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This research strives to develop a performance evaluation system that is practically
useful to motor carriers in identifying effective operational improvements.The case study
adopted in this study represents the operation at a motor carrier's distribution center that
collects goods from various corporate clients and subsequently distributes them to their
respective retailers all over the country.

The study divides the performance evaluation into two categories. Firstly, the external
effectiveness evaluation is concerned with the extent to which the concerned trucking
company is able to meet the external requirements from customers, shareholders, and owner.
The relevant performance measures are derived from the data obtained from interviewing
the company owner on the business goal and the customers on the service attributes considered
critical. Secondly, the internal efficiency evaluation attempts to assess the performance of
each individual activity to determine the nature and location of problems presently occurred
in the existing internal operations. The Fishbone Diagram is applied to specify the key
internal performance indicators that are closely aligned with those external performance

measures identified earlier.
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