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Abstract. Traditionally, the logistic world has not been identified like pioneer or innovating about total quality. Is not simple to find a diversity of Programs of Quality in the companies of the sectors related to this and, of course, to identify “Good Practices" that was widely recognized in this difficult business. If we paid attention to the industrial and services world, and observe the advances of both in the application of the concepts of management Excellence, we will find logistic element like one of the critical factors of the effectiveness and efficiency of many of its main processes. The services world is "just in time": the service delivery simultaneously that takes place, so the necessity to obtain logistic services of high quality exists. If we want to state that this quality really exists, we must show it in other parameters, those that are excellent for the customer and own company. Logistics is a sector that has experienced a great growth in the last years. Logistics is the main tool to get a place in this competitive world. The challenge of transport is to grow, improving the quality and the downtimes to the customers. The transport centers and the freight terminals in ports and airports become logistic platforms that allow the perfect combination of transport modes. The transport performance is intimately bound up with the logistics. In logistics, the quality must be offered without it was demanded, because all methods of transport must contain it, besides a suitable management and control of that quality. 

1. Quality Concept 
A product or service is qualitative when it satisfies the necessities and expectations of the customer or user, based on parameters like: 

• Security that the product or service confers with the customer. 
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• Reliability or capacity of the product or service to fulfill the specified functions, without failure for a determined period of time. 
• Service or measurement in which the manufacturer and distributor respond in case of product or service failure. 

2. Parameters that define the quality in the transport 
Some components that influence in the customer to determine the service quality can be represent with the following variables: reliability, responsibility, competition, accessibility, courtesy, communication, credibility, security, customer’s knowledge or tangibility. According to these, the parameters that define the quality in the freight transport and are able to improve are the following ones: 

2.1. Internal Aspects 

• Related to the vehicle: The driver ability and knowledge, vehicle security & comfort. 
• Related to the infrastructure: Transport and via type, climatologic conditions. 
• Relative to the load: Technology and guide systems, shocks and incidences, comfort & lost or damage of the load. 
• Relative to the organization: Coordination dependency. 
• Relative to the management. o Flexibility: Capacity to react or to adapt to the necessities variation and the conditions changes that can appear in the freight transport. o Service speed. 

2.2. External Aspects 

• Traffic jam. 
• Environmental effects. The improvement of the control of these parameters will allow a better productivity of the companies of freight transport and to increase the quality of the service. A form to control these parameters is by means of indicators or rates of them. That is to say, the effectiveness degree and quality of freight transport are evaluated through indicators, as they can be the referring ones to the agility, security, integrity of the load, shocks and losses, flexibility, delays, costs and information. 

3. Surroundings of the freight transport by modes 
One sector of the economy is formed by a set of economic activities dedicated to the distribution of material goods. As fundamental instrument for the distribution of goods we 
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counted on the system of transports. The great paper of the transport as economy and development motor is evident. 

3.1. Freight transport by highway 
The distribution of goods is an important economic activity in the sector services and highway predominates over the rest of transport modes in inner transport. 

3.2. Freight transport by railroad. Combined transport 
One of the operation characteristics of the railroad is the rigidity. The railway movements unite very concrete points what explains the necessity of combination with other modes that can complement it. The capacity is one of the important characteristics that we can take advantage of the railroad. On the other hand, it’s little adaptable to transport low capacities. The transport of great loads to great distances is optimal by railroad. With respect to the operation distances in the freight transport, it’s important to go to great distances that compensate the loading and unloading operations. The speed factor is a key factor whenever suitable levels of quality in the rest of factors have been obtained. Load security is always an important factor. As far as the regularity, the exigency level is high, because railroad is a transport mode that has an own infrastructure and great possibilities of automation. Finally, the quality concept includes the valuation of the different characteristics of a certain service. When the transport is made using diverse transport modes and without load rupture, is denominated like combined transport. So, the presence of different elements are necessary to the possibility of combined transport exist, like physical elements (packing of transport, vehicles and terminals) and operative ones (highway carriers and people for the operation and management). A correct coordination between all these parts is essential in combined transport. The combined transport offers a highest quality with a suitable cost, when the organization is correct. 

