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Streszczenie

Celem niniejszego artykutu jest ocena potrzeb i mozliwosci pomiaru jakosci ustug
logistycznych $§wiadczonych Sitlom Zbrojnym Rzeczypospolitej Polskiej (SZ RP).
W pierwszej kolejnosci opisano system funkcjonalny logistyki SZ RP jako uslugodawce.
Nastepnie zidentyfikowano ptaszczyzny jakosciowe ustug logistycznych dostarczanych
wojskom. Autor dokonal rowniez proby oceny stosowanych obecnie systemowych rozwigzan
zapewnienia jako$ci w $wietle metod pomiaru jakosci uslug. Na koniec zaproponowano
wariant doboru metod pomiaru jakosci dla wybranych ustug logistycznych §wiadczonych dla
SZRP.

Stowa kluczowe: ustugi logistyczne, logistyka wojskowa, system funkcjonalny logistyki
SZ RP, pomiar jakos$ci ustug, zapewnienie jakosci

Abstract

The aim of this paper is to elaborate whether there are any needs and possibilities
of quality measurement in logistic services provided for the Polish Armed Forces. In order
to answer this problem firstly the Polish Armed Forces Logistic System has been described
asa logistic services provider. Then the quality areas of the logistic services provided
for the armed forces have been identified. Subsequently the author tried to evaluate already
implemented solutions for logistic services quality assurance in the light of service quality
measurement methods. Finally there has been an attempt made to propose the choice
of proper quality measurement methods for selected logistic services provided for the Polish
Armed Forces.

Key words: logistic services, military logistics, Polish Armed Forces Logistic System, service
quality measurement, quality assurance
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Introduction

Throughout history the issue of quality assessment is bond with all the processes regarding
manufacturing and services. This assessment is performed in different ways for a product
and a service due to their different essence. A quality parameter, both of product and
of service, has become the research problem but first of all it has become the issue
of development of quality management systems.

The military logistics has a service nature, which imposes a thorough analysis of quality
status of the logistic services for Polish Armed Forces. Such analysis is not feasible without
a reliable quality measurement. It is also essential to find the system solutions for a quality
improvement.

The aim of this paper is to answer the following question: What are the needs
and possibilities of implementation of quality measurement methods in logistic services
provided (using own or economy potential) for the Polish Armed Forces? As a hypothesis
it has been assumed that: there are some needs and possibilities of quality improvement tools
implementation in the Polish Armed Forces Logistic System (PAFLS), however such
implementation would impose the use of quality measurements methods properly selected
for each service according to its character. It would be also crucial to define the quality
indicators adequately to the services provided in each logistic subsystem.

The Polish Armed Forces Logistic System as a service provider

According to the Polish Armed Forces Logistic Doctrine D-4(B) a military logistics
is defined as “a domain of the supplies use along with the services provision in order
to maintain the troops proper combat readiness within the country and to support the troops
operating abroad"”. Such defined wide spectrum of military logistics responsibility requires
performing the tasks in the frame of a system. The Polish Armed Forces Logistic System
plays such role. It consists of six subsystems: command and control, technical, supply,
infrastructure, transport & movement, and medical) and two functional areas (host nation
support and economy mobilisation & strategic reserves). The performance of these
subsystems has to be considered as a set of complex processes, which are predominantly
of service character®. It is worth to note that these processes are performed with a use
of logistic potential, which consists of logistic troops from units of armed forces and two
logistic brigades (mobile potential) and the units from Polish Armed Forces Territorial
Logistic Support System, i.e. Garrison Logistic Units and Regional Logistic Bases along with
their subordinated units (stationary potential) . There are also some elements of Polish Armed
Forces Logistic System surround, which are crucial for its service provider role. These
elements are related to local and foreign logistic services market, because the character

'Doktryna logistyczna Sit Zbrojnych Rzeczypospolitej Polskiej D-4(B), MON, CDiSz SZ, Bydgoszcz 2014, p. 12.
’See S. Smyk, Outsourcing logistyczny w Silach Zbrojnych Rzeczypospolitej Polskiej, AON, Warszawa 2013,
p. 68.

*See. S. Smyk, Outsourcing logistyczny..., op. Cit. p. 63.
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of such market determines the possibilities of military logistic potential augmentation
by the economy actors.

