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ABSTRACT 

Increasingly fierce business competition requires companies to be able to meet customer desires on time, 

in the right amount and in the right quality. FMCG XXX Company is a skin care product manufacturing 

company that focuses on production activities. Therefore, the company transfers product distribution 

activities to customers (distributors) to Logistics Service Providers (LSP). FMCG XXX hold consumer’s 

satisfaction in the highest regard. Along with the increasing number of activities being diverted, FMCG 

XXX companies aim to evaluate LSP performance through appropriate indicators. The indicators evaluated 

in this study adopt dimensions in Physical Distribution Service Quality (PDSQ) which consist of three 

dimensions, namely timeliness, availability and condition. Based on the results of the study, 13 indicators 

were obtained that FMCG XXX Company used to evaluate LSP performance. In general, around 69% of 

LSP's actual performance has been able to meet the targets set by the company, where two indicators are 

able to exceed the target and seven indicators are in accordance with the target. However, the company 

still has to focus on four indicators that have negative deviations because the actual performance value is 

less than the target set by the company. Negative indicators come from the availability and condition 

dimensions. The company coordinates with LSP to design improvement projects in order to improve actual 

performance according to the company's targets 
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1. Introduction  

Increased activity in the supply chain has an impact in increasing logistics activities. The 

complexity and uncertainty that occur along the supply chain of manufacturing industry, requires 

the integration of appropriate supply chain management. When companies have outsourced 

production and sales between countries/regions, transportation, distribution, and inventory 
management activities will become complex, so the demand for logistics players will continue to 

increase (Lieb & Bentz, 2005). Conceptually, logistics activities are part of the supply chain. 

Logistics activities include information gathering, transportation, inventory, warehousing, reverse 

logistics and packaging. The purpose of logistics activities is to get the right goods, at the right 

time, with the right quantity, the right conditions, at an affordable cost, while still contributing 
profit to logistics service providers (Yew Wong & Karia, 2010). 

Indonesia's logistics performance has been highlighted by the government and stakeholders 

in recent years. Based on World Bank data, in 2012, Indonesia's Logistics Performance Index 

(LPI) was ranked 59th, which then rose to 46th in 2018. However, in 2023, Indonesia's logistics 

performance has decreased significantly, which is ranked 63rd with a score of 3.0 (MLRP FEB, 

2023). The downgrade of Indonesia's LPI rating can be caused by several factors. One of them is 
the problem of delays in the delivery of goods (timeliness). The interpersonal, tactical, and 

strategic aspects of logistical collaboration have a favorable impact on logistical performance 

(reliability, transport, and risk) (Vieira & Mergulhao, 2015). Coordination in the supply chain 

involving relationships between various stakeholders, namely customers, suppliers of goods, third 

party logistics service providers (3PL) is very important. 
This is strategic, because in most industries according to Lieb & Bentz (2005) about 60% 

of 500 companies in the United States have signed at least one contract with a 3PL. Likewise, in 
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Europe, the number of companies using 3PLs has almost doubled since 2000 (Langley & Infosys, 

2018). In this study Logistics Service Provider (LSP) is defined as a logistics service provider that 
performs all or part of the company's logistics function (Coyle et al., 1996; Delfmann et al., 2002). 

Logistics Service Provider (LSP) has an important role in facilitating supply chain integration, 

even in some cases LSP has proven to be able to manage supply chains (Barker et al., 2021). LSP 

is a service company that provides delivery of goods from the place of origin of goods to their 

destination, as well as providing goods storage services (warehousing). Several factors cause 

manufacturing companies to be interested in using LSP services  (Razzaque & Sheng, 1998; 
Selviaridis & Spring, 2007) because: it can reduce operational costs, transform fixed costs into 

variable costs, better control logistics costs, and can increase LSP flexibility because of its 

experience and expertise.  

Indonesia's logistics service industry has experienced significant development recently. 

