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ABSTRACT - The objective of the research is to study the impact of logistics service on e-shopper satisfaction. Hypotheses
and problems are also studied in this study. The results show that there is a relationship between dependent variables and
independent variables.
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I. INTRODUCTION
In recent years, various countries actively promote the
transformation of the digital economy and major enterprises
have flooded into the digital economy market, leading to
online shopping becoming the mainstream shopping trend. In
the fierce struggle between the major online shopping
platforms, the quality of products and services has become a
major factor of concern to consumers. According to relevant
data, customer satisfaction with services and products will
directly affect the company’s financial performance [1].
The fierce competition in the market has also led to the
development of another service industry, namely logistics.
With the rapid development of e-commerce, the logistics
industry has become a popular service business in the market.
There are many companies that have joined this market with
potential development in the future, it makes the logistics
industry in a very short period of time to become a
competitive market. The rise of the logistics industry not only
provides customers with more direct service content but also
adds value to e-commerce.
II. Literature Review
2.1 Network Era
The network era can be divided into the earliest television
network era and the latest, which is now the digital network
era. Modern people should have a better understanding of the
digital network era and the logistics network era and the
logistics industry is just in this era of the outbreak of the
industry. Therefore, the digital network era is often discussed
while the logistics industry is being discussed. The history of
the network era can actually be traced back to the television
era in the United States from the 1950s to the mid- 1980s.
The market was not as free and open as it is today but
dominated by a handful of big television networks. Some of
the key factors that have led to the shift of the TV network
era to the digital network era are that the smaller networks
have little incentive to take the risk of making shows that
cater to niche markets because of their sole control. With the
gradual progress of science and technology, enterprises are
also gradually adopting more efficient digital technologies. In
order to remain competitive in this highly competitive
market, enterprises need to integrate the latest mobility, data
analytics, cloud, and IoT digital innovations into their
operations, processes, and computing systems [2].