Defining “a service” term allows to understand what practically a service character
of military logistic system means. Lexically a service is “an activity of satisfying the human
needs, e.g. craft works, transport of goods, their protection from rottenness, medical care,
artistic performances, etc.”®. While scientific definitions can be divided into: enumerative
(enumerating the activities which might be called services), negative (assuming that
everything which is not a manufacturing, is a service), and constructive (regarding a potential,
a process, and its effect)®. The classic service definition underscores, similarly to the lexical
definition, that a service has to satisfy the human needs®. Some definitions assign the service
recipient role not only to a human but also to other actors, e.g. institutions. It is often
underlined that a service is not only an act of performing some action but also an offer
or a readiness to do so’. The set of service features might be considered a synthesis of all
service definitions. These features are: intangibility, perishability, inseparability (of provision
and consumption), variability (depending on many factors), and non-ownership®. However it
is possible to assume the existence of services, whom the inseparability condition is not
applicable for (e.g. a repair of an equipment). Regarding the distinction between a tangible
product and a service it seems to be reasonable to say that such border is not so clear
due to the fact that almost all contemporary products are the combination of both a good
and a service®. Thus the services have a various level of materiality: from high (e.g. goods
manufacturing) through medium (e.g. catering) up to very low (e.g. insurance)®®.

In the context of the logistics, so called logistic service has to be defined as well. It is
“a form of activity based on: own logistic system potential, of an economy actor, or of another
type of organisation, along with resources of entrepreneurs which provide gainfully
the services of transport, storage, other related, and these supporting a process of goods flow
between supply chain links”*'. Taking into account the roles of particular subsystems
of PAFLS it should be assumed that the scope of such services will be greater that this defined
above. The activity of transport & movement subsystem and supply subsystem applies to
the definition above. While it should be widened to include also: technical services (e.g. repair
and technical inspections of the equipment) performed in the frame of the technical
subsystem, medical care (in the medical subsystem), and infrastructure maintenance services
(in the infrastructure subsystem). Only the command and control subsystem does not play
a service role literally because it performs exclusively within PAFLS.

The pragmatics of peacetime logistic support shows that the potential of providing
services by PAFLS has to be complemented in each of five service subsystems. During ally

*Stownik jezyka polskiego, vol. 3, red. M. Szymczak, PWN, Warszawa 1999, p. 578.

>See G. Biesok (red.), Logistyka ustug, CeDeWu, Warszawa 2013, p. 10.

®See E. Pajak, M. Klimkiewicz, A. Kosieradzka, Zarzqdzanie produkcjq i ustugami, PWE, Warszawa 2014,
p. 47.

'See J. Pietras, Bariery naturalne i regulacyjne dla $wiadczenia ustug w skali miedzynarodowej
[in:] A. Szymaniak (red.), Globalizacja ustug — outsourcing, offshoring i shared services centers, Wydawnictwo
Naukowe INPiD UAM, Poznan 2007, p. 59.

8See G. Biesok (red.), Logistyka..., op. cit. p. 12.

%See D. Waters, Zarzqdzanie operacyjne. Towary i ustugi, PWN, Warszawa 2001, p. 46.

1%See ibidem.

S, Smyk, Outsourcing logistyczny..., op. cit. p. 60.
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joint operations it is realised in the frame of multinational logistic support models regulated
by the NATO doctrines. In case of other activities it is realised by contracting the services
provided by economy actors.

For subsequent elaborations it has been assumed that the evaluation of services quality
would apply for mobile and stationary logistic potential elements excluding own units’
logistic troops. Therefore there is presumption that the Garrison Logistic Units, Regional
Logistic Bases (stores and technical workshops), logistic brigades, and field hospitals would
be evaluated.

The quality areas of logistic services provided for the armed forces

The quality of services provided by the Polish Armed Forces Logistic System is one
of the primary indicators of its efficiency. A “quality” term might be defined as a set
of features characterising a thing, a phenomenon, or a process (as a contrary of quantity).
Another meaning of this word is an evaluative indication how close to the ideal a particular
thing (not only material one) is. In the context of goods or services quality evaluation
the second definition is applicable. For further considerations the definition of quality from
ISO 9000:2015 norm has been used as a reference. It says that quality is “degree to which
aset of inherent characteristics of an object fulfils requirements™. The quality defined
as above throughout history became an issue of interest of many social groups, because it is
related to many areas of life. Its importance is growing parallel with goods and services
supply™. At the same time the quality is more and more difficult to achieve due to the growth
of client’s requirements, growing equipment complexity (e.g. cars full of electronic modules),
and increase of technological sophistication. These factors have imposed not only strict
defining the “quality” term but also in-depth understanding and description of processes
which have to be run due to the aspirations of clients to get quality and providers to achieve
quality. A young scientific discipline called qualitology is growing nowadays on this base*.