One of the main causes is the rapid development of online business in Indonesia. Not only well-
known marketplaces, even online sales from social media also continue to increase. This also has 

an impact on the development of Indonesian logistics services. Logistics service providers act as 

a liaison between producers and consumers. The mechanism between LSP and the manufacturer 

occurs in the form of partnerships, third-party agreements and integrated service agreements. 

Along the way, many LSPs were unable to meet producer targets, Langley Jr. & Capgemini (2007) 

explained that LSP's failure occurred because it could not save logistics costs, its distribution area 
was limited, and inadequate information technology services. Because most outsourcing 

organizations are seen as being less dependable and effective, choosing the wrong suppliers or 

outside sources for outsourcing has proven to be a serious issue. (Sherman, 2013). Impact on 

employee welfare, financial failure, forecast horizon, delivery delays, and product returns are 

some of the consequences of the uncertainty factor that LSP must deal with due to changes in 
demand, government regulations, and supply chain disruptions. (Choi, 2021; Gultekin et al., 2022; 

McKinsey & Company, 2021). This requires companies to have the mechanisms to measure, 

monitor and control the quality of LSP services appropriately. 

An FMCG XXX company experienced a crisis of confidence in LSP which had signed a 

cooperation contract for two years. The key to the success of the FMCG industry lies in two 

aspects, namely speed and accuracy. Distribution to multiple location points such as retail stores, 
groceries or outlets and its large number of consumers are challenges for the FMCG industry. 

Consumer satisfaction and loyalty are at stake. Retail companies who purchase goods from 

FMCG producers, need to work well with their supply chain partners to ensure timely deliveries 

and a consistent supply of goods in order to gain a competitive edge. (Neboh & Mbhele, 2021). 

Therefore, to ensure LSP's performance met the agreed contract, FMCG XXX Company conduct 
service quality evaluations using indicators that match the Physical Distribution Service Quality 

(PDSQ) dimension. Physical distribution includes transportation activities, facility management 

(ex: warehouse location), inventory management and material handling (ex: packing and loading 

unloading) (Williamson, Spitzer, & Bloomberg, 1990). Mentzer, Gomes, & Krapfel (1989)  

developed the concept of the PDSQ model which involves three dimensions, namely: availability, 

timeliness and quality. The research shows that consumers have a more accurate perception with 
respect to the evaluation of LSP, so the three dimensions are considered to represent consumer 

expectations and needs. FMCG XXX Company as consumers of LSP have an interest in 

conducting performance evaluations, this is supported by Mentzer et al. (1989) who explained 

that consumer perceptions have a higher level of accuracy in appraising LSP. 

There are quite a lot of studies related to LSP performance evaluation. LSP performance 
assessments related to environmentally friendly issues receive attention in the literature (Liu et 

al., 2010; McKinnon, 2005). Then Centobelli et al. (2016) explained that environmentally friendly 

initiatives in LSP have an impact on three main types of performance: environmental performance 

related to the company's alignment with specified sustainability standards (Colicchia et al., 2013; 

Isaksson & Huge-Brodin, 2013), economic performance, namely the alignment between business 

processes between organizations with the achievement of economic goals (e.g. cost reduction, 
revenue increase) (Perotti et al., 2012), as well as operational performance related to the alignment 

of the company with standards or process indicators determined efficiency and effectiveness (e.g. 

cycle time, productivity, flexibility) (Bai & Sarkis, 2013; Min & Ko, 2008). 
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This research will focus on how an FMCG company in Indonesia assesses the performance 

of LSP which operationally helps product delivery and storage (warehousing). Goods come from 
finished product warehouses owned by producers, while the destination is consumers of FMCG 

XXX Company that is distributors. Therefore, this study aims to identify LSP performance 

evaluation indicators based on PDSQ dimensions in FMCG companies and conduct LSP 

performance evaluations to determine the quality of the service. 

