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Table 3. Recapitulation Logistics Scorecard PT. KALOG

Average Level
Questions Level Bobot N;:Egg f lf:;?f Total Percentage Catgegory
5 5 1 5
Q1. Marketing strategies 4 4 8 32
related to logistics and their 3 3 2 6 43 78% Level 4
importance 2 2 0 0
1 1 0 0
5 5 0 0
Q2. Definition of customer 4 4 0 0
contract requirements and level 3 3 11 33 33 60% Level 3
of information sharing 2 2
1 1 0 0
5 5 0 0
Q3. A system for measuring 4 4 0
and increasing customer 17 31% Level 2
satisfaction 3 3 0 0
2 2 6 12
1 1 5 5
5 5 3 15
.. 4 4 7 28
Q4. Employee training and 3 3 1 3 46 84% Level 5
evaluation system
2 2 0 0
1 1 0 0
5 5 9 45
4 4 2 8
Q5. Strategy for optimizing the 3 3 0 0 53 96% Level 5
logistics system resources
2 2 0 0
1 1 0 0
5 5 0 0
Q6. Understanding market 4 4 0 0
trends and forecasting 3 3 11 33 33 60% Level 3
accuracy 2 2 0 0
1 1 0 0
5 5 0 0
. . 4 4 11 44
Q7. C01nplet1f)n.capabd|ty with 3 3 0 0 44 80% Level 4
SCM Logistics planning
2 2 0 0
1 1 0 0
5 5 11 55
o 4 4 0 0
QSwemofmontotgand T D s Lewss
2 2 0 0
1 1 0
5 5 10 50
L 4 4 1 4
QO. Sta.ndardjzatlon across 3 3 0 0 54 98% Level 5
business processes
2 2 0 0
1 1 0 0
5 5 0 0
o 4 4 10 40
Q10. Improve'm'e.nt of logistics 3 3 0 0 41 75% Level 4
activities
2 2 0
1 1 1 1
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Table 3. Recapitulation Logistics Scorecard PT. KALOG (Cont.)

Average Level
Questions Level Bobot N:(;"::;gf ';11;“01? Total Percentage VZatgeegor‘; ¢
5 5 0 0
Q11. Customer leadtime and 4 4 1 4
. 3 3 0 0 44 80% Level 4
load efficiency 5 5 0 0
1 1 0 0
5 5 0 0
4 4 10 40
Ql12. Pcrforman-cc and quality 3 3 1 3 1 78% Level 4
of Delivery 2 2 0 0
1 1 0 0
5 5 0 0
L 4 4 0 0
Q 3ﬁ§fj§$§fnal 3 3 0 0 2 40% Level 2
2 2 11 22
1 1 0 0
5 5 0 0
4 4 10 40
Q14. Total logistics costs 3 3 1 43 78% Level 4
2 2 0
1 1 0
Q15. Identification standards 5 5 0 0
(codes) for products and 4 4 10 40
processes (Automatic 3 3 1 3 43 78% Level 4
identification and data capture 2 2 0 0
(AIDC) bar) 1 1 0 0
5 5 0 0
Q16. Effective handling of the 4 4 0 0
computer (PC) in operation 3 3 11 33 33 60% Level 3
and retrieval 2 2 0 0
1 1 0 0
5 5 0 0
4 4 0 0
Q17. Open standards and 3 3 1 33 33 60% Level 3
unique identification codes
2 2 0 0
1 1 0 0
5 5 0 0
QI18. Electronic data 4 4 ! 4
. 3 3 10 30 34 62% Level 4
interchange 5 5 0 o
1 1 0 0
5 5 0 0
Q19. Decision making and 4 4 0 0
support system for supply 3 3 2 6 24 44% Level 3
chain partners 2 2 9 18
1 1 0 0
5 5 11 55
Q20. Logistics development 4 4 0 0
collaboration with the same 3 3 0 0 55 100% Level 5
business partner 2 2 0 0
1 1 0 0
5 5 11 55
Q21. Collaboration on logistics 4 4 0 0
development wn}} re.sea'rch and 3 3 0 0 55 100% Level 5
deve lopmer?t. institutions, 5 5 o o
universities, etc.
1 1 0 0
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Table 4. Recapitulation Logistics Scorecard PT. Rosalia