When a product or service changes from the initial customer
order to the final consumer consumption and even to the
hands of consumers, this process is called logistics. Logistics
is a customer-centric business model; customers are the key
to all logistics activities. Logistics adds value to the supply
chain through fast transportation, elegant packaging, and
customer-friendly methods. There is logistics in any business
and logistics must be kept simple at all times [3]. Customers
and companies are increasingly dependent on the logistics
industry in an era when the Internet is increasingly
sophisticated and online sales are facilitated. They usually
move goods or products from point A to point B with an
effective transportation service. Logistics companies provide
professional management of the transportation process of the
business, coordination of transportation affairs so that the
final product is delivered to the designated location in a
highly efficient manner.
This study has independent variables and dependent
variables. In order to gain a better understanding and
credibility, this study will need to read each different journal
to determine its impact. This study will also build on a review
of previous research literature and in particular, propose a
framework for showing clearer relationships and effects
between variables. Each independent variable will be further
explained below.
2.2 Literature Review of the Variables
2.2.1 Delivery Services
Delivery service is the ability of a supplier to deliver products
to consumers within a specified period of time. This
seemingly simple service can effectively influence
consumers’ satisfaction with logistics [4]. Therefore,
suppliers and logistics companies will use effective plans and
strategies to get the goods delivered within a specified time.
Today's logistics industry faces the problem of low
distribution efficiency, which causes customers to fail to
receive the products in the scheduled time. Delayed delivery
is an extremely disruptive experience for customers, so the
inefficiency of imperfect integrated analysis and processing
techniques has a significant impact on customer satisfaction.
At the same time, commodity coordination is effective in
meeting the needs of consumers and it is also one of the main
factors in e-commerce. Product coordination largely depends
on suppliers being able to safely deliver products to
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consumers anywhere without other unnecessary delays due to
ineffective delivery services [5]. Assuming that big data
cannot be improved and promoted in the short term, product
coordination will become a key factor affecting customer
satisfaction.
If the product will prolong the customers' receiving time due
to the imperfect big data of the logistics company, the
logistics company should try to reduce the error rate in
commodity coordination to avoid the customer's receiving
time being longer than expected, which will not only make
the customer lose confidence in e-commerce, but also leave a
negative impact on the logistics service. Not only that, late
delivery errors can affect e-commerce growth and make
future development more difficult. Therefore, the logistics
company should develop effective strategies and plans and
deliver the products to customers in accordance with the
scheduled time [6]. Effective delivery services will be a key
factor in fulfilling customers’ needs and improving customer
satisfaction.
2.2.2 Reverse Logistics
Delivery service is a forward process, while reverse logistics
is the opposite. Reverse logistics refers to the process by
which consumers reverse deliver goods to suppliers that do
not conform to standard specifications [7]. Reverse logistics
is also called an after-sale transaction. Although this is an
after-sale service provided to consumers, the process is quite
complicated and difficult. Therefore, consumers would rather
give up online shopping than use the reverse logistics service
[8]. Suppliers with the ability to go beyond reverse logistics
will be able to effectively maintain customer buy-back
intentions.
The delivery service does not cause any immediate problems
and annoyances for the customer, but reverse logistics is
totally different with it. The customer must send the defective
product back to the company through reverse logistics and
request the service to be returned. But the logistics industry in
Malaysia is extremely competitive, so it is quite difficult for
customers to make a choice. When using reverse logistics,
customers must investigate the service and efficiency of each
company to make the most correct choice, which not only
increases the burden of customers but also makes the
efficiency that e-commerce is focused on disappear.
Customer satisfaction and experience may be severely
affected by the complexity of reverse logistics [9]. For some
complexity of reverse logistics. For some special e-retailers,
the company will choose to cooperate with logistics
companies with good relations or a wide range of services to
avoid unnecessary troubles for customers when choosing
logistics companies. These are just some cases. Most of the
companies still do not cooperate with specific logistics
companies, which leads to customers' inferior experience in
reverse logistics service or a series of problems.
2.2.3 Product Quality
The quality of products is of great importance to the company
and its customers. This is because the inferior quality of
products will directly affect customers' confidence in the
company, and may even cause a fatal impact on the survival
of the company. For the customer, they are paying a price
that matches the price of the product so, in return, they are
paying a price that matches the price of the product so, in
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return, they are going to expect equal or better quality than
expected. Therefore, when the production company optimizes
and improve the product at the same time, the logistics
company is also facing a great test, so the logistics company
must ensure that all the goods are in the best shape or the
most perfect appearance in front of the customer, that is, the
product in the hands of the customer will not appear any
negative impact [10]. With the rapid growth of the logistics
industry, the service quality of logistics companies has also
declined. Many customers found that the products were
slightly or seriously damaged in the transportation process
after receiving the products. Some of these damages are
intentionally caused by people and some are caused by
negligence and carelessness. These large and small damages
of the products will effectively affect customers' online
shopping experience and loss of confidence in online
shopping.
2.2.4 Customer Service
The main job of customer service is to respond to customer
needs as best as possible [11]. The service is not limited to
answering consumers' questions and providing effective
information content, but more importantly, an understanding
of consumers' unique needs customer service is available
before, after, and at all stages of a purchase. Many suppliers
will spend a lot of effort to provide excellent customer
service for consumers, so as to maintain a good relationship
with consumers and improve customer satisfaction. This is
because online shoppers crave the same priorities and
treatment as physical transactions when they need any help
[12]. Customer service is very subjective and difficult to
measure work, as long as the extra efforts can effectively
improve the level of service, it can also let the customer feel
warm.
The main challenge facing the logistics industry in customer
service is that customers' questions cannot be answered
accurately for the first time. Customers expect to solve the
problems they faced in the process of logistics through
customer service for the first time, but no matter through the
hotline, email, or face-to-face customer service can't even
help customers solve their problems at the fastest speed.
Customers' questions and requirements must wait for three to
seven working days before they can get a complete and
accurate reply, which will seriously affect customers'
experience and feelings and thus reflect in customer
satisfaction [13]. Logistics companies must actively address
these types of problems to enhance the customer experience
in the logistics process and increase the reputation of the
company in the industry and maintain a strong competitive
advantage in the market through professional customer
service.
III. METHODOLOGY
3.1 Research instrument/measurement
This research will be discussing the impact of logistics
service on customers' satisfaction during the network era. So,
this research will be using the quantitative method to do
surveys. The survey form will have a Likert Scale which
strongly disagrees, disagree, normal, agree, and strongly
agree. There will be 200 respondents who live in the Subang
area.
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3.2 Research Hypotheses
Based on the previous studies on the impact of logistics
service on customers’ satisfaction during the network era the
following hypotheses are proposed:
H1: There is a significant relationship between the delivery
service and customers’ satisfaction during the network era.
H2: There is a significant relationship between reverse
logistics and customers' satisfaction during the network era.
H3: There is a significant relationship between product
quality and customers' satisfaction during the network era.
H4: There is a significant relationship between customer
service and customers’ satisfaction during the network era.
IV.
DATA ANALYSIS
4.1 Reliability Test
Table 4.1: Reliability Test of Overall Study Variables