 

2. Literature Review 

FMCG Company Logistics 

Today, the global economic environment is becoming increasingly competitive and full of 

uncertainty. Companies must remain competitive and efficient even without cooperating with 

external parties. The concept of SCM then emerged with the aim of efficiently managing physical, 

informational, and financial flows. All SCM actors can coordinate intra- and inter-
organizationally (Chopra & Meindl, 2016). 

Products made by Fast-Moving Consumer Goods Manufacturers (FMCG) are those that 

sell quickly without being costly. They can also be described as often purchased necessary or non-

essential items (Mandrinos, 2014). The distribution chain for FMCG is the interdependent 

collection of processes and related resources between manufacturers, warehouses, suppliers, 

logistics service providers, wholesalers and distributors and all the other parties within the supply 
chain network (Jepherson et al., 2021). The geographical condition of Indonesia which has around 

17,000 islands (Sumantri & Lau, 2011) is a challenge for the logistics of a company, including 

the FMCG sector. The company must be able to distribute products throughout the region 

according to consumer demand. The need to control land and water to deliver goods between 

cities is a big challenge. Therefore, many logistics provider services (LSP) have sprung up. FMCG 
companies are helped by LSP because the increase in material movement in the form of imports 

of raw materials, spare parts and finished goods increases pressure on FMCG companies. 

 

Logistics Service Provider 

A logistics service provider (LSP) is a logistics company that helps other companies both 

related to logistics activities and supply chains to support their business activities.  The services 
offered by LSP are generally in the form of handling and moving goods ranging from trucking to 

end to end processes. This third logistics service provider company emerged and became known 

to the public in the early 1980s (Premkumar et al., 2021). 

Maloni & Carter (2006) and Heiyantuduwa (2015) mentions several reasons companies 

prefer to use third-party services, namely: LSP expertise and economies of scale leading to cost 
reduction, LSP focus and efficiency leads to service improvement and engaging LSP allows 

companies to focus on their core competencies. The use of third party model is effective in 

enhancing the delivery of products, enabling fulfillment of forecasted demand and thus effectively 

serve the markets without stock outs, improving client's performance in meeting consumer needs, 

exploiting market opportunities and being innovative by letting the client fully focused on 

improving quality of service to the consumers (Njambi & Katuse, 2013). 
 

Physical Distribution Service Quality (PDSQ) 

Physical Distribution (PD) is part of the outbound logistics of a company. The activity is 

in the form of delivery of finished products to consumers. This activity also connects companies 

with consumers by providing time and place utilities, which are important indicators for customer 
service (Lambert et al., 2006).  

Service Quality (SQ) is an important research topic found in marketing literature because 

SQ can strengthen a company's brand and contribute to consumer satisfaction. Gupta et al. (2022) 

provides clear implications to LSPs for improvement of service quality, because five service 

quality constructs have direct relationship with customer satisfaction. They also have indirect 

relationship with customer loyalty, implying the full mediation of customer satisfaction. There 
has been a lot of research on SQ in the field of service retail. As well as previous research related 

to PDSQ  (Mentzer et al., 1989; Bienstock et al., 1997) and electronic PDSQ (e-PDSQ) 
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(Rabinovich & Bailey, 2004; Xing et al., 2010). But research on PDSQ in physical goods retail is 

relatively less. 

 

3. Research Methods 

The completion of this research uses a Mixed Method approach, namely qualitative and 

quantitative approaches simultaneously. This method combines the advantages of quantitative 

and qualitative methods with the aim of producing a more complete and in-depth picture of the 

phenomenon of LSP service quality (Bazeley, 2018; Fetters, 2020; Nygrén, 2019). Quantitative 
methods are used to obtain the actual average and average target values for each indicator on all 

dimensions. Then qualitative methods to answer the questions: why there are still indicators that 

have not reached the target, how this can happen and what actions are taken by FMCG XXX 

companies as the object of case studies. 

In FMCG XXX companies, logistics activities are part of supply chain activities including 
customer service and quality. However, only the logistics part is directly in charge related to LSP. 

