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[Abstract]

In this study, to investigate the relationship between early morning delivery's logistics service quality
(order quality, delivery quality, and after service quality) and customer satisfaction, and the moderating
effect of eco-friendly attitude, the constructs were made up based on previous studies. A survey was
conducted on early moming delivery users, and 210 questionnaires were used for empirical analysis.
The collected data was analyzed by SPSS 25.0 and AMOS 21.0.

The results are as follows: first, it was found that the logistics service quality has a positive effect
on customer satisfaction. Second, it was found that the delivery quality has the greatest effect on
customer satisfaction. Third, as a result of testing the moderating effect of eco friendly attitudes in the
relationship between the logistics service quality and customer satisfaction, in the case of the order
quality among the logistics service quality, the differences between the groups were identified according

to eco-friendly attitudes. In conclusion, the implications and limitations of this study are presented.

» Key words: Early Morning Delivery, Logistics Service Quality, Order Quality, Delivery Quality,
After Sales Service Quality, Customer Satisfaction, Eco Friendly Attitudes
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I. Introduction
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II. Preliminaries

1. Early Morning Delivery
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2. Logistics Service Quality
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3. Customer Satisfaction
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1. Research Model
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Table 1. Measurement Items

Items Sources
01. The ordering process is
simple.
02. The order processing
process is fast.
03. Offers a variety of payment
methods.
D1. Products purchased at the
early morning delivery
shopping mall are delivered
without damage.
D2. You can get information
about the delivery status.
D3. Delivery is possible
regardless of purchase amount
or purchase amount.
A1. High degree of support for
after-sale service for purchased
products.
A2. Returns, exchanges and
refunds were provided promptly.
A3. My opinion was sufficiently
reflected in the after service
process.
C1. I am satisfied with what I
bought at the early morning
delivery shopping mall.
C2. I am generally satisfied with
the early morning delivery
shopping mall purchase process.
C3. I am generally satisfied with
the after-sale service of the early
morning delivery shopping mall.
E1. Eco-friendly products are
interested in environmental
issues that arise during
production or distribution.
E2. Eco-friendly products

Eco consider products to reduce
Friendly carbon emissions.
Attitudes E3. Eco-friendly products
consider products to reduce
environmental pollution.
E4. Eco-friendly products
prefer even higher prices than
regular products.

Construct

Order
Quality

Delivery
Quality

[14,16,20]

After Sales
Service
Quality

Customer
Satisfaction

[21,22]

3. Procedure
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4. Validity and Reliability of Measures

AR QolEAloflA Q10 A2 Eigen Value 1
2 71802, QXX 7} 0.4 o/l HLE 7IAsIA
Al2)de o= A g ol st o, YyAadHd 7]1E
}2 Cronbach’s oS o|83H5iCt.

[Table 2]e} o] 272%(0.758), vli&-571(0.843), Af
SAB|AFA(0.817), 1789HE5(0.844), Z1¢H] Bl =(0.862)
9] Cronbach’s agfo] 0.7 oAtz Ueh} £43L=0] Al
Elos w1, ZF AL YAYIde SHEQio

Table 2. Exploratory Factor Analysis

Construct Item Factor loading | Cronbach's a
Q1 0.814
g:‘:ﬁtry Q2 0.825 0.758
Q3 0.649
Delivery D1 0.843
Quality D2 0.881 0.843
D3 0.813
After Sales Al 0.732
Service A2 0.807 0.817
Quality A3 0.824
Customer C1 0.668
Satisfaction C2 0.804 0.844
C3 0.824
E1 0.764
Eco Friendly E2 0.847
Attitudes E3 0.747 0.862
E4 0.748

Qs 710] Br} Qs REEIA D BRI

s 213 o] g3lof 21910l
3 O A= [Table 3] ZT} x
2=153.079, df=93, p=0.000, x2/df=1.646, GFI=0.914,
AGF1=0.875, RMR=0.041, TLI=0.953, CFI=0.964,
RMSEA=0.0562 UEf 7 23go] HYhA oz X3elsict.

