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ABSTRACT 

Expectations of principals concerning the effects of cooperation with providers of logistics 

services are significantly different. Some of them can be targeted to the effects, that appear 

directly after the beginning of cooperation, or appearing in the short term of operation. 

Others often are not interested in benefits of short-term cooperation. They are oriented on 

joint investments and support in mutual development with service providers. It should be 

noted that the achievement of long-term effects is usually dependent on the occurrence of 

certain benefits in a short period of cooperation. The purpose of this paper is to characterize 

selected criteria particularly for evaluation of short-term results of cooperation with 

providers of logistics service. These criteria concern, in particular the organization of 

cooperation, as well as principal market performance, in which provider may play the 

important role. 
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INTRODUCTION 

With the growing interest in cooperation with providers of logistics service, the market of  

such service is growing. Among providers are both, units, which offer individual types of 

tasks, as well as others, that provide principals with comprehensive services. 

Expectations of clients, concerning the effects of cooperation with suppliers of logistics 

service are significantly different. Some of them can be targeted to the effects, that appear 

directly after the beginning of cooperation, or appearing in the short term of operation. Others 

ofen are not interested in benefits of short-term cooperation and they are oriented on joint 

investments and support in mutual development with service providers. It should be noted that 

the achievement of long-term effects is usually dependent on the occurrence of certain 

benefits in a short period of cooperation. From the standpoint of evaluation of outsourcing of  

specified tasks to service providers it is essential to specify criteria useful in each period of 

cooperation. 

The purpose of this paper is to characterize selected criteria particularly for evaluation of 

short-term results of cooperation with providers of logistics service. These criteria concern, in 

particular the organization of cooperation, as well as market performance of client and the 

influence of provider on market results of client's activity. The paper includes also 

presentation of examples of the application of described criteria described in practice of 

cooperation between the principals and the service providers in Poland. Case studies were 

conducted by the author of the paper. 

 

PROPOSED CRITERIA TO ASSESS THE ORGANIZATION OF COOPERATION 

From the point of view of ensuring the proper implementation of the tasks outsourced to 

service provider, service level agreement (SLA) is regarded as the main part of the contract. 

The types of criteria, that should be included in SLA depend on the characteristics of 

requested service and may be changed with the changes of scopes of cooperation with service 

provider. According to D. Brown and S. Wilson (2005), M. Corbett (2004), Ch. L. Gay and J. 

Essinger (2000) in any case, the criteria for evaluation of tasks included in SLA should 

concern: 

- timeliness and accuracy in providing the service performed, 

- flexibility in adapting to changes of principal needs, 

- ability to respond to changing needs of customers of principal (concern provision of service, 

that require cooperation with principal), 
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- deviations from the expected values of indicators used in assesment of provider, accepted by 

the principal during the period of mutual adaptation to the conditions of cooperation. 

Featured topics represent the basic scope of arrangements in the contract, concerning the 

quality of service, among which, both expectations of principal and service obligations, 

relating to the types of services and conditions for their implementation are included, as well 

as rules for monitoring the implementation of these services by the client. 

The measures included in SLA and also in the emergency plan (which should be also the part 

of contract) are the basis for assesment of provider's performance, but the application of these 

measures enable first of all to obtain the information on the status of contracted tasks. 

However, they do not provide knowledge about adaptation of contracted tasks to the 

requirements of basic operations performed by the principal. The range of issues included in 

SLA and thus measures of performace of outsourced tasks do not provide the information on 

actions taken by service provider to improve the activity of client.  

It should be noted that the participation of providers to improve activity of principal is 

primarily characteristic for outsourcing, which is implemented as the part of client's strategy. 

In collaboration with service provider assessment of performance of contracted tasks included 

in SLA can be sufficient in a situation, where outsourcing is used to eliminate the current 

problems, associated with excessive costs, excessive employment, as well as with problems, 

concerning the quality of concerned scope of tasks. The expectations of principal in strategic 

outsourcing go far beyond the effects such as reduced costs associated with the reduction of 

employment or the correct performance of outsourced tasks. Such benefits are not sufficient 

to ensure a sustainable competitive advantage of principal. 

