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Measuring customer service

An understanding of the current level of customer service provided by the organization is essential to initiating improvement initiators or efforts. The customer is the central focus of any business and the ability to offer quality customer services is what defines the sustainability of the business. The analytical paper below aims to measure the customer service offered by United Parcel Service (UPS) based on the four dimensions of customer service that are dependability, time, convenience and communication. Additionally, the paper will provide insightful recommendations on how to strengthen the contribution of the company to each dimension of customer service to enhance gains or customer.

Four dimensions of customer service

Time 

 The time factors refer to the order time from the respective seller to the customer. The lead time it takes to process orders, prepares the orders and shops the product to the customer is what is calculated under time (McKechnie, 2014). UPS offers customers fast delivery of their products based on the location the parcel is being picked to where it is being delivered faster than its competitors (UPS.com, n.d.). For instance, its website provides a table for calculating time and cost of delivery. If one is transporting a small parcel from Sydney in Australia to Kansas City in the United States on Tuesday evening, the parcel will be delivered to its destination by Thursday the day after at 8.00 a.m (UPS.com, n.d.). Same day delivery services and next day delivery services are offered with minimal delays being evidenced.

Dependability

 The concept of dependability is identified as the ability of the business to provide constant order cycle times, high order fill rate as well as safe delivery (McKechnie, 2014).  On-time performance data analyzed by Fabregas (2017) identified that the UPS delivers packages on time about 96% of the time during the hectic holiday season. Based on consumer reports Fabregas (2017) argued that UPS largely delivered the orders within the specified time, in good condition apart from the less than 4% delays as identified by the customers. Delivery is however not guaranteed on the approached day during the peak seasons when there is increased the flow of customers. Additionally, most delayed parcels are delivered within 24 to 48 hours after the time the product was to be delivered (Fabregas, 2017). Common consumer complaints in regards to its dependability are that some products may be left unattended when delivered to the customers.

Communication

Communication refers to the interactions between the customers and the organization (McKechnie, 2014). In logistics UPS offers free online tracking of parcels enabling the consumer to keep track of where the product is at all times. UPS identifies that good communication is the foundation of great customer service and with this, the company offers delivery alerts by text or email ensuring that the customer maintains an eye on their parcel (UPS.com, n.d.). By signing up for services such as UPS My Choice, the customer can communicate with the company to get a package rerouted, rescheduled for another day or held for pick up (UPS.com, n.d.).

Convenience

Convenience, as noted by McKechnie (2014), focuses on the ease of doing business with the company. UPS offers customers ease of service by providing an online platform for which to order deliveries with the services being automated to provide the customer with greater ease. The automated system keeps the customer informed of the whereabouts of the parcel. Ease of payments can also be noted for instance UPS allows the customer to pay through checks, payment cards and electronic funds transfer all of which can be done online. The

Strengthening the contribution of each dimension

UPS is termed as among the best transportation companies, but it has room for improvement (Jurney, 2016). For instance, it can enhance its time factors by limiting the number of delays experienced. Upgrading its logistic management system in addition to retaining its personnel to enhance efficiency can be effective at enhancing the delivery time. Additionally, dependability can be addressed through calibrating its logistics, especially when dealing with delivery of parcels between different countries.  Additionally developing a new decisional management approach that seeks to coordinate activities in different regions will be essential to enhancing dependability of the company. Convenience can further be enhanced by allowing the customer to pay cash on delivery as with other companies such as FedEx and Alibaba (Fabregas, 2017). Communication can be enhanced by providing a geographical tracking system rather than simply messages whereby GPS can be used to display where in the route the parcel is physically. To track parcels, Alibaba and Amazon are currently using radio- frequency identification devices which can be adopted by UPS (Fabregas, 2017).
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