Table 3. Confirmatory Factor analysis

Construct |Item StanQardlzed S.'td' t-value Compg;lt AVE
estimate |estimate reliability
0 Q1| 0831 - -
rder "o 1 0723 | 0094 | 9177 | 0809 |0.590
Quality
Q3| 0611 | 0079 | 8027
_ D1 | 0777 - -
Delivery "oy "0907 | 0,099 |12.063] 0847 |0.651
Quality
D3| 0728 | 0.100 [10.991
Al| 0664 - -
After Saleg 0.844 |0.646
Service | A2 | 0842 | 0.121 | 9.760
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Quality | A3] 0835 | 0.119 |9.732
C1| 0749 - -
Customer "o 05 | 0.100 |11.415 0.868 |0.687
Satisfaction
C3| 0860 | 0.103 |11.850
E1| 0699 - -
Eco
E2 821 113 10,622
Friendly 08 0.113 106 0.891 1|0.672
Attitudes | E3 | 0.798 | 0.112 [10.374
E4| 0814 | 0108 |10.552

x2=153.079, df=93, p=0.000, GFI=0.914 AGFI=0.875,
RMR=0.041, TLI=0.953, CFI=0.964, RMSEA=0.056
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w BA
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Table 4. Factor Correlation Matrix

Construct (1) (2) (3) (4) (5)
(1) Order

Quality 0.768

(2) Delivery 1 g 7674 | 0.807

Quality

(3) After Sales

Service 0.474%x|0.274=+| 0.804

Quality

(4) Customer
Satisfaction

(5) Eco Friendly
Attitudes

Note: The diagonal bold is the AVE square root value

0.422% | 0.413*+ | 0.477+* | 0.829

0.443*x | 0.286** | 0.493+* | 0.579++ | 0.820

IV. Conclusions

1. Hypothesis testing

& oM = 7HEE S st FRYEA BYS o
gstgdct ARRPol Atr: x2=73.047, df=46,
p=0.000, x2/df=1.588, GFI=0.944, AGFI=0.906,
RMR=0.042, TLI=0.966, CFI=0.975, RMSEA=0.0532.2
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t=3.723(p<0.001) = AHEHE] ACE.

R, ApElS0] AR A8 AB0] LATE ) (+)°)
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0.339(3.723)
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R
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— T
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Fig. 2. Path Model

Table 5. Confirmatory Factor Analysis

Hypothesized path =il S.E.

g Results
estimate

t-value | p-value

Order Quality

—

H1 Customer 0.400

Satisfaction
Delivery
Quality

H2 —
Customer
Satisfaction
After Sales

Service Quality

H3 —
Customer

Satisfaction

x2=73.047, df=46, p=0.000, GFI=0.944, AGFI=0.906,

RMR=0.042, TLI=0.966, CFI=0.975, RMSEA=0.053

0.152 | 2.623 | 0.009 | Accepted

0.339 |0091| 3.723 | 0.000 | Accepted

0.253 |0.071| 3.546 | 0.000 | Accepted
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6l 2t
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Table 6. Moderating Effect Analysis

High Group | Low Group
Hypothesized (n=118) (n=92) Free anstra
Std. Std. ined
path ) = ) = model
esti esti model
value value
mate mate
Order
Quality )
N X}(92)= | x*(93)=
H4 0.212 1 0.258 | 0.258 | 3.258 170.673 | 176.344
Customer
Satisfaction
Chi-square difference test : 4x*(1)=5.671(n.s.)
Delivery
Quality )
N X}(92)= | x*(93)=
H5 0.113]2372|0.127 | 0.763 170.673 | 170.908
Customer
Satisfaction
Chi-square difference test : 4x*(1)=0.235(n.s.)
After Sales
Service
Quality X2(92)= | x*(93)=
Hé6 H 0.089 | 2.449 | 0.102 | 1.443 170.673 | 171619
Customer
Satisfaction
Chi-square difference test : 4x*(1)=0.946(n.s.)

2. Conclusion and Discussion
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