The indicators included in SLA in the area of logistics concern the implementation of various 

types of logistics tasks, such as: order processing, storage, handling, assembly, packaging, 

transportation, and customs. The object of research in this case is in particular execution time, 

and errors for each step. Results of these tasks should be used primarily in the research of 

reasons for the difference between customer expectations and the effects presented by these 

indicators. 

Taking into account the limitations to use mentioned types of criteria in evaluation of  

provider's performance, the assessment of results of cooperation between principal and 

service provider requires the definition of specific metrics. Applied measures should reflect 

the fundamental effects, related to the execution of logistics processes, in which both parties 

are involved. The assesment of organization of cooperation in logistics outsourcing should 

therefore concern: 
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- delivery cycle, 

- readiness for delivery, 

- access of client to information held by the service provider, 

- flexibility of supply, 

- stability of supply in unexpected situations. 

Highlighted criteria are proposals, chosen on the basis of studies in which the assesment of 

performance of logistics companies was concerned, as well as on publications, in which the 

authors focused on the assesment of results of cooperation with logistics service provider. 

Presented criteria are focused on the assesment of basic process, carried out in the field of 

logistics activity, defined as the fulfillment of customer orders, which includes the activities  

between receiving the order and delivery of goods to customer, and even to place goods in 

storage, if it was agreed between the supplier and recipient. Highlighted criteria can be also 

used for assesment of service, in which the principal is treated as the recipient of goods. Such  

indicators as delivery cycle, readiness and flexibility of supply are often presented as criteria 

for evaluation of customer service, which is reflected by , A. Maltz, L. Elram (1997), T. 

Foster (1998), J. H. Sheridan (1999), C. Lynch (2000).  

It should be added, that readiness of supply, presented in the approach of C. Lynch (2000), is 

represented by the rate of product availability, and also by the rate of order fill. However, 

presented criteria allow the assesment of mutual readiness of principal and service provider to 

work together, which takes into account the organization of cooperation, as well as mutual 

adaptation of infrastructure used to work toegether. It is also worth noting, that these criteria 

concern the effects of logistics activities, undertaken toegether, by the principal and provider 

Such criteria can be used regardless of the range of outsourced service. The selection of these 

criteria is related to the assumptions of the assesment of logistics service outsourcing, which 

should provide information on the results of logistics activity of principal. 

Mentiond criteria reflect the basic range of outsourced service in the area of logistics. 

Especially now, storage, transport, utilization of secondary raw materials and waste disposal 

should be also highlighted. The specificity of logistics activities carried out in these areas 

results  primarily from different ranges of tasks, depending on the characteristics of waste and 

recyclables, as well as on legal regulations, regarding storage and handling of such items. As 

a result of demand for specialized service in this area, in the assesment of cooperation with  

service provider the indicator concerning failures in the process of removing of waste and 

recyclables should be considered. This indicator concerns the place of the reception, sorting, 

storage, handling of waste and recyclables, as well as the transfer for recycling. 



248 

In addition it should be noted that the criterion named as stability of supply in unexpected 

situations represents the arrangements in so-called emergency plan, that includes regulations 

for cooperation in the terms of difficulties, caused by natural disasters, catastrophes, resulting 

often with non-performace or inappropriate performance of outsourced service. The criterion 

for stability of supply in unexpected situations is closely linked to others, representing 

regulations  in SLA. 