Fig.1 describes the flow of research completion. In total there are 10 people in the logistics 

department involved in this research, both as a team of validators for indicators of each dimension 

and LSP performance assessors through indicators on three dimensions in the PDSQ model, 

namely: timeliness, availability, and condition. The ten people are senior logistics manager, 

transport manager &; staff and warehouse manager & staff. 

 Indicator Identification

Literature Review

Field Observation

(Practitioners FMCG XXX)  Indicator Validation

Expert Opinion

(Practitioners & Academics)

Step 1. Actual Evaluation

Step 2. Target Evaluation

Step 3. Calculating gaps

Step 4. Gap evaluation

Step 5. Discussion

Step 6. Service Quality 

Improvement Plan

Stages of Research Completion

No

Yes

 

Fig. 1. Research completion flow 

In summary, the Fig. 1 explains that after the indicator is validated by the experts involved, 

then the gap value is calculated. The gap value is obtained by calculating the difference between 
the actual average value and the target average value of each indicator. Analysis related to 

deviations that occur is carried out to be able to design quality services that can improve the 

performance of LSP from FMCG XXX companies. 

 

4. Results and Discussions  
Results and Discussion is a section that contains all scientific findings obtained as research 

data. This section is expected to provide a scientific explanation that can logically explain the 

reason for obtaining those results that are clearly described, complete, detailed, integrated, 

systematic, and continuous. 

The discussion of the research results obtained can be presented in the form of theoretical 

description, both qualitatively and quantitatively. In practice, this section can be used to compare 
the results of the research obtained in the current research on the results of the research reported 
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by previous researchers referred to in this study. Scientifically, the results of research obtained in 

the study may be new findings or improvements, affirmations, or rejection of a scientific 
phenomenon from previous researchers. 

 

Depiction of The Role of LSP in The Supply Chain of FMCG Companies 

FMCG XXX Company produces products that belong to the skin care category. The 

company has push production system, so the planning of the production process depends on the 

mechanism of forecasting consumer demand. This FMCG Company has customers (distributors) 
across Indonesia. Because the company wants to focus on its core business, that is producing skin 

care products, the management of product delivery and storage activities are handed over to a 

third party, namely LSP.  

In general, LSP's duties in FMCG XXX Company are to provide operational transport 

services, operational distribution centers, and add services value. In operational transport services, 
LSP's duties include providing transport operations management that supports shipping activities 

from LSP's warehouse to customers and vice versa; Provide capable transport vendors, provide 

control towers and their needs, and complete all operational points according to government’s 

requirements. While the duties as an operational distribution center include providing a modern 

warehouse for goods receiving, storing goods and shipping goods; provide facilities in the 

warehouse to carry out value added services activities; provide man power and needs from the 
distribution center; and complete all operational points according to government’s requirements. 

The following in Fig. 2 is an overview of the logistics mechanism in the supply chain of FMCG 

XXX Company. 

Distributor End Customer

Warehouse

Factory

Store

Logistics Service Provider

(LSP) Scope

Supplier

Inbound 

Logistics

Outbound 

Logistics

Material Flows

Requirement Information Flows

 

Fig. 2. Logistics mechanism in the supply chain of FMCG companies 

Fig. 2 shows the material movement of all FMCG XXX Company’s supply chain players. 

In addition, it can also be seen the work area of LSP which helps companies distribute products 

to customers (distributors). The company has an interest in customer satisfaction, so it does not 

tolerate LSP not achieving the performance targets set by the company. Periodically, the company 

evaluates LSP's performance. The evaluation will compare the actual performance of LSP with 
the targets set by the company. In detail, the targets of FMCG XXX Company for LSP are (1) 

ensuring all operational processes are zero accident, (2) ensuring all operational processes 

included in the scope services have followed the standards set together, (3) ensuring all cost 

components are in accordance with those stated in the agreement, there are no hidden costs, (4) 

ensuring continuous improvement, to ensure all operations have balanced efficient costs and 
increased productivity,  (5) ensuring the ability to adapt according to changes and developments 

that occur in the business world.   

