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ABSTRACT :

This dissertation and viva-voce report investigate the quality management practices implemented by OM Logistics Ltd., a prominent player in the logistics and
supply chain industry. The study aims to analyze the company's approach to quality management, identify key components of its quality management system

(QMS), and evaluate strategies for continuous improvement.

The research methodology employed in this study includes a comprehensive review of literature on quality management practices, case study analysis of OM

Logistics Ltd.'s quality management framework, and interviews with key stakeholders within the organization.

Overall, this dissertation and viva-voce report contribute to the understanding of quality management practices in the logistics and supply chain industry, with
OM Logistics Ltd. serving as a valuable case study example. The insights gained from this study have implications for practitioners, researchers, and

policymakers interested in improving quality management in the context of logistics and supply chain operations.

INTRODUCTION:

This in-depth case study examines the quality management practices employed by OM Logistics Ltd., a leading provider of comprehensive logistics
and supply chain solutions. By exploring the company's approaches to inventory management, transportation, supplier relationships, and customer
service, this document provides valuable insights into how a successful logistics firm maintains a strong focus on quality across its operations.

OVERVIEW OF OM LOGISTICS LTD

OM Logistics Ltd. is a prominent global logistics company that has been providing end-to-end supply chain solutions for over two decades.
Headquartered in a major metropolitan city, the company operates a vast network of warehouses, distribution centers, and transportation assets across
multiple continents, enabling it to efficiently serve a diverse range of clients in various industries.

With a strong focus on innovation and customer-centric services, OM Logistics has established a reputation for delivering reliable, cost-effective, and
environmentally sustainable logistics solutions. The company's commitment to quality is reflected in its ISO certifications, robust quality management
systems, and continuous improvement initiatives.

QUALITY MANAGEMENT PRACTICES AT OM LOGISTICS LTD

At the heart of OM Logistics' success is its comprehensive quality management framework, which is integrated throughout all aspects of the
organization's operations. The company's quality management practices are centered around the following key pillars:

e  Commitment to quality at the leadership level

e  Robust quality assurance processes and procedures

e  Continuous employee training and development

. Effective performance monitoring and data-driven decision-making

. Proactive risk management and contingency planning
By fostering a culture of quality and embracing best practices in logistics management, OM Logistics ensures that its clients receive consistently high-
quality service and that the company maintains a competitive edge in the industry.
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INVENTORY MANAGEMENT AND QUALITY CONTROL

Inventory management is a critical aspect of OM Logistics' operations, and the company has implemented a comprehensive quality control system to
ensure the accuracy, efficiency, and safety of its inventory processes. This includes:

. Robust Inventory Tracking
OM Logistics utilizes advanced warehouse management systems and RFID technology to track inventory levels, monitor stock movements, and ensure
accurate record-keeping. This enables the company to maintain tight control over its inventory and minimize the risk of stock discrepancies or losses.

. Stringent Quality Checks
Upon receipt and before dispatch, all inventory items undergo thorough quality inspections to verify their condition, compliance with customer
specifications, and adherence to safety regulations. This rigorous quality control process helps OM Logistics deliver products and materials of the
highest quality to its clients.

. Proactive Maintenance
The company's warehousing facilities and storage equipment are subject to regular maintenance and calibration to ensure optimal performance and
minimize the risk of damage or deterioration to the inventory. This proactive approach helps OM Logistics maintain the integrity of the products and
materials in its care.

TRANSPORTATION AND LOGISTICS QUALITY ASSURANCE

Transportation and logistics are critical components of OM Logistics' service offering, and the company has implemented a robust quality assurance
framework to ensure the safe, efficient, and timely delivery of goods and materials to its clients. Key elements of this framework include:

. Fleet Maintenance and Safety
OM Logistics maintains a fleet of well-maintained and regularly serviced vehicles, including trucks, trailers, and specialized transportation equipment.
The company also provides extensive training to its drivers on safe driving practices, compliance with regulations, and emergency response procedures
to minimize the risk of accidents or delays.

. Route Planning and Optimization
By leveraging advanced logistics software and real-time data, OM Logistics is able to plan and optimize transportation routes, taking into account
factors such as traffic patterns, weather conditions, and delivery schedules. This ensures that goods are transported efficiently, with minimal disruptions
and delays.

. Shipment Tracking and Visibility
OM Logistics provides its clients with comprehensive shipment tracking and visibility through its proprietary transportation management system. This
allows clients to monitor the status of their shipments in real-time, enabling them to make informed decisions and respond to any issues that may arise
during transit.

