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ABSTRACT

This research is motivated by competition in the transportation and
logistics business. The service providers are keen on finding a method to create
competitive advantage and cut costs. From review, it was reported that many providers
recorded statistics on operational process in the database. We then proposed to utilize
such database by adopting a concept of so-called Statistical Process Control (SPC)
with the extended on-line application through the computer network. The proposed
system is coined on-line SPC. The idea is to give the management freedom to monitor
and control the quality of operational process. In the case study, we applied the
developed on-line SPC to a transportation and logistics service provider. The billing
time is used as a control measure. We illustrated the on-line SPC in details and showed
that it can be used to detect the special causes of the errors. In the future, we plan to

test the on-line SPC to monitor and control other measures of the service quality.
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