alia Aver L 1
Questions Level Bobot N;:':;e“r:f i‘:;;:‘ Total Percentage vz;gezoreyve
5 5 0 0
Q1. Marketing strategies 4 4 9 36
related to logistics and their 3 3 2 6 42 76% Level 4
importance 2 2 0 0
1 1 0 0
5 5 0 0
Q2. Definition of customer 4 4 0 0
contract requirements and level 3 3 11 33 33 60% Level 3
of information sharing 2 2 0 0
1 1 0 0
5 5 0 0
Q3. A system for measuring 4 4 0 0
and increasing customer 3 3 0 0 14 25% Level 2
satisfaction
2 2 3 6
1 1 8 8
5 5 0 0
.. 4 4 0 0
Q4. Employee training and 3 3 9 27 31 56% Level 3
evaluation system
2 2 2 4
1 1 0 0
5 5 0 0
4 4 2 8
Q5. Strategy for optimizing the 3 3 9 27 35 64% Level 4
logistics system resources
2 2 0
1 1 0 0
5 5 0 0
Q6. Understanding market 4 4 0 0
trends and forecasting 3 3 11 33 33 60% Level 3
accuracy 2 2 0 0
1 1 0 0
5 5 0 0
Q7. Completion capability with 4 4 1 4
. . 3 3 0 0 44 80% Level 4
SCM Logistics planning
2 2 0 0
1 1 0 0
5 5 2 10
P 4 4 9 36
Q8. Sf;i"klfg (';Og;z’;:"g and N 3 0 0 46 84% Level 4
2 2 0 0
1 1 0 0
5 5 7 35
L 4 4 4 16
QO. Staindardlzatlon across 3 3 0 0 51 93% Level §
business processes
2 2 0 0
1 1 0 0
5 5 0 0
o 4 4 11 44
Ql10. lmpr(;\;c:;:i(:irelts of logistics 3 3 0 0 a 80% Level 4
2 2 0 0
1 1 0 0
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Table 4. Recapitulation Logistics Scorecard PT. Rosalia (Cont.)

Questions Level Bobot N"R'::l;:f 1:::::::: Total Percentage Average Level
Category
5 5 0 0
11. Cust leadti d 4 4 0 0
Q11. Customer leadtime an 3 3 0 0 2 40% Level 2
load efficiency N 5 1 2
1 1 0 0
5 5 0 0
4 4 1 4
Ql12. Performan.ce and quality 3 3 10 30 34 62% Level 4
of Delivery 2 2 0 0
1 1 0
5 5 1 5
5.0 ational 4 4 10 40
Q13. Organizationa 3 3 0 0 45 82% Level 5
Environment N N 0 0
1 1 0 0
5 5 0 0
4 4 11 44
Q14. Total logistics costs 3 3 0 0 44 80% Level 4
2 2 0 0
1 1 0 0
Q15. Identification standards 5 5 0 0
(codes) for products and 4 4 11 44
processes (Automatic 3 3 0 0 44 80% Level 4
identification and data capture 2 2 0 0
(AIDC) bar) 1 1 0 0
5 5 0 0
Q16. Effective handling of the 4 4 0 0
computer (PC) in operation 3 3 11 33 33 60% Level 3
and retrieval 2 2 0 0
1 1 0 0
5 5 0 0
4 4 0 0
17. t:
Q17. Open standards and 3 3 1 33 33 60% Level 3
unique identification codes
2 2 0 0
1 1 0 0
5 5 0 0
QI18. Electronic dat 4 4 0 0
- lectronic Gata 3 3 11 33 33 60% Level 3
interchange 2 2 0 0
1 1 0 0
5 5 0 0
Q19. Decision making and 4 4 0 0
support system for supply 3 3 0 0 22 40% Level 2
chain partners 2 2 11 22
1 1 0
5 5 1 5
Q20. Logistics development 4 4 10 40
collaboration with the same 3 3 0 0 45 82% Level 5
business partner 2 2 0 0
1 1 0 0
21. Collaborati logisti > > 4 20
dQ 1 ollal tora.g?n on og}llstlcjj 4 4 5 28
evelopment Wi researen and 3 3 0 0 48 87% Level 5
development institutions, 5 5 0 0
universities, etc.
1 1 0 0
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From the calculations that have been done, the results are shown in Table 3 and Table 4. Table 3 describes the results
of the scorecard calculation at PT KALOG from 5 perspectives and 21 indexes which have been described in Figure
1. Table 4 describes the results of the scorecard calculation at PT Rosalia . Table 3 and table 4 have explained the
condition of the company which can represent the shortcomings that need to be fixed and the advantages that need to
be maintained.