To ensure the achievement of these targets, the company has an interest in evaluating LSP's 

performance. 

 

Identification of LSP Performance Evaluation Indicators 
This research focuses on evaluating LSP performance which helps FMCG XXX Company 

to distribute products to customers. Based on the research completion flow in Fig. 1, the first step 
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that must be done is to identify LSP performance indicators based on PDSQ dimensions, namely 

timeliness, availability and condition / quality. Indicator identification is done in two ways, the 
first by searching from reputable scientific journals references, and the second by conducting 

interviews with logistics experts. The results of searches through reputable journals and 

discussions with experts obtained seven indicators on the timeliness dimension, nine indicators 

on the availability dimension, and four indicators on the condition / quality dimension.  

The case study of this research is on FMCG XXX Company, so the next step is to validate 

these indicators within the logistics operations of FMCG XXX Company. Based on information 
from the logistics of the FMCG Company, it was obtained that the LSP performance evaluation 

was carried out on 13 indicators divided into five indicators on the timeliness dimension, four 

indicators on the availability dimension, and four on the condition / quality dimension (Table 1). 

There are two additional indicators obtained from the input of logistics FMCG XXX Company. 
Table 1 - LSP Performance Evaluation Indicator Validation 

No Dimension Indicator Source 

1. Timeliness Dimensions related to the accuracy of the arrival of the order to the destination, the 
duration from the delivery of the order to the receipt of the order 

a Speed of order service time (Nguyen, 2019) (Bienstock et al., 

1997) 

b Speed of product delivery time (Nguyen, 2019) (Sarabi & Darestani, 

2021) 

c Timeliness of product delivery (Nguyen, 2019) (Tu, Lv, Zhang, & 
Cao, 2021) (Sarabi & Darestani, 

2021) 

d Speed of complaint handling time (Sarabi & Darestani, 2021) 

e Speed of order processing time in the 

Warehouse 

Observation 

2. Availability Dimensions related to availability, starting from the availability of information needed 

by buyers to the submission of purchase documents 

a Availability of information about 
products sold 

(Bienstock et al., 1997) 

b Availability of information regarding 
inventory status 

(Nguyen, 2019) 

c Document availability (Bienstock et al., 1997) 

d Availability of information regarding 
product self-life 

Observation 

3. Condition Dimensions related to the overall condition of the goods, and the services that follow 

them 

a The condition of the delivered product is 

in good condition 

(Nguyen, 2019) (Bienstock et al., 

1997) (Tu et al., 2021) (Sarabi & 

Darestani, 2021) 

b The condition of the delivered products 

according to consumer’s orders 

(Bienstock et al., 1997) (Sarabi & 

Darestani, 2021) 

c The condition of the delivered product 

packaging is in good condition 

(Nguyen, 2019) (Bienstock et al., 

1997) (Tu et al., 2021) 

d All products are shipped at the same time (Nguyen, 2019) (Sarabi & Darestani, 
2021) 

 

Evaluation of Actual Performance and Targets 

The evaluation of LSP's performance in FMCG XXX Company is directly carried out by 
the logistics department. Performance evaluation on each indicator is carried out on a scale of 

four, namely value 1 for very bad performance, value 2 for bad performance, value 3 for good 

performance and value 4 for excellent performance. There are ten people who are directly in-

charge on LSP-related logistics, including senior logistics managers. Table 2 is the actual average 

and target of the indicator value results on the three PDSQ dimensions of ten respondents of 

FMCG XXX Company.   
Table 2 - Average Indicator Value 

No Dimension Indicator Actual 
Average 

Target 
Average 

1. Timeliness a Speed of order service time 4 3.8 
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No Dimension Indicator Actual 
Average 