SUPPLIER RELATIONSHIP MANAGEMENT AND QUALITY COLLABORATION

OM Logistics recognizes the importance of maintaining strong, collaborative relationships with its suppliers in order to ensure the consistent delivery of
high-quality goods and services. The company's supplier relationship management strategies include:
. Supplier Evaluation and Qualification
OM Logistics thoroughly evaluates and qualifies its suppliers, assessing their capabilities, quality control measures, and overall alignment with the
company's own quality standards. This ensures that only the most reliable and competent suppliers are selected to be part of OM Logistics' supply chain.
. Collaborative Quality Improvement
OM Logistics works closely with its suppliers to identify areas for quality improvement, share best practices, and implement joint initiatives to enhance
the overall quality of the products and services being delivered. This collaborative approach fosters a culture of continuous improvement and shared
accountability.
. Performance Monitoring and Feedback
The company regularly monitors the performance of its suppliers, providing them with comprehensive feedback and working together to address any
quality-related issues that may arise. This feedback loop helps to ensure that suppliers maintain a high level of quality and responsiveness to OM
Logistics' needs.

CUSTOMER SERVICE AND QUALITY FEEDBACK

Delivering exceptional customer service is a top priority for OM Logistics, and the company has implemented a comprehensive quality feedback
system to ensure that it consistently meets and exceeds its clients' expectations. This includes:

. Client Satisfaction Surveys
OM Logistics regularly conducts customer satisfaction surveys to gather feedback on the quality of its services, identify areas for improvement, and
ensure that it is meeting the specific needs and requirements of its clients.

. Responsive Complaint Resolution
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The company has established a robust complaint management system, enabling clients to quickly and easily raise any quality-related concerns. OM
Logistics then works diligently to investigate and resolve these issues, with a focus on implementing corrective actions to prevent similar problems
from occurring in the future.

e  Continuous Improvement Initiatives
Based on the feedback and insights gathered from its clients, OM Logistics continuously evaluates and refines its quality management practices,
implementing new technologies, processes, and training programs to enhance the overall quality of its services.

CONTINUOUS IMPROVEMENT AND FUTURE OUTLOOK

OM Logistics' commitment to quality management is an ongoing and evolving process, with the company constantly seeking ways to enhance its
operations and stay ahead of industry trends. Key areas of focus for the company's future quality initiatives include:

. Automation and Digitalization
OM Logistics is investing heavily in the latest logistics automation and digital technologies to streamline its processes, improve data accuracy, and
enhance the overall efficiency and quality of its operations.

. Sustainable Logistics Practices
The company is actively working to minimize its environmental impact by implementing eco-friendly transportation solutions, optimizing energy usage
in its facilities, and collaborating with suppliers and clients to create more sustainable supply chains.

e  Continuous Innovation
OM Logistics is committed to fostering a culture of innovation, continuously exploring new technologies, processes, and business models that can
further enhance the quality and value of its services to clients.

e Workforce Development
The company recognizes the importance of investing in its employees, providing them with ongoing training and development opportunities to ensure
they have the skills and knowledge needed to deliver the highest quality of service.

Research Objectives

This case study aims to provide valuable insights into the quality management practices implemented by Om Logistics, a leading player in the logistics
and supply chain management industry. By exploring the company's approach, the impact on its operations and customer satisfaction, and the key
lessons learned, the study seeks to uncover best practices that can be applied by other organizations within the sector.

The research objectives of this case study are:
e  To understand the comprehensive quality management system implemented by Om Logistics
e  To analyze the impact of these practices on the company's operational efficiency and customer satisfaction
e To identify the critical success factors and best practices that have contributed to Om Logistics' leadership position in the industry
e  To provide recommendations and guidance for other logistics and SCM companies looking to enhance their quality management strategies

DATA ANALYSIS & FINDING
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QUANTITATIVE DATA ANALYSIS

1.1 Financial Performance

> Revenue Growth:
®  Year2022:% 2500 Cr
®  Year 2023: 33000 Cr
®  Growth Rate: 43.10%

»  Profit Margin:
®  Year 2023:23.29%
®  Year 2024: 30.68%

1.2 Operational Efficiency

»  On-Time Delivery Rate:
®  Year 2023: 80%
®  Year2024: 95%

> Inventory Turnover Ratio:
®  Year2023:90 %
®  Year2024: 95%

1.3 Customer Satisfaction

»  Customer Satisfaction Score (CSAT):

(] Year 2023: 80%
(] Year 2024: 90%

»  Net Promoter Score (NPS):
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(] Year 2023: 55 NPS
(] Year 2024: 65 NPS

1.4 Employee Productivity

> Revenue per Employee:
(] Year 2023: X 4.L
(] Year 2024: 3 4.4 L

»  Employee Turnover Rate:
®  Year2023: 3.6%
(] Year 2024: 3.9

Qualitative Data Analysis
2.1 Customer Feedback

> Positive Feedback Themes:
° Reliable Services
° Timely Deliveries

. Good Communication

»  Negative Feedback Themes:
®  QOccasional Delays
®  [nadequate Customer Support
®  [ssues with Documentation