The highest percentage value obtained on the questionnaire submitted at PT. KALOG Surakarta is 100% namely in
the — 8 questionnaire points regarding tracking and monitoring of goods, point — 20 regarding logistics development
with business partners, and — 21 points on developing collaborative logistics development with research and
development institutions, universities, etc. Meanwhile, the lowest percentage obtained in the third question point is
31% and discusses the system for measuring and increasing customer satisfaction. Meanwhile, at PT. Rosalia Express
results of the highest percentage are in point 15 regarding the Standard identification (code) for products and processes
(Bar Coding / Automatic Identification and Data Capture (AIDC)) that is equal to 95% and the lowest percentage is
in the third question of 25% and discusses systems for measuring and increasing customer satisfaction.

Both companies have the lowest percentage at the third point, namely discusses systems for measuring and increasing
customer satisfaction. The main factor in the low percentage at this point is the absence of a system used to measure
customer satisfaction. The Benchmark of the success of the logistics company lies in the timeliness of delivery, if the
shipment goes according to schedule it is deemed successful. Complaints from customers are made only when the
goods sent arrive not at the promised time or the goods are damaged.

There are several methods a company can use to measure customer satisfaction in Tjiptono (2006), such as:

a. Complaints and suggestions system, every company needs to provide an opportunity for customers to
submit suggestions, opinions, and complaints;

b. Customer satisfaction survey, measurement of customer satisfaction can be done by asking directly to
customers, questions can involve two things, for example, customer expectations of certain attributes and
the amount of performance they feel. Furthermore, the respondent/customer is asked to reveal two main
points, namely about the problem related to the company's offer and suggestions for improvement;

c. Ghost shopping, this method can be done by hiring several people to act as customers / potential buyers of
rival company products that are intended to find weaknesses and strengths of competitors' products;

d. Lost customer analysis, the company goes to customers who have stopped their purchases, the aim is to
obtain information on the causes of dismissal and so on. This information will be useful for companies to
take further policies to increase customer service satisfaction.

From getting these percentages it can be seen which aspects of key performance should be further improved. The need
to improve the performance of an organization aims that the organization can increase the effectiveness and efficiency
of an organization. Besides, with a performance evaluation like this, a company knows which aspects must be
strengthened again to face competition with other organizations

4. Conclusion
Following are the conclusions that answer the purpose of this research:

1. The highest percentage value was obtained on the questionnaire submitted at PT. KALOG Surakarta is 100%
namely in the — 8 questionnaire points regarding tracking and monitoring of goods, point — 20 regarding
logistics development with business partners, and — 21 points on developing collaborative logistics
development with research and development institutions, universities, etc. Meanwhile, the lowest percentage
obtained in the third question point is 31% and discusses the system for measuring and increasing customer
satisfaction.

2. At PT. Rosalia Express results of the highest percentage are in point 15 regarding the Standard identification
(code) for products and processes (Bar Coding / Automatic Identification and Data Capture (AIDC)) that is
equal to 95% and the lowest percentage is in the third question of 25% and discusses systems for measuring
and increasing customer satisfaction.

3. PT.KALOG and PT. Rosalia Express has the lowest percentage at the third point, namely discusses systems
for measuring and increasing customer satisfaction. Therefore it is recommended that both companies take
measurements of customer satisfaction in the context of efforts to improve quality. Several methods can be
used in measuring customer satisfaction, including complaints and suggestion systems, customer satisfaction
surveys, ghost shopping, and lost customer analysis.
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