Target 
Average 

b Speed of product delivery time 3.8 3.8 

c Timeliness of product delivery 3.8 3.8 

d Speed of complaint handling time 3.9 3.9 

e Speed of order processing time in the 

Warehouse 
4 3.9 

2. Availability a Availability of information about products 

sold 
3.8 3.8 

b Availability of information regarding 
inventory status 3 3.8 

c Document availability 3.8 3.8 

d Availability of information regarding 

product self-life 
3.8 3.8 

3. Condition a The condition of the delivered product is in 
good condition 

3.1 3.9 

b The condition of the delivered products 
according to consumer’s orders 

3.1 3.8 

c The condition of the delivered product 

packaging is in good condition 
3.8 3.8 

d All products are shipped at the same time 2.2 3.2 

 

Managerial Implications 

Analysis of the results of the LSP average performance evaluation shows that there are 

three categories. The first category where LSP performance successfully exceeds the targets set 

by the company, then the second category of LSP performance is right according to the company's 
target and the third LSP performance is still below the target set by the company. Based on Fig. 

3, it can be seen that of the 13 indicators, there are two indicators (15%) that fall into category 1, 

then seven indicators (54%) that fall into category 2 and four indicators (31%) that fall into 

category 3. 

      

(a) Timeliness    (b) Availability 

 

(c) Condition 
Fig. 3. (a)-(c) Radar Diagram for LSP Evaluation Indicator Gap on Three Dimensions 

Fig. 3 shows the deviation in LSP performance of FMCG XXX companies expressed in 
the form of a radar diagram. In the timeliness dimension, there are three out of five indicators 

whose actual performance is in line with the target, with an average deviation of +0.06. Then in 

1a

1b

1c1d

1e
Actual

Target

2a

2b

2c

2d
Actual

Target

3a

3b

3c

3d
Actual

Target
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the availability dimension there are three of the four indicators whose actual performance is in 

accordance with the target, with an average deviation of -0.2. And in the condition dimension 
there is only one of four indicators whose actual performance is in accordance with the target, 

with an average deviation of -0.625. 

For indicators that have met the target, FMCG XXX Company give appreciation to LSP. 

Two indicators that successfully exceeded the target were the speed of order service time (1a) and 

the speed of order processing time in the warehouse (1e). However, the company focuses more 

on indicators that have not been achieved by LSP, because it will indirectly affect the company's 
service level, namely customer satisfaction, operational efficiency and overall business 

competitiveness. It can be seen from Fig. 3 that there are four indicators that have not reached the 

target, namely the availability of information about inventory status (2b), the condition of the 

delivered product is in good condition (3a), the condition of the delivered products according to 

consumer’s orders (3b) and all products are shipped at the same time (3d). One indicator is derived 
from the availability dimension and the other three from the condition dimension.  

Based on the statement of the logistics department related to the availability of information 

regarding inventory status, there has been a difference in the number of goods between those 

listed in the system and the physical ones in the warehouse. This certainly makes it difficult for 

the company and becomes an important record during the audit process. When tracing the cause 

of the problem, it was found that LSP at that time was moving the warehouse but was not proper 
in handling changes in the system. In addition, through the product delivery report, information 

is often obtained that there is a difference in the number of goods during delivery. Not only the 

difference in less goods but also the difference in excess goods. Related to this, the logistics 

department of FMCG companies encourages LSP to make improvements. Then about the 

unachieved target on the condition dimension, the logistics department provides an explanation if 
there has been a truck accident that causes the condition of the product to be damaged or lost. The 

company receives complaints from customers, both about the condition of damaged products and 

inaccuracies in the quantity of products received. This is certainly detrimental to the company 

because it has an impact on the company's logistics operations and customer satisfaction. In this 

case, the company filed a claim to LSP against the losses it faces. 

The challenge for LSP is how to have good service performance from the three dimensions 
of the PDSQ model: timeliness, availability and condition. FMCG companies need to add LSP 

selection criteria related to the availability of information facilities and technology owned. The 

criteria for ICT availability in LSP are supported by several studies (Aguezzoul & Paché, 2018; 

Aguezzoul & Pires, 2016; Guarnieri et al., 2015; Hwang et al., 2016; Solakivi & Ojala, 2017). 