2.2 Employee Feedback

»  Positive Feedback Themes:
(] Good Team Collaboration
®  Opportunities for Growth

®  Supportive Management

> Negative Feedback Themes:
(] Workload Pressure
®  [nadequate Training
®  Communication Gaps

2.3 Market Trends and Competitor Analysis

»  Market Share:
®  OM Logistics Ltd: 51.76%
®  Blue Dart Express Ltd: 60.04%
®  Allcargo Logistics Ltd.: 30.63%

> Emerging Market Trends:
®  [ncreasing Demand for E-commerce Logistics

®  Growing Importance of Sustainability and Green Logistics

Key Findings

. OM Logistics Ltd has shown a steady growth in revenue with a growth rate of 43.10% from 2023 to 2024.

e  The company’s operational efficiency, as measured by the on-time delivery rate and inventory turnover ratio, has improved significantly.

. Customer satisfaction scores have remained stable, with a CSAT score of 80% and an NPS of 65% in 2024.
e  Employee productivity, as indicated by revenue per employee, has increased, although the employee turnover rate remains a concern.
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TESTING OF HYPOTHESES

Testing hypotheses involves using statistical methods to determine whether a hypothesis is supported by the data. Let's frame some hypothetical
hypotheses related to OM Logistics Ltd. and then discuss how you might test them using appropriate statistical methods.

1. Hypothesis related to On-Time Delivery Rate

Null Hypothesis (HO): The on-time delivery rate of OM Logistics Ltd is equal to or less than 95%.
Alternative Hypothesis (H1): The on-time delivery rate of OM Logistics Ltd is greater than 95%.Statistical Test: One-sample proportion test

2. Hypothesis related to Customer Satisfaction

Null Hypothesis (HO): The average customer satisfaction score (CSAT) of OM Logistics Ltd is equal to or less than 80%.
Alternative Hypothesis (H1): The average customer satisfaction score (CSAT) of OM Logistics Ltd is greater than 80%.
Statistical Test: One-sample t-test

3. Hypothesis related to Employee Productivity

Null Hypothesis (HO): The average revenue per employee of OM Logistics Ltd is equal to or less than X 4.L.
Alternative Hypothesis (H1): The average revenue per employee of OM Logistics Ltd is greater than ¥ 4.4 L.

Statistical Test: One-sample t-test

4. Hypothesis related to Employee Turnover Rate

Null Hypothesis (HO): The employee turnover rate of OM Logistics Ltd is equal to or less than 15%.

Alternative Hypothesis (H1): The employee turnover rate of OM Logistics Ltd is greater than 15%.

Statistical Test: Chi-square test for independence or Z-test for proportions

5. Hypothesis related to Market Share

Null Hypothesis (HO): The market share of OM Logistics Ltd is equal to or less than 20%.

Alternative Hypothesis (H1): The market share of OM Logistics Ltd is greater than 20%.
Statistical Test: Chi-square test for independence or Z-test for proportions

Steps to Test Hypotheses

1. Data Collection
e  Collect relevant data related to on-time delivery rate, customer satisfaction, employee productivity, employee turnover rate, and market
share from OM Logistics Ltd.’s internal records, customer surveys, and market research.

2.  Data Analysis
. Conduct the appropriate statistical tests to analyze the data and determine whether to accept or reject the null hypothesis.

3. Interpretation of Results
e  Based on the results of the statistical tests, determine whether there is sufficient evidence to reject the null hypothesis and support the
alternative hypothesis.

4.  Conclusion and Recommendations
e  Provide conclusions and recommendations based on the test results to guide decision-making and improve the performance and quality of
services offered by OM Logistics Ltd.

QUESTIONNAIRE

Section 1: General Information

1. Name — Jaykishan Duhan

2.  Position — Regional HRD
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Department - HRD

How long have you been associated with OM Logistics Ltd.?
12 Years

Section 2: Quality Management System

5.

Does OM Logistics Ltd. have a documented Quality Management System (QMS)? (Yes/No)
Yes

If yes, could you briefly outline the key components of the QMS?
Quality Policy

Quality Manua

Document Control:

Quality Planning

Quality Assurance

Quality Control

Supplier Management

Training and Competence
Non-Conformance Management
Continuous Improvement:

Customer Feedback and Satisfaction
Internal Audits

Management Review

‘What measures are in place to ensure adherence to quality standards throughout the supply chain process?
Supplier Qualification and Monitoring:
Quality Assurance Procedures

Standard Operating Procedures (SOPs)
Quality Inspections and Audits

Training and Education

Documentation and Record Keeping
Continuous Improvement Initiatives
Customer Feedback and Complaint Handling
Regulatory Compliance

Technology Integration

Section 3: Quality Assurance Procedures

How does OM Logistics Ltd. ensure the quality of goods/materials received from suppliers?
Quality Agreements

Incoming Inspections

Sampling and Testing

Documentation Review

Supplier Performance Monitoring

Continuous Improvement

Risk Management

Supplier Audits

Training and Collaboration

‘What measures are in place to monitor and control the quality of products/services during the storage and handling process?