Among previously mentioned proposals of criteria for cooperation in logistics outsourcing, 

the problem of involvement of providers in the improvement of logistics operations has not 

been taken into account. According to main assumptions of outsourcing, one of primary 

motivators for principal to cooperate with service provider may be application of modern 

methods and tools for implementation of logistics service by provider. This criterion should 

also be included in the assesment of cooperation results, because of interest in participation of 

specialized service providers in improvement of both, the outsourced tasks, as well as 

logistics activities carried out by principal, sometimes influencing also its suppliers and 

clients.  
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Table1: Criteria for assessment of organization of cooperation with logistics service provider 

Criterion Characteristics Way of measure 

Delivery cycle - can be applied to both, delivery of 

ordered raw materials, work in 

progress or finished products from 

suppliers to the principal, as well as to 

supply of goods ordered by customers 

- concerns also transport service 

within the company, between 

production places, warehouses or 

shops 

- in distribution, it is the period between the date of 

receipt of order from the recipient by principal (or 

provider) and the date of placing the ordered goods 

to be unloaded at location of recipient, this end of 

this period is after or before unloading, according 

to regulations in contract 

- if the customer accepts discrepancies, compared 

with the agreed, expected level of indicator in the 

period of  adjustment to cooperation, the amount of 

acceptable discrepance, as well as the limit of their 

frequency should be specified in the contract 

Readiness 

of delivery 

- indicator specific for assesment  of 

cooperation between principal and 

provider, concerning distribution of 

products of principal 

- it reflects adjustment of range of 

goods available from stock distribution 

to the expectations of buyers 

- percentage of orders fully delivered with goods 

available in distribution stock to the total number 

of orders executed during the considered period 

- the basis for comparisons should be the 

percentage reached before the beginning of 

cooperation with service provider, 

- growth rate of the share of orders fully delivered  

with goods available in stock in the total number 

of deliveries can be specified in the contract 

Stability of 

supply 

in unexpected 

situations 

- indicator concerning cooperation 

with provider in crisis situations 

- such a criterion reflects the ability of 

the client or the provider (depending 

on the provisions in the agreement) 

for the preparation of the so-called 

emergency plans 

- number of delayed deliveries to the total number 

of deliveries in crisis 

- it can also be expressed as the amount of failures 

in deliveries to the total number of deliveries 

ordered for a period in which there were 

emergency conditions (natural disaster, 

unexpectable sudden increase of demand) 

Defectiveness 

of waste 

and recyclables 

- indicator used in the area of service 

concerning segregation, storage and 

movement of waste and recyclables 

- percentage of errors in the receipt, storage and 

handling of waste and recyclable materials to their 

destinations, as reported by the principal in the 

total amount of this kind of service performed 

- period of mutual adjustment included in the 

contract may also include an acceptable level of 

errors, that should be eliminated after this period 

Access 

of principal 

to information 

held by service 

provider 

- criterion related to  informational 

openness in performance of ordered 

service, but also related to sharing the 

information with principal 

- it concerns ensuring the principal by 

the provider with the access to 

information about the current 

condition and location of goods, and 

access to information about current 

and anticipated needs of customers 

- comparison of the range of information on the 

supply provided by the service provider with  

principal's expectations 

- it is assessed by a principal in determining the 

level of compliance of the information provided 

with expectations 

Commitment 

of provider 

in 

improvement 

of logistics 

service  

- criterion reflecting the involvement 

of providers in improvement of 

logistics operations carried out 

- it concerns also supporting the 

principal and its partners in the field 

of logistics tasks 

- assesment of amount of improvements to the 

logistics activities that were initiated by the 

service provider in considered period of time, 

implemented both in the client, as well as in its 

suppliers or customers 

- cases of self-improvement by logistics service 

provider, or its participation in such activities 

should be visible in each period considered 

Source: own research based on A. Maltz and L. Elram 1997; T. Foster 1998; J. H. Sheridan 1999; C. Lynch 

2000. 
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The involvement of service provider in mentioned area, however, is dependent both on the 

adequate level of independence in performing contracted tasks, as well as ways to motivate 

the service provider. Such issues should be also included in the contract. Description of 

mentioned criteria is presented in Table 1. 

It is important to add, that the indicators included in Table 1 do not cover all range of 

evaluation measures of cooperation with the service provider, but these are treated as the most 

important. They represent both, the synchronization of cooperating units in efforts to meet 

expectations of principal's clients, as well as activity of providers to improve the performance 

of outsourced tasks. 