3.3. Marine transport 
The marine transport has developed an important paper in the interchange of voluminous and relatively low value freight. Nowadays, the 50% of the general load is transported in containers. The tendencies that are being pronounced in the world-wide marine transport industry are the following ones: integration of lines of marine transport and concentration of harbor services and other sectors of the marine industry, technological innovation, containers and the expansion of the multimodal transport system. 

3.4. Air transport 
International air transport is developed in a framework of modernization and new tendencies, in a competition regime in which the benefit of efficient services, the development of scale economies and the reduction of the costs and times are prioritized. 
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4. Quality system 
The sector of the freight transport has just begun an important change of the surroundings in which it’s developed. This new framework generates challenges and opportunities to extend the business of the most innovating companies. One of the most necessary modernization aspects for the companies and that is solicited by their customers is the introduction of service quality securing systems , according to norms ISO. The effort that supposes to implant a quality system and to maintain, offers benefits to most of the companies that have assumed it, because the company gets in a dynamic of continuous improvement and increase of the personnel motivation and participation. The customers (present or potential) have a better perception of the service quality. The quality securing is the set of planned and systematic actions, implanted to give suitable confidence that a service will satisfy the requirements and the expectations of the customer, established contractually. 

5. Management of the transport quality 
Management of the quality is the application of an effective system, constituted by a set of programs in which all the personnel participates and is implied, integrated in a effort to improve the making of any task and activity, and destined to provide services to the customers which satisfy them completely. 

 
Figure 1. Quality Management and requirements 

To obtain the satisfaction of the customer is the main objective of the Management of the Total Quality. A form to guarantee the service quality and to maintain it, is to control all the process, by means of detailed procedures that allow to assure, to evaluate and to control the quality in each stage and to improve continuously. The requirements for a correct management of the quality system are: 
• Responsibilities. The company must have defined, in writing, the policy and quality objectives, and the internal organization, which maintain and review the 
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quality system. Everything will have to be certain, measurable and capable of being checked. 
• Control of data and documentation. A control of all the documentation (in any type of presentation and support) related to the system of the quality, internal (manual, contracts, data of customers and suppliers...) or external (norms, planes, manual, codes of the good practices...), must be done. 
• Product control provided by the customers. The main product provided by the customer is what the company transports, stores and/or distributes. The products must be controlled by a strict support and must be documented to be able to know all their information when it’s necessary. 
• Control of the processes of the service. Those processes that affect the quality directly must be identified and done in controlled conditions (documented procedures, legislation, norms, equipment, criteria of execution...). 
• Inspection and controls in the service. The procedures must identify the inspection level that is required in each phase of the service (reception, service development and final verification). The procedures must define the requirements and the frequency of all the inspection operations in the service. 
• Control of the equipment. A control, calibrated and maintenance of the used equipment must be done to verify the conformity with the requirements that are specified in any phase of the accomplishment of the service. 
• Incidences and not conform services. The aspects of service that don’t satisfy the contractual requirements or the decided specifications must be controlled (services you do not conform) and contemplated. Methodologies of analysis and solution of problems. 
• The route of the quality (qc story): It is defined as the sequence of used activities to solve problems or to carry out improvements in any area of work. 
• Global 8 disciplines: It is defined as a disciplined and systematic process to solve problems and to prevent its occurrence. 
• Seven steps: This methodology consists of a logical sequence in order to solve problems. 
• The 6 steps leaf: It is defined as a series of activities whose intention is to solve non wished situations of the work area. 
• Six Sigma. The breakthrough strategy: It defines measures, analyzes, improves and controls (DMAIC). All the methodologies have two basic steps: the search and validation of the root cause, as well as the verification that the action that solves the problem. 

Corrective and preventive actions. The causes of the problem must be investigated to initiate the appropriate actions to prevent recurrences of this. The actions of improvement (preventive and/or corrective) that are adopted to have to be proportional to the magnitude of the detected problems and risks that can be derived from these. 
Strategy of 5’S (Seiri, Seiton, Seiso, Seiketso, Sitsuke): 5’S represents a set of mechanisms of the development, structuring, execution and implantation of organization, order and cleaning programs in the companies. 
Operations of manipulation, storage, packing, conservation and delivery. 
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During the service, the manipulation, the storage, the packing and the delivery of products must be done without producing damages or deteriorations. 
Internal audits of quality. The internal controls are used to evaluate if the system is being developed effectively, according to the prediction. This requirement is essentially for auto-control of the system of quality. The objectives of the internal audits are: 

• to determine the fulfillment degree of the quality system, established by the organization, and of the documented procedures, and 
• to determine the implantation degree of the quality management system. 