A reliability test is a measure of whether the data is consistent
with the stability and consistency of the test. The items and
measurements of the scale belong to the same structure and
the scale has a high internal consistency credibility. In this
research, a total of 200 respondents were given
questionnaires to ensure the reliability of all data received. As
before, all Cronbach Alpha values must be higher than 0.7 in
order to ensure valid reliability of the data [14]. As shown in
the above table, Cronbach’s Alpha value is 0.984, so the data
collected are highly reliable.
Table 4.2: Reliability test for each variable

From 200 sets of data in this investigation, the reliability test
for all dependent and independent variables is provided in the
table above. All of the variables’ Cronbach’s Alpha were
more than 0.7, indicating that they were dependable and that
additional analysis may be undertaken.

359

4.2 Descriptive Analysis
Table 4.3–Descriptive Analysis

The demographic data including gender, age, education level,
working experience, and experience of logistics services are
shown in the descriptive statistics above. A total of 200 valid
sample sizes were collected for descriptive statistics in this
research. Demographic mean and standard deviation have
been analyzed and illustrated in the following statistics. The
mean is the mean and the smaller the standard deviation, the
better. As shown in the above table, the mean and minimum
standard deviation of the gender were 1.5650 and 0.49700
respectively, while the mean and maximum standard
deviations of the age were 1.8800 and 0.91641 respectively.
2.2 Multiple Regression Analysis
The multiple regression analysis is to predict the value of one
variable based on the values of two or more variables. The
results of multiple regression analysis can be interpreted
using ANOVA models, model summary, and tables of
multiple regression coefficients. The summary of these
models helps to evaluate the total variation of the dependent
variables. The following will present a model summary,
ANOVA model and multiple regression coefficients tables
one by one and analyze it.
Table 4.4-Model Summary

According to the model summary shown in the above table,
its Durbin-Watson value is 2.010, which is just between the
ideal value of 1-3 required by Durbin-Watson and it also
means that there is no autocorrelation of residuals in this data.
Therefore, the value of 'R Square' will be used to define the
strength of association associated with the predictors and
results of this research. In this research, R Square had a value
of 0.987 or 92.7%. This means that the independent variable
(Delivery Services, Reverse Logistics, Product Quality and
Customers Services) explains 92.7% of the total variance of
the dependent variable (Customers Satisfaction).
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4.3 ANOVA
Table 4.5–ANOVA

According to the definition provided by Robert in 2014 by
the ANOVA model, when the ANOVA model shows a
significant value of P=0.000, it means that there is a goodness
of fit between data and model. This means that at least one of
the independent variables has an effect on the dependent
variable. In this research, the significance value of the
ANOVA was concentrated and the ideal significance value of
the regression had to be less than 0.05. According to the
above table, the significance value of ANOVA is less than
0.001, which indicates that the research model is suitable for
use because it meets the condition of significance value less
than 0.05. In addition, the ANOVA model also shows that
df=4, which indicates that the four independent variables are
related to the regression results, while the dependent
variables are significantly affected by the four independent
variables.
4.4 Coefficients
This hypothesis can only be accepted if the significance value
is less than or equal to 0.05. In this research, the original data
were collected and its coefficients were interpreted as Beta
(B) and the values were not standardized [15]. The highest
median Beta values are usually the most critical factors. The
hypothetical results are presented and explained below.
Table 4.6: Coefficients