 

PROPOSALS OF CRITERIA FOR ASSESSMENT OF MARKET PERFORMANCE 

OF PRINCIPAL COOPERATING IN LOGISTICS OUTSOURCING 

Taking into consideration the impact of logistics on the market position of companies, in the 

assesment of cooperation in logistics outsourcing the criteria for assessment of colaboration 

between service provider and other cooperants of client (it's suppliers and buyers) should be 

also considered. The problem concerning satisfaction of suppliers and buyers of the principal 

is rarely considered in studies of logistics service outsourcing. It is important to add, that the 

authors focus their attention primarily on proposals of criteria for the assessment of principal's 

distribution activities, carried out jointly with the service provider. The indicators used by 

client to assess the effects of logistics tasks, are mainly highlighted. It is associated with the 

assumption, that the execution of logistics service in accordance with the expectations of 

buyers ensure their satisfaction. This approach is reflected especially in the work of C. Lynch 

(2000) A. Maltz and L. Elram (1997), T. Foster (1998). 

There are also authors including the need to assess the logistics cooperation of the principal 

and service provider by customers of principal. As examples of authors, considering such 

issue, A. Maltz and L. Elram (1997) and T. Foster (1998) can be distinguished. Although 

considerations of these authors are general, they take into account the criteria, referred to the 

level of customer satisfaction. 

There are proposals of criteria for evaluation of market results of principal, presented in Table 

2. It should be stressed, that in the case of stable conditions of principal's activity, concerning 

especially the adaptation of products to customer needs and the structure of competitors, 

presented indicators may reflect the contribution of cooperation with service provider in the 

market success of principal. It is also important to add, that such criteria, as deffectiveness of 

supply and timeliness of processing complaints concern day-to-day cooperation. Others 
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(loyality of clients and issue of  recommendations for service provider) are useful in longer 

period of cooperation time. 

 

Table 2: Proposals of criteria for assessment of market results of cooperation in outsourcing 

Criterion Characteristics Way of measurement 

Defectiveness 

of supply 

- criterion enabling to asses the scale 

of errors in supplies and resulting 

with recipient complaints 

- supply faults may include the date 

for delivery of goods, discrepancies 

with order, damage of goods, 

shortages of goods, errors in 

documentation 

- acceptance of delivery by the 

recipient is treated as a fulfillment of 

his expectations 

- percentage of deliveries with defects in total 

number of deliveries, supplied to recipient in 

concerned period of time 

- the basis for comparisons can be the 

percentage of deliveries with deffects, 

occurring before the beginning of cooperation 

with service provider, but also in previous 

period of this cooperation 

- acceptable level of damage to specific groups 

of goods (such as food) may be included in the 

contract 

Timeliness 

of processing  

complaints 

notifed  

by recipients 

of goods 

 

- it reflects the ability to remove 

defects in the supply, as reported by 

the recipient (the principal  in area of 

supply, the client in distribution 

activity) 

- the ability to complete additional 

supply is also one of the most 

important elements of supply 

flexibility 

- percentage of shipments with errors, that are 

eliminated in agreed period of time to the total 

number of defective supplies to recipient (or 

all recipients) 

- regarding the possibility of errors in 

deliveries concerning wrong quantity, quality 

goods and documentation of deliveries all 

errors should be removed in the period agreed 

with the customer 

Loyalty 

of principal's 

clients (served 

by concerned provider) 

- criterion for determining the ability 

of cooperants to ensure long-term 

relationships with client of principal 

- high level of customer loyalty index 

helps in prediction of demand and 

sales 

- percentage of clients purchasing regularly 

products of principal to all customers of the 

principal 

- reference value is difficult to determine, but 

it should be the basis of demand and sales 

planning 

- customers prchasing regularly should be the 

essential in the structure of customers and this 

part of clients shoud increase regularly 

Recommendations 

for service provider 

issued  

by principal 

- criterion, which reflects  satisfaction 

of principal 

- the use of this criterion also reflects 

the commitment of principal to 

support development of provider 

- this criterion also indirectly provides 

information about the ability of 

provider to acquire new principals 

- number of recommendations issued by the 

principal in order to acquire a new  principals 

by service provider 

- released document recommending service 

provider is a sign of commitment of principal 

to supporting development of service provider 

 

