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Abstract

Quality represents a key element to achieve the performance, especially customer service qual-
ity. In response to the pressure of globalization, the market has become increasingly competi-
tive and many organizations actively seek ways, to add value to their services and improve 
their quality of service. Organizations usually tend to make their operations efficient. This 
process begins with the assessment of customer needs, their requirements and performance of 
domestic human resources. Based on the study of literature questions regarding the impact of 
customer quality, customer service are aroused in the performance of the departments of Road 
Transport Services in Albania, based on interviews collecting information about the process, 
methods, system and process quality management. 
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Introduction

This article is based on the method of Matrix balanced scorecard (BSC), which is 
a management system that enables organizations to clarify the vision and strategy 
and translate them into concrete actions (Kaplan & Norton, 1992). Also, this model 
provides feedback on internal and external business processes at the same time 
about their results (Kaplan & Norton, 1993). BSC suggests that organizations should 
be judged from four perspectives, which include: consumers, finance, process 
and innovation & learning .Other methods used in this paper are the descriptive, 
qualitative, quantitative method, through which marketing strategies have been 
described through direct interviews and a structured questionnaire.
"Quality is fitness for use" (Juran, 1979); "Quality is conformity to requirements" 
(Crosby, 1979). "It is an agreement provided for uniformity and dependence 
with low costs by adapting to the market" (Deming, 1982, quoted in 1993). Other 
scholars as Feigenbaum (1983), essentially defined quality as "a way of managing 
the organization". Six years later, Oakland gave a more practical sense to this term 
implying the latter "fulfilling consumer demands".
After the 90-s, the creation of the International Standards ISO was created, which 
implies "the total quality of the characteristics of an entity that appear on its ability 
to satisfy the needs expressed or implied (ISO 8482: 1994: vii). Japanese standards 
for the industry use the word "entity" which is a substitute of the word "goods and 
services", implying quality, the production system that satisfies the demands of 
workers. Feigenbaum (2010) extends the meaning of this concept in an organization 
in what would later be called Total Quality Management.
 Quality management in the organizational context will be the application of certain 
practices and techniques, which ensure that the final product or output of an 
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organization, a product or service is of a high standard. At an organizational level, 
the variables that affect the quality of a product or service include those factors that 
influence the organization in its entirety internally and externally. In analogy with 
the private sector, the quality has always played a role in public administration, less 
in the private sector, but its meaning has evolved in recent years. Beltram (2011) 
distinguishes three stages in the evolution of quality:
•	 Quality in the sense of respecting the norms and procedures;
•	 Quality in the sense of effectiveness;
•	 Quality in the sense of consumer satisfaction.
In many countries, public administration is a significant place which includes 
employment and production of goods and services. Consequently, we cannot remain 
indifferent to Quality Management in Public Administration. French public sector 
has often experienced low-quality services, which have led to the generation of low 
expectations for citizens. The result has been a disappointment and effort without 
charge but not much real action. After the 90-s the situation took a different direction. 
Albania appears to be making efforts to modernize the public sector and improve the 
quality of public services, in an effort to integrate in the EU, which also puts pressure 
on the expansion of administrative capacity. Albania has taken its first steps towards 
the implementation of Quality Management, which has gone through a significant 
evolution from simply inspection of products to the creation of a completely different 
vision for the organizations strategy. 
Public transport in Albania found major problems, when it was faced with the 
presence of more cars/motor vehicles compared to public transport; which implies 
that citizens prefer private transport compared to public. This situation puts Albania 
in the ranking of countries with traffic charge. The main center with traffic charge is 
Tirana as the capital and center of government and business administration.
The movement of people in Tirana is very high every day; there are about more than 
170 thousand trips by private vehicles and public transport in Tirana. The number of 
public transport vehicles is only about 2% of total assets in Tirana.
There are many studies in Albania and EU ealing with the topic of why people prefer 
the use of private cars compared to public transport. And one of the key reasons 
is that they are not satisfied with the quality of public transport service (Yudiatna 
2010, 11). The problem in my opinion lies in the poor management of the public 
transportation, by failing to have the right strategies in business and providing the 
quality customer service. They do not have enough responsibility to provide an 
excellent customer service that is why nowadays, people in Tirana and beyond are 
becoming more critical for public transport services. The service is an important issue 
for passengers. They want to have the best services of public transport; otherwise 
they will continue to use private vehicles instead of public transport to do their daily 
activities. If this continues to happen, public transport in Albania will continue to 
be gripped in the greater challenge, thus making the Directorate of Road Transport 
Services in Albania faced with a bigger challenge.
According to research undertaken by Directorate of Road Transport Services in 
Albania, if there won’t be significant changes in the development and construction of 
roads in Albania, as well as a better management of the different departments, Tirana 
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will face congestion (permanent blocking) in 2019,. In this sense, the government must 
take serious steps to improve public transport. A key factor is the building of new roads 
in Tirana in particular and in other cities, now growing at a rate of about 0.01 percent 
per year, while vehicles number grows by an average of 11 percent per year.

Conclusions and recommendations

There are many ways to solve these problems. The most important step is to put the 
logic of service quality in management policies, which means using "logic dominated 
by good service" (SD logic) rather than "Common dominance of goodness" (GD 
logic), as basic thinking to solve the problem. One of the ways to solve the problem 
is by using performance measurement of Logical dominant service (S-D logic), as a 
basis for measuring and evaluating public transport.
These measurements can be performed through a balanced evaluation Matrix (BSC). 
Measuring performance is very important to help in assessing the suitability and 
performance of the current service. The basic question is: How do we know if the 
service is good and what are the necessary reforms? The result of the measurement 
may be used by some actors who need that data. Measuring performance also provides 
instructions on how to use limited resources effectively and efficiently in the design 
and operation of government services and policies that reflect community needs. 
Derived from government policies should be thinking based S-D logic. The logic of 
public transport actors (especially for policy makers) should be changed from G-D S-D 
logic to logic. GD logic is a sight to do something (transporting someone from a starting 
point to a destination and providing only the capacity of transport) to process logic SD, 
which means helping users of public transport to create their process value creation 
(Enquist et al, 2009). Actors of public transport (especially for policy makers) have to 
change the logic or thought by thinking of value as something produced and sold to 
thinking of value as something that is jointly created with customers and other partners 
(Enquist et al , 2009) and that s the solution in Albania public transport strategy.
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