The problems of precise quality defining arise inter alia from the ambiguity of “quality”
term but also from many possible perspectives of considerations of this issue. It means that
a quality can be defined anthropocentrically (where some indicators difficult to measure arise,
e.g. satisfaction). But it is also possible to use some technical criteria easier to be verified,
when a quality evaluation is based on compare a product with a specification. Now a division
of objects, whose quality is evaluated, should be considered. Thus we can talk about project
quality, manufacturing quality, and exploitation quality, while the product quality is a vector
of those three components™.

In the economical aspect a quality is contemporarily considered the obligatory main
strategic aim of a manufacturer or a service provider. Therefore it should be perceived
as a decisive factor of acquiring the client. It might be also noticed that the quality
IS “invisible”. It means that often a client becomes aware of the quality only when it is not

https://www.iso.org/obp/ui/#iso:std:is0:9000:ed-4:v1:en (accessed on 01.08.2018).

3See D. Lock, Podrecznik zarzgdzania jakoscig, Wydawnictwo Naukowe PWN, Warszawa, 2002, p. 28.

“See A. Hamrol, W. Mantura, Zarzqdzanie jakoscig. Teoria i praktyka, \Wydawnictwo Naukowe PWN,
Warszawa, 2002, p. 15.

E. Kindlarski, J. Baginski, Podstawy zarzqdzania przez jakos¢, Wydawnictwo Bellona, Warszawa 1994, p. 9.
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provided™. On the other hand there is an aspiration to precisely identify the client’s
expectations (including these which he/she is not aware of) in order not only to satisfy
butalso to fascinate him/her'’. It is also essential to anticipate the changes of clients’
expectations and needs in order to be prepared for meeting them in the future. Nevertheless
it is worth underscoring that there is a significant difference between attempts of fulfilling
not existing needs and attempts of exceeding expectations. The second case might result
in an economic losses. Thus an another quality definition describes it as “meeting fully
client’s requirements with minimal cost” 18,

The characteristics of a service distinguishing it from a tangible product (intangibility,
perishability, inseparability, variability, and non-ownership) imply the necessity of finding
the differences between product quality and service quality evaluation. It is also essential
to compare hitherto developed methods of quality evaluation. It is important because
nowadays a purchase of a product is often a purchase of a service at the same time
(e.g. equipment repair which has an impact on a mentioned exploitation quality).

A quality indicator which instinctively comes to mind is a client’s satisfaction. It applies
to a tangible product buyer as well, but in case of a service it becomes more relative term
and more difficult to measure. Moreover, apart from complete needs fulfilment
and requirements meeting, there are some factors which may have influence on a level
of satisfaction (e.g. weather, client’s mood, etc.). These factors cannot be avoided easilylg.

The problems of defining a quality and the particular features of a service distinguishing it
from material product make the models of quality more meaningful than one-sentence
definitions of quality. One of them is the five gaps service quality model developed
by A. Parasuraman, V.A. Zeithaml and L.L. Berry. It is based on their research (focus groups
interviews with executives and consumers) 2. This concept’s core is a thesis that during
the process of service there are five main gaps between how it is perceived by a client and
a provider. This would be the main obstacle for providing a service highly evaluated
by a consumer. The first gap is defined as the gap between consumer expectations
and management perceptions of those expectations. The second is the gap between
management perceptions of consumer expectations and the firm's service quality
specification. The third is the gap between service quality specifications and actual service
delivery. The fourth lays between actual service delivery and external communications
about the service. And finally the main gap is a function of the magnitude and direction
of the gap between expected service and perceived service’. Parasuraman, Zeithaml
and Berry, as their research result, give also ten determinants, which customers evaluate
the services according to. But they also underline that those determinants may interpenetrate.
These are the following: reliability, responsiveness, competence, access, courtesy,
communication, credibility, security, understanding/knowing the customer, and tangibles®.