Source: own research. 
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EXAMPLES OF ASSESMENT OF COOPERATION RESULTS 

WITH PROPOSED CRITERIA 

Taking into account the problem of assessment of cooperation in logistics outsourcing it 

seems to be useful to present the application of criteria characterized in earlier parts of the 

paper.  The following part contains a synthesis of research conducted by author of paper. It  

involves two examples of cooperation with provider of logistics service in Poland. The 

subject of the study were results achieved by the cooperating firms and regulations in their 

contracts, concerning in particular the organization of cooperation, influencing market 

performance of principal, supported by provider. 

There are two cases of cooperation with logistics service provider presented in the paper. First 

case concerns the relationship between wholesaler in tire industry with logistics firm, 

providing transport service from suppliers to principal and  from principal to its retailers. 

Second situation concerns the retailer on the market of fast moving consumer goods (owner of 

chain of shops), cooperating with provider of transport service between distribution centers 

and shops, sometimes also between suppliers and principal. The survey was used to obtain the 

information needed to determine the values of indicators. The effects of cooperation, 

according to indicators characterized in previous parts of the paper are presented in Tables 3 

and 4 (first  situation), 5 and 6 (second situation). 
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Table 3: Results of  organization of cooperation between wholesaler of tires and provider of transport 

service 

Criterion Characteristics of result Regulations in contract 

Delivery cycle - defined generally: order to 13.00 p.m., 

delivery next day (including workin 

hours of recipient) 

- in the case of deliveries abroad, the 

recipient shall fix the time of unloading 

- reduced by 30% in comparision with 

period, prior to the beginning of 

cooperation 

- there are regulations concerning only the 

longest time of loading and unloading 

included in the contract 

- the longest loading and unloading time it is 

180 min. 

- regulations on the organization of 

cooperation and adaptation of infrastructure 

not included in the contract 

Readiness 

of delivery 

- deliveries carried out only with goods 

available in stock (insight on the stock and 

ability to order items held by the supplier) 

- it applies to both, supply within the 

country, as well as deliveries abroad 

- the contract doesn't include regulations 

concerning changes in the level of 

readiness of delivery 

Stability of supply 

in unexpected 

situations 

- changes of demand, depending on 

season 

- all unplaned deliveries completed 

- about 50% of unplanned deliveries 

delayed (all delays in the range of period 

accepted by principal) 

- regulations concerning deliveries in a 

crisis  formulated only in general 

- service provider is obliged to inform  

about the possibility of delays, provider is 

responsible for delay (caused by his fault) 

- accepted level of delay: 90 min. 

Defectiveness 

of waste 

and recyclables 

- the principal obliged to receive worn 

tires from retailers 

- provider involved in transport of  

defective tires (in case of complaints) 

and return of unsold goods (return 

according to contracts with retailers) 

- there are no regulations relating to waste 

and recyclables in the contract 

- returns of unsold and damaged 

(complaints of customers) tires are treated 

as transport service 

Access 

of principal 

to information held 

by service provider 

- full range of information available for 

the principal (load position, the expected 

delay), 

- forms of communication: phone call 

with the driver, SMS, data from GPS 

- regulations concerning the transfer of 

information between the client and the 

service provider included in the contract 

- specified ways and terms of transmission, 

concerning different types of information 

Commitment 

of provider 

in improvement 

of logistics activity 

(concerns also the 

logistics activity of 

principal) 

- lack of provider's activity in this area 

- the service provider is responsible only 

for  tasks in accordance with contract 

- regulations concerning commitment of 

provider not included in the contract 

Source: own research. 
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Table 4: Market results of cooperation of concerned wholesaler of tires with provider of transport service 

