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example, online travel agencies have found that the functionality of their websites is a key factor in 
customer satisfaction with their services. Website functionality determines whether the customers will 
use them again. For companies that offer online financial services, security and safety to prevent the 
theft of account numbers are key factors.

Deficiencies in any of the aspects of electronic service quality can result in service gaps, such 
as these:

•• Marketing Information Gap. This gap is created when the customer perceives that there is
inadequate or incorrect information on the service provider’s website or other electronic com-
munication. For example, an online clothing website that neglects to list available sizes for
skirts or coats will frustrate potential shoppers.

•• Design Gap. This gap exists when a website, e-mail, or phone service is poorly designed. A
slow, or non-intuitive, electronic connection can make it hard for shoppers to navigate around
a website, through a phone tree, or get service by replying to an e-mail or text message sent by
the provider.

•• Communication Versus Fulfillment Gap: This gap occurs when, through its website or other
electronic medium, a service provider makes a promise to a customer (such as guaranteeing
overnight delivery or an instant refund), but then doesn’t deliver on the promise.

With the large number of alternative electronic shopping options available today, it does not take 
much to disappoint potential customers and send them to competing service providers.

5.6 Managing Quality for Supply Chains
Companies that manage the performance of their supply chains well can develop and market 
superior products and services. Conversely, if firms mismanage their supply chains and provide 
poor-quality products or services, they can damage their reputation, incur financial losses, and 
face lawsuits. In 2015, Chipotle Restaurants faced a series of Escherichia coli (E. coli) outbreaks 
at a number of its stores around the country. Among the causes was poor oversight of the variety 
of locally grown ingredients that Chipotle prides themselves on supporting. Unfortunately, this 
complicated supply chain proved impossible to reliably monitor as a result of the excessive costs 
of observing each producer and led to multiple, nationwide instances of tainted food. Likewise, 
another popular new consumer product, the hoverboard, has experienced a series of unexplained 
fires as the battery pack has a tendency to burst into flames with no warning. In late 2015, multiple 
airlines refused to allow customers to bring hoverboards on board or pack them in their luggage, 
fearing catastrophic mid-air fires.22

A quality problem can originate in any stage of the supply chain, from the acquisition of raw 
materials to the design of products and their production, transportation, and delivery to consumers. 
When such a problem occurs, it often affects all firms in the chain—even those not responsible for the 
problem.23 These problems and the associated cost of solving them have led a number of companies to 
set more stringent quality standards for themselves and their vendors. By implementing a comprehen-
sive supplier certification program, Alcoa Inc. (New York City, NY), a world leader in the production 
of aluminum products, was able to improve the quality of its products and reduce its costs as well of 
those of its suppliers.24 Some firms require their suppliers to adopt Six Sigma practices, even going so 
far as to provide financial support for these efforts. When upstream suppliers become committed to 
Six Sigma, the improvement in the quality of the inputs they provide will naturally flow downstream 
to a firm’s own operations as Figure 5.6 shows.

FIGURE 5.6: Supplier–Firm Six Sigma Quality-Improvement Chain
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