1°See D. Lock, Podrecznik..., op. cit. p. 26.

YSee J. Bank, Zarzqdzanie przez jakosé, Felberg SIA, Warszawa 1999, p. 18.

1bidem, p. 17.

9See D. Lock, Podrecznik..., op. cit. p. 70.

2gee A. Parasuraman, V.A. Zeithaml, L.L. Berry, A Conceptual Model of Service Quality and Its Implications
for Future Research ,,The Journal of Marketing”, No. 49/4/1985, p. 43.

1See ibidem, p. 45-46.

Z|bidem, p. 47.
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Another model of service quality is Ch. Gronroos’s theory, which is based
on an assumption that a service quality has to be considered in two aspects: its technical
quality and functional quality®. It means that a service quality has two dimensions. The first
of them, technical, can be described as an outcome dimension. The second, functional, means
a process-related dimension. So the first of them answers, what the customer receives
(predominantly it is a service’s material part), while the second determines, how the customer
perceives a process of the service. Ergo the customer experiences the service quality in those
dimensions and evaluates it by comparing with what he/she expected.

In the light of Gronroos’s theory it is worth to emphasise that each service is designed
and performed as a process. Moreover, one of the service features distinguishing it from
a tangible product, namely inseparability of delivering and consuming, allows to assume that
the service quality will be evaluated not only as a final product, but rather as a whole
process*.

The cited definitions of quality and service along with the models of service quality allow
to identify the quality areas of logistic services provided in the frame of PAFLS. It is crucial
to define the set of such services for the further considerations. Taking into account
the potential of particular logistic units and the scope of services contracted by them, it is
possible to identify the services, whose quality can be and should be measured. Table 1.
shows the juxtaposition of own and contracted services provided to the troops in the frame
of peacetime logistic support (national approach).

Table 1. The services contracted and performer using own potential in the frames
of particular logistic subsystems (Polish national approach).

Performed
Subsystem Type of service Contracted using own
potential
Supplying (class 1-V) X X
Tailor services X
Supply  |Laundry services X
Dining services X X
Kitchen waste disposal X
Equipment repair and overhaul X X
. Technical maintenance X X
Technical
Spare parts supply X X
Vehicles technical inspections X X
Transport & |Transport of equipment (rail and road) X X
Movement |Transport of personnel X
Periodic medical examinations X
Medical |Medical care X X
Provision of medical supplies X X
Constructions, renovations X
Infrastructure - -
Infrastructure maintenance services X X

Source: Author’s own elaboration.

#See Ch. Grénroos, Service Management and Marketing. A Customer Relationship Management Approach,
John Wiley & Sons, Ltd., West Sussex 2003, p. 63.
#See ibidem, p. 51.
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It should be borne in mind that for particular logistic units the scope and types of delivered
services might be different, depending on their specialization, potential and the requirements
of supported units and institutions. The identified exemplary set of services (table 1) can be
used for defining their quality areas. The basic criteria of logistic services evaluation are these
from the “7R rule”, which means the right product delivered to the right customer in the right
place, in due course, in good condition, in the right quantity and with optimal cost. However
these criteria do not describe the services provided in the frame of PAFLS, where inter alia
some technical, medical and infrastructure processes are performed. Generally these are
not included into civilian logistics. Thus it is reasonable to use the service quality models
to identify the quality areas of military logistic services. First of all these services should be
divided into two groups. The first group will consist of the services, whose final product is
more tangible and their inseparability is less. In such case the technical quality will be crucial.
The second group will consist of the services of less tangibility and high inseparability. In this
case the functional quality role will be more significant, yet the role of technical quality will
not lose its importance. In case of the first group the quality evaluation is simpler due
to the possibility of use of the standardized criteria by the specification of detailed
requirements for a particular service with their measures. While in case of the second group
the service quality evaluation should be based on customer’s satisfaction, which, what was
mentioned earlier, often depends on the factors not related with a service itself. So
the problem is to find proper indicators and measures of satisfaction. Table 2. shows a variant
of the services division into two mentioned groups.

Table 2. The logistic services division according to quality criteria importance
and to inseparability.