Formation of the personnel. It is required to identify the necessities of formation and training, and to provide this formation that covers those necessities in all the quality system areas. 
Statistical techniques. The application of a quality system involves the parameters or indicators of service quality. The valuation of these indicators requires the application of statistical methods to know the quality system evolution. 

6. Infrastructures influence for the improvement of the quality in the 
freight transport 

In many cases, the quality of the transport systems will have repercussions on the production plants and warehouses location and on the distribution channels, and so on; affecting, therefore, to the logistics. The deficit of infrastructures restricts the growth capacity. It is essential to eliminate it if it we want to reach an improvement in the quality of the freight transport, to provide our companies with the same opportunities to compete in the global market. Today, the transport infrastructures are, therefore, a key element of the economic system, and guarantee the effective operation of markets of goods and services and the efficient assignment of resources. 

7. Conclusions 
• The quality in the transports of freight is determined by the control level of the processes from the reception of the freight to the final delivery of the same one. 
• The securing of the quality in the freight transport is an important factor to assure the quality continuity and it mainly depends on two factors: o The formation of the personnel, for the own carriers, and for the personnel who does the management, supervision and control of the service and the load. o The new technologies, which allow, by means of their implantation, to achieve a great control of the state and situation of the load, as well as to help to find solutions due to problems that prevent the fulfillment of the service (delays, route deflections...). 
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• It’s important to define the objective of the service correctly, as well as to study the surrounding infrastructures in the accomplishment of this freight transport, because the conjunction of both allows a considerable increase in the quality. 

8. Education in quality and new technologies 

8.1. Education in quality 
To achieve an effective operation of a Quality System, the education of the personnel is a key role. The education will have to be specific and adapted to the necessities of each one, based on its category, job and level.  

 

8.2. The Quality through the Technology 
The systems of management of fleets also allow managing the rest of resources that have the transport companies. Everything is focused to improve the quality of all the factors in the daily activity. The installation of a system of fleets management constitutes the best way to control and manage all the factors that determine the quality and efficiency of a transport service, in addition, with the system of fleets’ management based on GPS, the fleet manager has the most powerful tool to the optimization of the services. Some of the technological applications that can be a real improvement in the transport systems and in their quality are the following ones: 

• Intelligent Transportation Systems (ITS): The Intelligent Transportation Systems (ITS) are the set of outpost applications of the computer, electronic and communication technology, that is destined to improve mobility, security and productivity of transport, to optimize the use of existing infrastructures and to increase the efficiency of the energy consumption; so, to improve the quality of transport. 
• Information, Data Bases and Statistic: When the volume and precision of the transport information increase, this information compilation becomes a valuable resource for the analysts, users, service suppliers and administrators, improving the efficiency and quality in freight transport service. 
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• Global Position Systems (GPS): The Global Position Systems (GPS) can facilitate data of great interest for the vehicle operation (location, consumptions, stops, times of conduction, speeds, times of load and unloading...). It also makes possible the reception of orders or aids to follow the route, nearer points of fuel stations, garages, exact directions of destinies, and so on; that improve the management of the vehicle and the freight transport, having a more efficient service. 
• Shammers for formation, administration systems of traffic and routes, emissions controls, electronic payment systems , agents of fleets and freight. 
• Human Factors and Behavior of the Conductors: A good coordination between the operators who manage the vehicles and the service is necessary; they must have a good formation and the necessary knowledge to use the existing information. 
• Vehicles Technologies: New advances in many fields of the technology, such as the electronics, the c ommunications, the sensors, the aerodynamics, the structures and materials and the propulsion, are using continuously in applications to the design, manufactures, maintenance and operation of the vehicles. The installation of a Quality System, and the application of new technologies and the personnel's formation, supposes an increase in the security (20-50%) and in the productivity, and a reduction of the times (25%), the costs (25%) and the emissions. 
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