistic service companies provide transportation either on sea or
on the road to aid in the goods transportation (Peng, 2012).
Various parties are involved in the major logistic supply chain. Thus, a systematic
and orderly system and structure needs to be conducted to evaluate and determine
accurately the whereabouts of the goods. Good relationships between the parties involved
allow smooth transportation of goods. This then provides opportunities for business to
grow in the future.
Among the processes involved, the customer service quality plays an important
role to ensure the improvement and growth of a logistic service company. Hence, the
customer service officers involved on a logistic service company is studied to discover the
roles of the officers and also the operations involving such officers (Florez and Ramon,
2012).
The operation re-engineering of customer service officers is of interest as this
enables better quality services. Compliance to ISO 9000, especially ISO 9001: 2008 is also
studied. The reason is that ISO 9001: 2008 standard provides guidelines for logistic service
provider to consistently meet customer requirements. By complying with such standard,

6

customers are rest assured of their goods being able to be transported to the required
destination on time and effectively (Chen et al., 2012).
The following reviews literatures from various researchers regarding the roles of
logistic service companies, the roles and responsibilities of customer officers, the operation
re-engineering, modelling and simulation for business improvement and also on ISO 9001
for customer satisfaction and service assurance.

2.2

Objectives
The literature review is performed based on the following objectives.
1. To review different components involved in the logistic supply chain and the interrelationship between the components.
2. The review the proper procedures of import and export operations of a logistic
service company according to Ministry of International Trade and Industry (MITI).
3. To identify the roles and responsibilities played by customer service officers in the
logistic service company.
4. To determine the relationship between roles of customer service officers and
quality assurance of services provided by a logistic service company.
5. To review ISO 9001: 2008 standards and to study on the relevance of ISO 9001:
2008 to the quality of services.
6. To review on previous studies conducted by various researchers on the logistic
supply chain especially in providing quality services to customers.
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2.3

Logistic Service Company
Logistic is the process of planning, implementing and controlling the efficient,

cost-effective and storage of raw materials, in-process inventory and finished goods from
point of origin to point of consumption for the purpose of satisfying customer requirements.
Logistic Industry acts as one of the leading industries that greatly influence world economy.
Indicators that confirm the importance of logistic industry in a certain country include
logistic service trade balance and potential of logistic development in a country (Peng,
2012; Trajkov and Biljan, 2012). The logistic industry includes an array of actions that
encompasses transportation, consolidation of cargo, payment systems, warehousing and
border system to in or out-country distribution. Such industry provides services to manage
value-added processes across organizational boundaries to meet the real needs of
customers or end users (Hsiao, 2009; Liu et al., 2011).
The growing importance of logistic services has result in logistic companies place
emphasis on supply chain management. Researchers have done studies on supply chain
relationship management (Hsiao et al., 2010; Chiang et al., 2011; Li, 2011); and quality
supervision and coordination of logistics service supply chain (Hu et al, 2010; Han et al.,
2011; Liu et al., 2012). In the studies for supply chain relationship management,
researchers found that factors such as relationship between manufacturers and logistic
providers, collaborative relationship and communication greatly influence the satisfaction
of the customers. Researchers discovered that in order for coordination of logistic service
supply chain to be successful, a systematic and multi-period coordination model need to be
studied and implemented among the logistic service companies.
Logistic outsourcing also plays great importance in the economic growth of the
industry (Trajkov and Biljan, 2012). Hsiao et al., (2009) had listed four levels of
outsourcing logistic activities. Such levels include transportation, packaging, transportation

8