Quality Inspections

Temperature and Humidity Control
Inventory Management Systems
Proper Handling Procedures
Packaging Quality Control
Security Measures

Documentation and Traceability
Regular Maintenance

Hygiene and Sanitation Practices
Quality Control Checks
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10. How are customer complaints or quality issues addressed and resolved?
e Receipt and Logging

o [nitial Assessment

. Investigation

e Resolution Plan

. Communication with Customer

. Implementation of Corrective Actions
o Follow-up and Closure

o Continuous Improvement

e Documentation and Analysis

. Customer Feedback Loop

Section 4. Employee Training and Development

11. How does OM Logistics Ltd. ensure that employees are adequately trained to maintain quality standards?
. Training Needs Analysis

. Training Programs

. Onboarding and Orientation

. Continuous Education

o Job-Specific Training

e Hands-on Training

. Certifications and Qualifications

e Performance Monitoring and Feedback
e Documentation and Training Records

e Employee Engagement and Recognition

12. Are there specific training programs focused on quality management for employees? If yes, could you provide details?
e  Yes— Workshop Certification Program

13. How is employee performance evaluated concerning adherence to quality standards?
. Key Performance Indicators (KPIs)

. Quality Scorecards or Dashboards

. Peer Reviews

. Customer Feedback

. Performance Reviews

. Training and Certification Records

. Corrective Action Plans

. Recognition and Rewards

. Continuous Improvement Initiatives

Section 5: Continuous Improvement

14. Does OM Logistics Ltd. have a continuous improvement program in place to enhance quality management practices? (Yes/No)
. Yes

15. Ifyes, could you describe the methodologies or tools used for continuous improvement?
. PDCA Cycle

e Root Cause Analysis (RCA)

. Quality Circles:

. Benchmarking

. Quality Management Software (QMS)

. Employee Suggestion Systems

. Management Review and Leadership Support

16. How are lessons learned from quality issues/incidents integrated into the improvement process?
. Root Cause Analysis (RCA)

. Documentation

e Action Plans

o Implementation of Corrective Actions

. Continuous Monitoring and Review
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Regular Reviews and Audits
Documentation and Knowledge Management

Section 6. Supplier and Vendor Management

17.

How does OM Logistics Ltd. select and evaluate suppliers/vendors concerning quality standards?
Supplier Identification and Prequalification
Quality Criteria and Requirements

Supplier Assessment and Due Diligence

Quality Audits and Site Visits

Request for Proposal (RFP) or Quotation (RFQ):
Quality Agreements and Contracts

Performance Monitoring and Evaluation
Supplier Scorecards and Reviews

Continuous Improvement Initiatives

Relationship Management

Are there any specific criteria or certifications required from suppliers/vendors to ensure quality compliance?
1SO Certifications

Industry-Specific Certifications

Compliance with Regulatory Standards

Ethical and Social Responsibility Standards

Product Specifications and Standards

Insurance and Liability Coverage

Financial Stability and Reliability

Continuous Improvement Commitment

How does OM Logistics Ltd. collaborate with suppliers/vendors to improve quality performance?
Joint Quality Improvement Projects

Feedback Mechanisms

Supplier Development Programs

Quality Audits and Assessments

Technology Adoption

Supplier Workshops and Knowledge Sharing Sessions

Problem-Solving Teams

Long-Term Partnerships

Section 7: Technology and Innovation

‘What role does technology play in enhancing quality management practices within OM Logistics Ltd.
Quality Management Software (OMS)

Data Analytics

Supplier Management Systems
Internet of Things (IoT) Sensors
Barcode and RFID Technology
Mobile Applications

Cloud Computing
Collaborative Platforms

. Are there any specific technological tools or platforms utilized for quality assurance and control.?

Enterprise Resource Planning (ERP) Systems
Orical

Data Analytics and Business Intelligence (BI) Tools
OM Staff Applications

Collaboration and Communication Platforms

Section 8: Future Outlook

22.

‘What initiatives or strategies is OM Logistics Ltd. planning to implement to further enhance quality management practices in the

future?
Continuous Improvement Culture
Advanced Technology Adoption
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Customer-Centric Quality Approach
Sustainability and Social Responsibility

How does OM Logistics Ltd. envision the evolution of quality management in the logistics and supply chain industry?
Digital Transformation

End-to-End Visibility

Data-Driven Insights

Collaborative Ecosystems

Sustainability and Social Responsibility
Agile and Resilient Operations
Customer-Centric Focus

Regulatory Compliance and Certification
Continuous Learning and Development
Partnership and Collaboration
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