The availability of good ICT from LSP can reduce the occurrence of misinformation, both related 
to inventory status and demand information from consumers. Furthermore, the evaluation of 

LSP's performance indicators can affect the sustainability of contracts between FMCG XXX 

Company and LSP. Contracts are usually made for 2-3 years, depending on the results of LSP's 

performance evaluation. The results of the evaluation are followed up with project improvements 

related to indicators that have not reached the target. Then the evaluation in the following year 

becomes the basis for the sustainability of the contract. 
In general, this LSP performance appraisal can apply generally, not only to FMCG companies. 

The indicators involved such as stock accuracy, delivery accuracy, service level agreement (SLA) 

are also critical points in the logistics of every company. The slight difference is like in coal 

companies whose shipments are periodic not daily like FMCG 

 

5. Conclusion  

The case study of LSP performance evaluation shows that FMCG XXX Company have 

three dimensions of PDSQ indicators to assess LSP performance. LSP's role focuses on providing 

operational transport services, operational distribution centers, and adding service values. LSP is 

an extension of the company, especially in product distribution activities to customers 

(distributors). The logistics department of the company must ensure that LSP can improve service 
levels through the achievement of measured indicators. FMCG XXX Company must concentrate 

on the dimensions of availability and conditions that have the potential to receive claims from 

customers. This can be seen from the difference between the actual performance value of LSP 
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and the target that has been set. Consumer satisfaction (distributor) will increase when the target 

value in each indicator set by the company can be achieved by LSP. This research has the potential 
to be developed by conducting an LSP evaluation from the perspective of LSP customers. This is 

especially important for LSPs who have more than one customer. 
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	Increasingly fierce business competition requires companies to be able to meet customer desires on time, in the right amount and in the right quality. FMCG XXX Company is a skin care product manufacturing company that focuses on production activities....
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	This research will focus on how an FMCG company in Indonesia assesses the performance of LSP which operationally helps product delivery and storage (warehousing). Goods come from finished product warehouses owned by producers, while the destination is...
	2. Literature Review
	FMCG Company Logistics
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	Logistics Service Provider
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	FMCG XXX Company produces products that belong to the skin care category. The company has push production system, so the planning of the production process depends on the mechanism of forecasting consumer demand. This FMCG Company has customers (distr...
	In general, LSP's duties in FMCG XXX Company are to provide operational transport services, operational distribution centers, and add services value. In operational transport services, LSP's duties include providing transport operations management tha...
	The following in Fig. 2 is an overview of the logistics mechanism in the supply chain of FMCG XXX Company.
	Fig. 2. Logistics mechanism in the supply chain of FMCG companies
	Fig. 2 shows the material movement of all FMCG XXX Company’s supply chain players. In addition, it can also be seen the work area of LSP which helps companies distribute products to customers (distributors). The company has an interest in customer sat...
	To ensure the achievement of these targets, the company has an interest in evaluating LSP's performance.
	Identification of LSP Performance Evaluation Indicators
	This research focuses on evaluating LSP performance which helps FMCG XXX Company to distribute products to customers. Based on the research completion flow in Fig. 1, the first step that must be done is to identify LSP performance indicators based on ...
	The case study of this research is on FMCG XXX Company, so the next step is to validate these indicators within the logistics operations of FMCG XXX Company. Based on information from the logistics of the FMCG Company, it was obtained that the LSP per...
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	The evaluation of LSP's performance in FMCG XXX Company is directly carried out by the logistics department. Performance evaluation on each indicator is carried out on a scale of four, namely value 1 for very bad performance, value 2 for bad performan...
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	Managerial Implications
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	Fig. 3. (a)-(c) Radar Diagram for LSP Evaluation Indicator Gap on Three Dimensions
	Fig. 3 shows the deviation in LSP performance of FMCG XXX companies expressed in the form of a radar diagram. In the timeliness dimension, there are three out of five indicators whose actual performance is in line with the target, with an average devi...
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