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The Impact of Logistics Services
on Customer Satisfaction in Embracing
Transaction Disruption

Mohd Fathi Abu Yaziz, Muhammad Ashlyzan Razik, Mohd Ikhwan Aziz,
Hasannuddiin Hassan, Dzulkifli Mukhtar, and Aidanazima Abashah

Abstract Every transaction in the emerging industry is disrupted in the digital era.
Humans have no desire to live in a world where transactions are not disrupted. A
day without shopping could be difficult, inconvenient, and even impossible. Many
things in the internet shopping marketplace play important roles in the enjoyment
stage. As a result, this research focuses on how logistics services may affect online
shoppers’ transaction enjoyment stage. The purpose of this article is to determine
the primary logistics service parameters that influence online shopper satisfaction
with transaction disruption. A total of 341 people who have done online shopping
transactions answered the online questionnaire through a google form. The data was
analyzed using Pearson correlation and multiple regression. The findings of this study
will aid online retailers in identifying methods to improve their services, particularly
in terms of logistics, which will ultimately improve customer happiness.
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1 Introduction

This research focuses on residents of Pengkalan Chepa, Kelantan. In this virtual
age, e-commerce, or internet trade, may be quite popular. The Internet can be used
to easily buy and sell services or things. For many of us, E-commerce has become
an essential platform for carrying out day-to-day chores such as online payment
and buying. Humans can no longer imagine a world without E-commerce. A world
without E-commerce could be difficult, inconvenient, and impossible to imagine.
E-commerce may not necessarily represent our opulent lifestyle, but it has become a
necessity for many of us. Online shopping has been the standard in recent years, and
people are flocking to it because of its numerous advantages. From the standpoint
of the customer, online shopping offers low and obvious costs, a broad range of
items and services, and a far more convenient purchase option that eliminates the
need to wait in long lines at the cashier’s counter. The most significant issue with
purchasing for products on the internet is that there is no guarantee that the product
will be of high quality. The difficulty in finding the proper length when purchasing
clothing and footwear on the internet continues to be a significant drawback. This
is one of the issues that pleasure e-shoppers. It will be difficult, inconvenient, and
impossible to do business without E-commerce. There are numerous elements in the
online purchasing market that play important roles in ensuring that online shoppers
have a good time. One of them is logistics services, which may have an impact on
the level of pride that online buyers have. In this scenario, the logistics provider is
a critical component in ensuring that customers are confidence in their decision to
purchase items via the internet.

2 Literature Review

The delivery service is linked to the provider’s capacity and aptitude to offer items
to customers depending on the specified lead time. It is crucial since it will bring
enjoyment and loyalty to the patron. As a result, effective planning and the correct
methodology are required to ensure that the desired products are added on time (Guo
et al. 2012). The effectiveness of merchandise coordination in meeting customer
demand is one of the most important variables in the E-commerce environment.
The success of an e-commerce business is dependent on the provider’s ability to
deliver the goods regardless of the customer’s location. As a result, it’s critical to
ensure that the required products arrive in the patron’s region without delay due to a
transportation provider’s inefficiency.

Reverse Logistics is a method for businesses to become more ecologically friendly
by recycling, reusing, and reducing the number of materials they consume. It can be
regarded of as the reverse distribution of materials among channel members when
viewed narrowly. The reduction of materials in the forward system such that fewer
materials flow back, reuse of materials is possible, and recycling is enabled is a
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more comprehensive view of Reverse Logistics (Quesada 2003). In an e-commerce
environment, reverse logistics mostly refers to returns or exchanges, or the entity
transfer process in which downstream customers return goods that don’t meet the
order’s requirements to upstream suppliers. When things purchased online turn
out to be of poor quality or unsatisfactory in other ways, they will be returned to
suppliers or manufacturers following the terms of their return or exchange policies
with merchants. The logistics flow, information flow, capital flow, and all or portion
of the business flow should all be included in the reverse logistics flow. Because
most domestic merchants are now unaware of reverse logistics, the issue of returns
or exchange is always one of the most significant conflicts between merchants and
customers. As a result, in e-commerce, the development of reverse logistics is critical
(Wang and Evans 2015).

When it comes to internet buying, each customer has their own set of expectations.
Obviously, customers are satisfied when their perceived likelihood exceeds their
perceived expectation. They will be unhappy, on the other hand, if what they received
falls short of their expectations. Product quality has a two-way effect, with good
product quality improving the online retailer’s reputation while also increasing the
likelihood of customer retention. Additionally, when customers are satisfied with the
service or product provided, they will serve as a marketing to attract new customers.
As a result, the retailer’s profitability will improve (Saadah and Ying 2020). With
rising consumer expectations for product quality, the product pleasant manipulation
in the online purchasing marketplace has gotten a lot more attention from the govern-
ment regulatory agency, the internet shopping platform, and the seller in recent years.
Several product quality control methods have been implemented within the online
buying platform, which is at the heart of this business environment, to spare you
from making bad decisions due to data asymmetry and the resultant market failure,
and to help you make money in the end (Rossi et al. 2013).

Customer service in online purchasing is defined by how quickly an online retailer
responds to a customer’s request. Customer service entails more than just answering
customers’ concerns and delivering relevant information; it also entails an awareness
of their specific needs. Customer service is divided into three stages, according to
Saadah and Ying (2020). These stages include before, during, and after the trans-
action. As a result, excellent customer service is required to retain a long-term
relationship with customers and remain competitive.