Low importance of functional quality. High importance of functional quality.
Low inseparability High inseparability
e Tailor services e Supplying in class | to V, spare
e Laundry services parts and medical supplies
e Equipment repair and overhaul e Dining services
e Technical maintenance o Kitchen waste disposal
e Infrastructure constructions, e Vehicles technical inspections
renovations e Transport of personnel
e Transport of equipment
e Periodic medical examinations
o Medical care
e Infrastructure maintenance
services

Source: Author’s own elaboration.

Summarizing the considerations above it is worth to underscore that the identification
of quality areas for the logistic services provided for troops should be conducted separately
for each service due to their various character, i.e. inter alia their different tangibility
and inseparability. An attempt of identification of other service features should be also made.
It would facilitate the development of quality model for each service. The appointment
of quality evaluation criteria with their importance levels is very significant as well.
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The logistic services quality - its assurance and measurement
in the Polish Armed Forces

The lessons learned of Polish Armed Forces Logistic System show that there is a wide
area of possible service quality improvement. This applies to the services provided
with the use of own logistic potential, but also to these contracted. The service quality
improvement need is proven by the conclusions drawn from the performance of both Polish
Armed Forces Territorial Logistic Support System and Polish Armed Forces Service
Contracting System®. The majority of problems regards Garrison Logistic Units, which play
a crucial role in Polish Armed Forces Territorial Logistic Support System because these units
are both logistic services direct providers and important agents of services contracting. Thus
the lack of coherent system solutions for quality improvement of the logistic services
provided by own units with their potential seems to be a very vital issue. While for contracted
services the main quality solution is the Quality Assurance System regulated by the Decision
of Minister of National Defence No. 427/MON of 29" of October 2014. The procedures
for this system have been described in the Decision of Minister of National Defence
No. 447/MON of 10" of November 2015. The first of mentioned documents defines
the quality assurance as “the activities planned with the risk assessment and threats analysis
of a situation of not fulfilling the requirements identified by the equipment decisive authority,
the Central Logistic Organization, the acquirer, or the Regional Military Representative
Office, in order to enhance the certainty that the product, which has been ordered
for the Polish Armed Forces, meets the requirements defined in the contract”®. While
the second Decision defines a defence product as “a product designated for defence needs,
designed according to the requirements of technical specification, and manufactured
in pursuance of technical documentation, regardless of its processing level; it is a service,
a tangible good, processed materials, an intellectual creation, or their combination”?’. The fact
of engaging the equipment decisive authority in the Quality Assurance System allows to draw
the conclusion that in the matter of services the performance of this system regards mainly
technical services. The limited potential of Regional Military Representative Offices has also
to be taken into account. Therefore this system is engaged not in every contracted service.
In other cases (services from subsystems other than technical, contracts without quality
clause, contracts without ISO/AQAP certificate requirement) the responsibility for quality
assurance lays with the acquirer. However the acquirer acts according to the public
procurement law which limits the set of tools and possibilities of the quality assurance
of contracted service. In case of contracted services the quality evaluation before its providing
is not possible what might be considered as one of the essential issues. Thus the acquirer has

% The lessons learned collected by virtue of the Decision No. 318/MON of 3rd of July 2008 r. regarding
the implementation of Polish Armed Forces Service Contracting System.

*Decyzja Nr 427/MON Ministra Obrony Narodowej z dnia 29 pazdziernika 2014 r. w sprawie okreslenia zasad
funkcjonowania systemu zapewnienia jako$ci wyrobow obronnych, obowigzkéw zamawiajgcego, rejonowego
przedstawicielstwa wojskowego, gestora sprzetu wojskowego 1 centralnego organu logistycznego
oraz Wojskowego Centrum Normalizacji, Jakosci i Kodyfikacji w zakresie zapewnienia jakoSci wyrobow
obronnych. (Dz. Urz. MON z 30.10.2014 r., poz. 343), §1.

27Zalqcznik nr 1 do Decyzji Nr 447/MON Ministra Obrony Narodowej z dnia 10 listopada 2015 r. - Procedura
wykonawcza dotyczqca zapewnienia jakosci wyrobow obronnych P — 01. Organizacja zapewnienia jakosci
wyrobow obronnych, p. 7.
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to describe all material and non-material features of a service in the most detailed way
in the Terms of Reference.