V.
DISCUSSION AND CONCLUSION
The purpose of this research is to study and discuss the
impacts of logistics services on customer satisfaction during
the network era. The main purpose of this research is to help
the logistics industry to better understand the factors that can
affect customer satisfaction to understand the direction of the
industry’s shortcomings and to improve or enhance and at the
same time, this research will also give some constructive
guidance. These key factors affecting customer satisfaction
include delivery service, reverse logistics, product quality and
customer service.
5.1 Delivery Services
First of all, according to the analysis of the relationship
between delivery service and customer satisfaction, there is a
Beta value of 0.059, so it is positively correlated. According
to the assumptions in Table 4.6 above, the value of the
relationship between the Beta value and the variable must be
less than 0.05 and the results of the analysis show that the
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significance value of 0.354 is the highest value among all the
hypothetical results. However, according to the results of
Prasetyo’s research in 2021, delivery service is one of the
most important factors affecting logistics services in
customer satisfaction. Research has shown that the speed of
service delivery can have a significant impact on customer
satisfaction and real-life online customers do share this view
[16]. In the book written by Hurriyati, there are also relevant
points of view, which are very familiar with this research.
The book notes that customer satisfaction varies depending
on the quality, speed and transparency of the delivery service
and customer satisfaction will increase when these factors are
well performed, and vice versa [17]. Although the analysis
results for this factor in this research can be considered
irrelevant, only 200 respondents cannot fully cover all online
customers, so it is still possible and controversial.
5.2 Reverse Logistics
According to the analysis of the relationship between reverse
logistics and customer satisfaction, there is a Beta value of
0.540, so it is positively correlated and it is also the highest
Beta value in the hypothesis results of Beta. According to the
assumptions in Table 4.6 above, the value of the relationship
between the Beta value and the variable must be less than
0.05 and the results of the analysis show that the significance
value is less than 0.001 which meets the significance value
requirement and is therefore acceptable. Not only that,
according to the results of Jalil’s research in 2019, reverse
logistics is one of the main factors affecting customer
satisfaction. The research object of this research report
belongs to the Klang Valley of Malaysia, so it is highly
reliable and can prove the authenticity of this research based
on those 200 respondents who mostly live in Klang Valley
areas [18]. Not only Jalil, Amine and Tigu also presented and
analyzed the impact of reverse logistics in logistics service in
customer satisfaction from the perspective of logistics
management in their research reports. These points are also
very similar to the points mentioned above. According to the
results, the impact of reverse logistics on customer
satisfaction is also positively correlated and meets the
standard of significance value [19]. Therefore, it can be
proved that all the 200 respondents participating in the
questionnaire should maintain a positive attitude towards the
impact of reverse logistics. Therefore, it is not difficult to see
the respondents are likely or looking forward to improving
the expectations and requirements of reverse logistics.
5.3 Product Quality
According to the analysis of the relationship between product
quality and customer satisfaction, there is a Beta value of
0.283, so it is positively correlated. According to the
assumptions in Table 4.6 above, the value of the relationship
between the Beta value and the variable must be less than
0.05 and the results of the analysis show that the significance
value is less than 0.001 which meets the significance value
requirement and is therefore acceptable. According to 2020
research, product quality should always be a priority for all
companies and it is one of the key factors affecting customer
satisfaction. The research study also emphasizes that
maintaining or continuously improving product quality will
help increase customer satisfaction and build loyalty. This is
very similar to the idea in this research. Not only that, but the
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research study also pointed out that many of the reasons for
the decline in customer satisfaction were due to
dissatisfaction with broken packaging, defects, breakages and
so on. These common factors can easily make the company’s
customers feel disappointed and lower their confidence [20].
Therefore, it can be proved that all the 200 respondents
participating in the questionnaire should maintain a positive
attitude towards the impact of product quality in customer
satisfaction. Therefore, it is not difficult to see the
respondents for the logistics company to provide product
quality expectations at the same time can also show that
product quality can indeed affect customer satisfaction.
5.4 Customer Service
According to the analysis of the relationship between
customer services and customer satisfaction, there is a Beta
value of 0.090, so it is positively correlated. According to the
assumptions in Table 4.6 above, the value of the relationship
between the Beta value and the variable must be less than
0.05 and the results of the analysis show that the significance
value of 0.153 is the highest value among all the hypothetical
results, so the result shown is rejected. Nevertheless, the idea
that customer service affects customer satisfaction still has
some support from research reports. For example, in a 2017
research report, the quality of customers expects or predicts
good customer service, so when customers fail to meet
expectations, it will lead to dissatisfaction and affect
satisfaction. The researchers believe that the quality of
customer service is a process by which the company designs
and provides services in a positive and correct form and leads
to the satisfaction of external customers and finally to
customer satisfaction [21]. Therefore, although the analysis
results for this factor in this research can be considered
irrelevant, only 200 respondents cannot fully cover all online
customers, so it is still possible and controversial.
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