Service recovery is triggered by a service failure that is encountered with the help
of the service or product provider. In every agency, service failure is unavoidable,
especially in a digital transaction. The one-of-a-kind customer will have specific
needs and desires. As a result, an online company should take appropriate steps
to reclaim dissatisfied customers to comfort them, resolve their problems, and win
their loyalty. In fact, to avoid consumer litigation and negative word-of-mouth, a
good service recovery strategy must be in place to address any potential concerns.
Environmental components, customer elements, dating elements, and organizational
factors are all things that an online retailer must keep in mind (Liu et al. 2015).
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3 Methodology

A research design is simply a study plan that outlines the procedures that researchers
must follow to achieve their research objectives or test the hypotheses that they
have developed for their investigations. As a result, certain previous studies are
still used as references and guidance in this research. This study will concentrate
solely on the survey method, in which data is collected via a structured questionnaire
that employs a quantitative research strategy to obtain more information. The study
used a quantitative approach to discover the logistical issues that online customers
Pengkalan Chepa encounter. A questionnaire will be used by the researchers to collect
quantitative data that will allow the study to obtain reliable and accurate results.

Data collection is known as the process of gathering and measuring data, infor-
mation and any variables of interest that established and standardized in a manner
that enables the collector to answer or test hypothesis and to evaluate the outcomes
of the collection. In this study, both primary and secondary data were collected for
the purpose of completing this research.

This chapter discusses about the techniques and methods that will be used in the
study of the level satisfaction of e-shoppers toward logistics service to Pengkalan
Chepa citizens. These technique and method are tools to achieve the goals and objec-
tives of the study. Research design, population, sample size, sampling technique,
research technique, and data analysis technique will be introduced in this chapter.

4 Analysis

This chapter starts with a preliminary analysis and a demographic profile of the
respondents. In the scale measurement analysis part, descriptive analysis for items
and variables was used, as well as a reliability analysis to guarantee that the sample
was trustworthy. In addition, all the responses will be analysed. Descriptive statistics,
reliability analysis, and pearson correlation are also included. The research data was
analysed with the use of an application called IBM SPSS 25. After you’ve gathered
all your data, you’ll need to run IBM SPSS Statistics 25 to analyse it. The purpose of
a reliability analysis is to determine whether a questionnaire is valid. It also carried
out tests to assess the data’s consistency and trustworthiness. Reliability analysis is
a test that uses the Cronbach Alpha coefficient to estimate the method of internal
consistency and to find item consistency. The higher the score, the more trustworthy
the created scale is, implying that the items have a higher degree of intercorrelation.
In the literature, the dependability of each factor’s variable and a coefficient more
than or equal to 0.70 were regarded acceptable and a good construct of reliability.
This type of test is used by researchers to obtain a non-biased result.

The relationship between the Independent and Dependent Variables. The r-value
for the relationship between delivery service and E-shopper satisfaction was 0.701,
with a p-value of 0.000 (P0.01). The r-value for the relationship between reverse
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logistics and E-shopper satisfaction is 0.763, with a p-value of 0.000 (P0.01). The r-
value of the product quality correlation is 0.726, with a p-value of 0.000 (P0.01). The
r-value for the relationship between customer service and E-shopper satisfaction was
0.652, with a p-value of 0.000 (P0.01). The r-value of the service recovery correlation
is 0.745, with a p-value of 0.000 (P0.01). Therefore, it suggested that the value of
the result is substantial (Alkhatib et al. 2015) and that the independent variable and
dependent variable have a strong link.

5 Discussion

The primary goal of this research is to determine the impact of logistics on e-shopper
satisfaction. Because the scope of the study was limited to Pengkalan Chepa citizens,
future researchers are encouraged to broaden the scope of the research study to
increase the generalizability of the findings of the association between logistical
service and E-shopper satisfaction. The sample size should be increased so that the
research can be conducted uniformly across Malaysia. The researcher can do in-depth
research in other Malaysian states to evaluate a larger number of respondents. It will
increase the number of respondents and broaden the perspective on the elements that
influence logistics service satisfaction among E-shoppers.

Finally, the goal of this research is to gain a better knowledge of how logistics
service affects E-shopper happiness. The research’s objectives have been met. In
addition, the researcher made some recommendations for future research. The find-
ings of this study could benefit society because they can be used as a guide for future
researchers who want to perform more research in this field. E-commerce businesses
should create a loyalty programme that is unique to their clients. E-commerce compa-
nies are exceeding expectations. Customers may also enjoy a fun and cool approach
of shopping on the internet. Finally, it can be stated that Malaysia’s E-commerce
business has a bright future. It merely wants a new way to capture oneself on the
internet. Finally, the goal of this research is to gain a better knowledge of how logis-
tics service affects E-shopper happiness. The research’s objectives have been met. In
addition, the researcher made some recommendations for future research. The find-
ings of this study could benefit society because they can be used as a guide for future
researchers who want to perform more research in this field. E-commerce businesses
should create a loyalty programme that is unique to their clients. E-commerce compa-
nies are exceeding expectations. Customers may also enjoy a fun and cool approach
of shopping on the internet. Finally, it can be stated that Malaysia’s E-commerce
business has a bright future. It merely wants a new way to capture oneself on the
internet.

The authors would also like to thank Universiti Malaysia Kelantan for assisting
and guiding them through the UMK-Fund research grant, which enabled them to
deliver this research paper thanks to the grant that was given to the main author.
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