Criterion Characteristics of effect Regulations in contract 

Defectiveness 

of supply 

- there were defects in deliveries, during the 

considered period of cooperation 

- defects that occur: difference between 

order and quantity of goods, delivery 

delays, errors in documentation 

- the most common is the delay of 

deliveries (concerns unplanned supply), the 

share of deffective supply in the total 

number of deliveries: 5% (acceptable to the 

principal: 5%) 

- regulations included in general 

- regulations concerning the mechanism for 

securing the loading area considered in 

contract 

- service provider is not liable for defects in 

quantity and type of goods, if the security 

mechanism is not damaged, provider is 

responsible for any damage or defect, in a 

theft and damage of security mechanism 

- provider insures the goods for transport, 

claims covered by the insurance payer 

Timeliness 

of processing  

complaints 

notifed  

by recipients 

of goods 

- there were complaints concerning 

deliveries caused by the principal or the 

logistics unit in previous period of 

cooperation 

- as reported by principal, they were 

processed and finished on time 

- the contract includes regulations for the 

division of responsibilities, 

- each party is responsible for defects 

resulting from its fault 

Loyalty 

of principal's 

clients (served 

by concerned 

provider) 

- the principal does not include the 

influence of service providers on the loyalty 

of its customers (retailers) 

- not included in the contract 

Recommendations 

for service provider 

issued  

by principal 

- the service provider applied for  

recommendations, 

- issued once,  

- the form of recommendation is to put the 

name of principal's firm on the website of  

provider  

- not included in the contract 

Source: own research. 

 

According to information presented in Tables 3 and 4 it is worth noting, that the first of 

mentioned examples of relationship between principal and logistics firm is oriented 

particularly on short-term results of cooperation. Responsibilities and powers of the provider, 

concerning the performance of outsourced service are precisely defined, but  the contract does 

not include regulations, relating to the involvement of service provider in the improvement of 

logistics cooperation with principal. Also tools useful to motivate providers  to work together 

for mutual development (joint ventures, share of provider in benefits achieved by 

improvements, together with principal) are not considered. The principal also does not take 

into account the participation of service provider in increase of  loyalty of principal's clients. 

The results obtained in the assessment of the effects of cooperation between the wholesaler in 

tire industry and provider of transport service indicate in general, that the provider meets the 

expectations of principal. Principal pays special attention to shorten the delivery cycle (30%) 
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compared with the period prior to cooperation with the service provider. Also, the level of 

defectiveness of delivery rate is in the range of acceptable values of the principal. 

 

Table 5: Results of organization of cooperation between retailer on fmcg market and provider of 

transport service 

Criterion Characteristics of result Regulations in contract 

Delivery cycle - defined by the principal, provider does 

not affect the delivery cycle time 

- lack of influence of provider on change 

the delivery cycle 

- contract does not include delivery cycle 

time 

- detailed regulations concerning obligations 

and powers of parties in the organization of 

cooperation and adaptation of infrastructure 

Readiness 

of delivery 

- delivery of goods in stock, some goods 

are imported from suppliers after the order  

for these products, placed by client 

- level of readiness: approximately 95%, 

other 5% concern goods of seasonal 

demand, there may be deficiencies (level 

acceptable by the client: 95-100%) 

- cooperation with the service provider 

does not affect the readiness of delivery 

- obligations of parties to increase the 

number of deliveries, entirely with goods 

in stock (results with increase in the 

amount of items in stock) not included in 

contract, 

- detailed regulations concerning the 

transfer of information about the goods 

available in stock by the provider to the 

principal and its clients 

Stability of supply 

in unexpected 

situations 

- in the previous period of cooperation, 

there were conditions hindering 

completing tasks by the provider 

- delivery delays occur 

- the share of delayed supply in the total 

number of deliveries in the conditions of 

crisis: 50% (level acceptable by the 

customer: more than 70%) 

- regulation of activities in emergency 

situations included in the contract 

- regulations concerning obligations and 

powers in emergency plans are treated 

generally 

 

Defectiveness 

of waste 

and recyclables 

- there are no errors in the disposal of 

waste and recyclables 

- regulations in the contract include 

obligations and powers of provider in the 

area of disposal of waste and recyclables 

- these regulations are treated in general 

Access 

of principal 

to information held 

by service provider 

- the logistics firm provides a full range 

of information, according to demand of 

principal 

 