Despite mentioned obstacles in the services perfecting process it is reasonable to measure
their quality. The results of such measures could be the base for evaluation of a whole system
performance, and then they could become the foundations of logistic services quality
management systems. This applies for both “own” services and these contracted.
In the subsequent phases of service quality improvement process such measures could be
an inseparable element of already performing pro-quality systems.

Assuming that the customer (in military case — the soldier) is a final service beneficiary,
itis possible to evaluate the service quality by the measurements of customer-soldier
satisfaction. For the benefit of service providers performing in the environment of free market
competition there have been numerous methods of customers satisfaction measurement
developed. The SERVQUAL is one of the most popular and fully described method. It was
designed by A. Parasuraman, V.A. Zeithaml and L.L. Berry — the authors of five gaps model,
which in fact this method is based on. The concept of this method is first of all to survey
the customer’s expectations (his or her imagination of a service), and then to allow
the customer to evaluate the received service. This survey is conducted with the use
of two-section questionnaire (section of expectations and section of perceive)
with the answers on Likert’s scale. The acquired results are analysed with statistical methods.
This analysis allows to identify strengths and weaknesses of the service offered by a particular
provider?®, The SERVQUAL method is often adapted to the particular practical applications.
Another customer satisfaction measurement method is the Importance — Performance
Analysis (IPA) developed by J. Martill and J. James. It depends on the evaluation of properly
selected particular satisfaction factors. This evaluation is performed by the customer.
Each factor is evaluated on Likert’s scale according to two criteria: its importance and how it
was fulfilled (performance). The results are then analysed with a four-field matrix (high
importance — high performance, high importance — low performance, low importance — low
performance, low importance — high performance)®. The subsequent method is the Critical
Incident Technique (CIT). It involves the direct survey with the customers in order to collect
the opinions concerning critical incidents (diminishing the service quality). An incident
is considered critical when there was a customer-provider interaction, the event was either
very satisfying or very disappointing, and it was a separate event easy to imagine by
the interviewer. This method allows to find out, which service components are crucial
for the customer and have to be improved®. Apart from quantitative methods there are some
qualitative methods also used, e.g. complaints analysis or mystery shopping, which is
a practical use of the service by a “mystery shopper” preparing after that a feedback report.

During the service quality evaluation not only the analysis of collected data is important,
but also the way this data is acquired. The data collection method selection depends inter alia
on a service’s characteristics. It is also essential to make the survey as simple as it is possible

%3ee R. Wolniak, B. Skotnicka, Metody i narzedzia zarzqdzania jakoscig. Teoria i praktyka, Wyd. Politechniki
Slgskiej, Gliwice 2011, p. 179.

#See G. Biesok, J. Wyrod-Wrébel, Podejscia do analizy IPA w badaniach satysfakcji klienta, ,,Problemy
Jakosci”, June 2015, p. 26.

%See . Fras, Wybrane instrumenty pomiaru jakosci ustug logistycznych, ,Zeszyty Naukowe Uniwersytetu
Szczecinskiego” nr 803 (66/2014), p. 307.
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in order to avoid respondents discouragement. It can be achieved by using the electronic
systems connected to the network. So it seems to be reasonable to use the mobile applications
or simple terminals allowing the customer to choose a service rating at the place this service
is delivered (see figure 1.).

anbh—
feedback.usa.gov

N

Figure 1. The service feedback terminal used by US Government.
Source: https://feedback.usa.gov (accessed on 31.07.2018).

The 1SO 100004*! norm published in 2012 can be considered the most comprehensive tool
for the customer satisfaction measurement. It is a compendium of basic customer satisfaction
measurement methods. The aim of such measurements and the term “satisfaction” itself have
been defined in this norm by describing the model of customer satisfaction. The measurement
process has also been described along with quantitative methods (face-to-face interview,
telephone interview, mail survey, online survey) and qualitative methods (in depth personal
interviews, discussion groups). The sources of information have been pointed out as well,
inter alia: frequency and trend in product returns, customer complaints handling, reports
in the media, comments and discussions in social media. The analysis of such data broadens
the knowledge about indirect customer satisfaction indicators. The authors of this norm have
also proposed the methods of data analysis and the ways the obtained results may be used.
The document has not been translated into Polish so far.

