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In Chapter one, we mention new service innovation and globalization challenge
pattern of customer service. By reviewing the current development of liner and logistics
service proﬁders, we could recognize the important cperational issues as well as
customer service strategies. Through reading annual report regarding to the future
strategy of major liner and logiétics operators, we could understand their individual

 mapagement style and how these decision making units take action to stay competitive

based on their individual management philosophy. This research believes they all
propose the most suitable strategy for their organization since the strength and
weakness of service provider is different from one another. ’

As we have mentioned that the recent worse world economy situation forces the
operators to propose appropriate policy in terms of scales economy, market restructure
and differentiation to meet new cuétomer’s needs. It is urgently necessary to
understand customers and work closely with them to enhance satisfaction since
shipping mé.rket is not as optimistic as it used to be especially in East Asian region.
Practitioners offer their own solutions according to their own experience or intuition to
improve service quality to please clients but many issues still have disputation and
need further discussion. Therefore, scientific decision making processes based on
academic and practical literature to explore the appropriate strai:egies are proposed to
investigate the suitable customer service. This dissertation may not provide the
“hest” strategy but aim to propose the “appropriate” strategy depend on the actual
situation of service providers or decision making units. -

In Chapter two, we introduce that QFD is an appropriate methodology to improve
customer requirements and propose suitable technical measures for quality
improvement. It is a mature methodology widely applied by manufactures, product
design and process management. There are numerous researches which "apply
statistical application by collecting large number of random sampling surveys to
identify key service quality gap for enhance customer satisfaction. Large number of
surveys could provide meaningful statistical results but need to be further verified by
explaining practical meaning for decision makers. On the other hand, few researches
combine QFD and FAHP to explore liner shipping and logistics service in recent year.
The feature of this combination is to point out key customer requirements as well as
investigation the technical measures with regard to actual business application. The
key customer requirements and technical measures calculated by this methodology
should be reliable to reflect the voice of customer and define solution to achieve the
proposed targets.
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We summarize several results in Chapter three and Chapter four. First of all, though
many major liner carriers already have systematic standard operating procedure,
smaller or regional carriers may not have mature system or global standards to assure
customers their service quality. When scale and organization get bigger, standards
should be the key measure to assure promising efficiency and opordiﬁated service
performance. Second, exemption of terminal handling fee is good measure to offer
better prices for shippers. Differentiation sexvice could avoid liner carriers in a price
war and provide value-added sexrvice to customers. Since shipping is an important part
of customer’s supply chain and facilitator of economy growth, the further involvement
of customer’s operation would help liner carrier always have information about their
requirements.

Four key technical measures proposed for enhancement of customer satisfaction
provide the direction for decision-maker to rethink their strategies and allocate their
limited budget or resource reasonably. Many major carriers strengthen their liner
business through establishing subsidiary of logistics division or large amount of
investment for infrastructure. “Yusexi Logistics”is a typical example to emphasize the
coordination of liner and logistics division with an aim to differentiate their customer
service from their competitors. They aim to take advantage of their logistics
capabilities to show their customers and investors the high quality delivery service.
With the growing Asian markét, more trades and business are expected to bring
revenue to logistics service industry, so constantly improving quality of logistics service
would definitely be the key weapon to gain comparative advantages as well as support

_ liner business for énhancipg client’s satisfaction. V

In Chapter five, we conclude the result and propose useful comments from several
practitioners. The main value of this dissertation is to explore the customer service
issues from academic and practical perspectives for the complimentary information to
explain research findings. Experiential comments from executives could fuither
contribute the gap of customer service we could not find in the academic study though
their personal judgements- may not have strong Itheoretical basis. But their
perspectives may be valuable of considering customer service strategies for decision
makers. There are several new and innovative issues regarding to the operations
shipping and logistics industry such as CSR, environment, supply chain demand, strict
security and cost management. The rapid improvement of technology, SCM, regulation
and concept of management will also change customer requirement in very short time.
Many issues and challenge is worth discussion for the future study.
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