- regulations on the types of information 

provided by the parties and methods of 

transmission described in the contract with 

the service provider 

- detailed regulations concerning types of 

information available to the other side and  

methods of transfer 

Commitment 

of provider 

in improvement 

of logistics service  

- during the considered period of 

cooperation the provider was involved in 

the improvement of logistics activity, 

undertaken jointly with the principal, 

- there were improvements initiated by 

the service provider 

- regulations, relating to the involvement 

of provider in improvement of logistics 

operations are included in the contract 

- regulations are of general nature, 

determine the liabilities of service provider 

to participate in improvement of logistics 

activities in cooperation with principal 

Source: own research. 

 

Based on the information provided in Tables 5 and 6, it can be said, that cooperation of  

mentioned retailer with logistics service provider is more focused on a long-term partner 

relationship. The scopes of arrangements in contract are much broader in this case, than in the 

situation previously presented. Taking into account the need to motivate providers, 

particularly in the engagement to improve logistics cooperation together with the principal, 
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the contract  include appropriate regulations. These regulations are treated in general. It 

should also be noted that the involvement of provider in improvement of logistics cooperation 

can be regarded as one of the conditions for periodic extention of cooperation and even 

broadening of tasks (functions) outsourced to provider. 

 

Table 6: Market results of cooperation between retailer on fmcg market and provider of transport service 

Criterion Characteristics of effect Regulations in contract 

Defectiveness 

of supply 

- there were defects in deliveries in the  

considered period of cooperation 

- defects related only to delays 

- delayed deliveries in total amount of 

supply: 2% (acceptable level of deliveries 

with defects acceptable by  principal: up to 

3%) 

- problem of defective deliveries included in 

contract 

- liability for defective deliveries specified 

in detail 

- included possible types of defects, 

responsibilities and powers to the claim 

against the party, which caused defects 

Timeliness 

of processing  

complaints 

notifed  

by recipients 

of goods 

- there were delays in processing of 

complaints in considered period of 

cooperation (a type of complaint does not 

apply to delays of delivery - a separate 

criterion) 

- the share of complaints with delayed 

processing in the overall number of 

complaints: 10% (not accepted by principal) 

- timeliness of the complaints included in the 

contract 

- the contract includes division of 

responsibilities for defects in deliveries, 

between parties 

- regulations do not specify responsibilities 

of parties for delay in processing of 

customer complaints 

Loyalty 

of principal's 

clients (served 

by concerned 

provider) 

- the principal conducts the research of 

customer loyalty (concerns only consumers 

of products) 

- the level of client loyalty: more than 80% 

(increased during the considered period of 

cooperation with provider) 

- the contract does not include the impact of 

provider on the level of loyalty of principal's 

clients 

 

Recommendations 

for service provider 

issued  

by principal 

- the service provider applied for 

recommendations of principal in previous 

period of cooperation 

- the principal issued recommendations  

- recommendations are issued periodically 

- problem of recommendations not included 

in contract 

Source: own research. 

 

The principal conducts research in the field of customer loyalty. Although the matter of   

influence of provider on the results in the area of customer loyalty is not included in the 

contract, the principal notes, that the level of loyalty has significantly increased, durig the 

previous (considered) period of cooperation with provider. 

There are also areas of cooperation which need improvement. Among such areas, issues for 

delayed processing of complaints should be distinguished (included in Table 6). The lack of 

regulation in the contract, concerning the responsibilities of parties in the area of delay in 

processing complaints can be identified, among main reasons for this situation. In spite of  

problems, concerning processing of complaints of logistics service provider regularly receives 

recommendations from the principal. 
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Based on the information, obtained from survey completed by representatives of principal it 

can be concluded, that the effects of cooperation meet the expectations of parties. As a result, 

the scope of service outsourced to considered provider of logistics service is constantly 

expanding. Regulations, that concern broadening of scope of outsourced service have also 

been included in the contract. With this solution, the service provider can develop it's activity 

faster. 