The selection of service quality measurement methods for a military purpose

In the civil environment the service providers permanently measure customer satisfaction,
because the client decides (depending on his or her needs fulfilment) if to change a service
provider or not. So the customers have the choice. A soldier, the beneficiary of services
provided by military logistic system, has no choice. Of course in a battle field the priority is
the task. But, assuming that a soldier is not a worse customer, one may say that
in the peacetime he or she should be satisfied and feel comfortable as well (apart from
the situation that the conditions are deliberately worse in order to adapt the troops to the battle
field conditions).

*International Standard 1ISO 10004, Quality Management - Customer Satisfaction — Guidelines for monitoring
and measuring, First edition 2012-09-15.
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One of the conditions of service quality improvement is the gaining of knowledge about
their actual quality. Some of them might be evaluated by the analysis of owned data,
i.e. technical quality measures or complaints statistics. The Quality Assurance System
of the Polish Armed Forces is helpful as well. But for the other services it should be
examined, how much the customers (troops) are satisfied.

The selection of service quality measurement method depends mainly on the character
of a service. Taking into account the division from table 2. it is possible to notice that for
the first group of services the methods of a tangible product quality evaluation may apply.
For instance, a tailor service can be evaluated by the technical acceptance of a sewed uniform
(the rules described in the Decree of Minister of National Defence of 11 January 2013
apply®®. While, in case of the second group, where the functional quality
and the inseparability has a high importance, the methods based on the customer (soldier)
satisfaction measurement should be used. The variant of the service quality measurement
methods selection has been described in table 3.

Table 3. The variant of the service quality measurement methods selection for both own
and contracted services in the frame of particular subsystems of the Polish Armed Forces
Logistic System.
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=5 <3 = £
Supplying (class 1-V) X X
Tailor services X X
>
o .
S |Laundry services X
[%2]
Dining services X
Kitchen waste disposal X
Equipment repair and overhaul X X X
8 [Technical maintenance X X X
£
[&]
@ |Spare parts supply X X
Vehicles technical inspections X

%2Rozporzqdzenie Ministra Obrony Narodowej z dnia 11 stycznia 2013 r. w sprawie szczegélowego wykazu
wyrobow podlegajqgcych ocenie zgodnosci oraz sposobu i trybu przeprowadzania oceny zgodnosci wyrobow
przeznaczonych na potrzeby obronnosci panstwa (Dz. U. z dnia 29 stycznia 2013 r., poz. 136).
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£ € . .
S g Transport of equipment (rail and road) X
2 g
[
= § Transport of personnel X
Periodic medical examinations X
T
S .
S Medical care X
=
Provision of medical supplies X X
2
£  |Constructions, renovations X
>
7 . _
£ Infrastructure maintenance services X
*

- Quality Assurance System
Source: Author’s own elaboration.

The considerations above can be only the beginning of service quality measurement
implementation because the method selection should be more detailed, preceded by thorough
analysis of the character of a particular service in the light of chosen measurement method’s
whole process.

Conclusions

The Polish Armed Forces Logistic System is a service provider. The quality of logistic
services provided by this system nowadays might be improved. The proof of such possibility
is inter alia the feedback published by soldiers in social media (e.g. images of poor quality
meals). Also some lessons learned from contracting system performance show that
the services provided by civilian actors not every time meet the requirements. In order
to improve the quality first of all it should be measured. There is no system solution for such
measurement in the Polish Armed Forces for all services. Thus some of already existing
quality measurement methods might and should be implemented in military logistic system.
The method selection for each service should be based on the analysis of its character.

However there are some issues emerging when we analyse the possibilities of service
quality measurement in the armed forces. The first one is how to motivate the personnel
to improve their service when it turns out after quality measurement that a service should be
performed better. This applies to the services provided by own logistic potential. The second
problem is how to motivate a contractor to do his service the best possible way (in case
of contracted services). The third is how to encourage the customers (soldiers) to give their
feedback (to convince them that their voice is important and may contribute to services
improvement). The fourth issue is how to measure the service quality with no structures
enlargement (how to avoid hiring a costly “army of inspectors”). And finally the fifth problem
is how to effectively use the obtained service quality measurement results in order to really
improve the service quality.
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Despite the problems enumerated above it is possible to affirmatively answer

for the research problem of this paper — yes, there are the needs and possibilities of measuring
the service quality in the Polish Armed Forces.
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