CONCLUSIONS 

It is important to note, that  criteria for assesment of cooperation in logistics outsourcing and 

included examples of application of these criteria represent only a part of assesment of 

cooperation in logistics outsourcing. Taking into account the cause-and-effect relationship 

between regulations in contract, organization of cooperation, based on arrangements in 

contract and market results of principal, it should be noted, that the evaluation of contract 

plays important role in the identification of reasons of successes and failures in outsourcing 

cooperation. Arrangements in contract may influence also costs of implementation of 

outsourcing, as well as costs of further cooperation. 

From the point of view of outsourcing costs it is important to note, that contracts between the  

principal and the provider are incomplete, because of difficulties in obtaining comprehensive 

information about future conditions for cooperation. Using agency theory assumptions it 

should also be noted that agents typically act for their own benefit and they represent the 

opportunistic attitude (Williamson 1985; Hart 1995). Therefore, the evaluation of contract 

should include not only the division of responsibilities and powers of the parties, but also   the 

motivation of parties to work together, the ability to create contingency plans, as well as 

arrangements for the adjustment of the parties to changing conditions of cooperation 

In summary, following limitations of research included in the paper should be highlighted:  

 only examples of measures presented, 

 the idea of the dependence of principal's market results on the effects in the area of 

organization of cooperation doesn't take into account the influence of other, external 

factors in the environment of cooperation, 

 types of indicators, proposed for assessment of cooperation with service provider are 

usually dependent on the types and scopes of outsourced services, and the level of 

independence of provider to make decisions concerning the performance of contracted 

tasks, 
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 considerations presented in the paper don't include the issue of costs of 

implementation of outsourcing, as well as costs associated with further cooperation 

with service provider (cost savings can be highlighted among the objectives of 

cooperation with the provider), 

 also the evaluation of contract regulations is not included in the paper (the contract 

regulations, concerning mutual powers and obligations of parties are important factors, 

influencing the results of cooperation. 

Further research should concern the identification of criteria to assess the results of 

cooperation in such areas, as financial results of principal, as well as regulations in the 

contract (especially on the adequacy to the conditions of cooperation, understanding and 

respect for these regulations by both parties). It is also important to develop the criteria 

concerning the organization of cooperation and market results of principal, supported by 

logistics service provider. 

 

 

REFERENCES 

Brown, D., and S. Wilson. 2005. The Black Book of Outsourcing: How to Manage the 

Changes, Challenges and Opportunities. Hoboken, NJ: John Wiley & Sons.  

Corbett, M., The outsourcing revolution. 2004. Why it makes sense and how to do it right, 

Dearborn Trade Publishing, A Kaplan Professional Company.  

Foster, T. A., 1998. You can’t manage what you don’t measure. Logistics Management and 

Distribution Report 37 (5).  

Gay, Ch. L., and J. Essinger. 2000. Inside Outsourcing: An Insider's Guide for Managing 

Strategic Sourcing. London, Naperville, IL: Nicolas Brealey Publishing.  

Hart, O., 1995. Firms, Contracts and Financial Structure. Oxford. Clarendon  Press.  

Lynch, C. F. 2000. Managing the Outsourcing Relationship. Supply Chain Management 4 (4).  

Maltz, A. B., and L. M. Ellram. 1997. Total Cost of Relationship: An Analitycal Framework 

for the Logistics Outsourcing Decision. Journal of Business Logistics 18 (1).  

Sheridan, J. H. 1999. Managing the Value Chain for Growth. Industry Week 248 (16).  

Svensson, G. 2001. The impact of outsourcing on inbound logistics flows. International 

Journal of Logistics Management 12 (1).  

Williamson, O. 1985. The Economic Institutions of Capitalism. New York: The Free Press.  



259 

Yallof, J., and C. Morgan. 2003. Beyond Performance Standards: How to Get the Most Your 

Outsourcing Relationship. Benefits Quarterly, Third Quarter.  

 


