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Foreword

The papers compiled in these e-proceedings are papers presented online at Technology,
Science, Social Sciences and Humanities International Conference 2022 (TeSSHI 2022) held on
30 June 2022 at Universiti Teknologi MARA (UiTM) Cawangan Kedah, Kedah, Malaysia. With
the theme, Reengineering Knowledge and Creativity for Global Excellence, the conference
has brought together presenters of diverse background who shared their conceptual and
empirical papers in broad areas that are subsumed under the fields of Technology, Science,
Social Sciences and Humanities. These e-proceedings comprise current researches that were
undertaken with the rigorous endeavour of knowledge enhancement to ensure that the world of
academia will continue to flourish. It is thus hoped that readers will significantly benefit from

knowledge contained in these proceedings.

TeSSHI 2022 and these e-proceedings would not have been possible without the great efforts
from the presenters, and the generous support from the TeSSHI 2022 committee members and
the Rector of UiTM Cawangan Kedah, Prof. Dr. Mohamad Abdullah Hemdi. A heartfelt gratitude
is extended to all involved. It is hoped that these e-proceedings will be an impetus to stimulate

futher studies and research that benefit the society at large.
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ABSTRACT

The Covid-19 pandemic has brought a significant shift in various sectors including the courier
services industry. During the pandemic, demand for courier services grew dramatically in line with
the growth of e-businesses, as residents were forced to stay at home and could only shop online
rather than physically, as was the case before the pandemic. Hence, the measure of the service
quality of the courier services can be based on the customers’ satisfaction for the services provided
by the courier services’ companies. This study is conducted to determine the measurements of
customer’s satisfaction towards courier services in Malaysia during Covid-19 among students in
UITM Kedah. An online survey was constructed and circulated among the students to better
understand the assurance, responsiveness, reliability, empathy, and the tangible of courier services.

Keywords: Customer satisfaction; assurance; responsiveness; reliability; empathy; tangible.

INTRODUCTION

Parcel delivery service is considered a third-party service provider in logistics to ensure the
smooth movement of goods within the supply chain network (Siali, Su Wen, & Ahmad Hajazi, 2018).
In other words, parcel delivery or mostly known as courier services are the third-party services
provider that serves as an external supplier who handles all or a portion of the logistics services on
representative of the business. There are various logistics companies in Malaysia that provide
courier services, the largest of which is National Courier Services, which covers both rural and urban
areas. According to (Siali, Su Wen, & Ahmad Hajazi, 2018), as a result, courier companies must
ensure that all parcels are delivered to meet the needs and desires of their customers. Service
quality, in general, is a standard measure of the quality of services provided to customers. Services
quality can be defined as a courier company's ability to effectively identify customers' needs and
perform delivery services at a level of quality that meets or exceeds the customers' expectations
(Jamal, Mahamed Ali, & Azmi, 2018).

In addition, due to the order fulfilment that is critical to customer satisfaction, we would like
to investigate what makes customers happy in this situation. When the parcel delivery service
provides a good service for them and can deliver the product within the promised time frame, it
increases customer satisfaction. This statement explained that employees who conduct their work
with knowledge and show high politeness behaviour will contribute to customer trust. Courier delivery
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service companies must be accountable to their customers and provide prompt service (Siali, Su
Wen, & Ahmad Hajazi, 2018).

Therefore, this research is done to identify the problems involving five SERVQUAL factors of
a company to ensure that the courier company meet the needs of consumers' satisfaction. Those
problems involve company's responsiveness in handling customers complaint, the assurance that
the company have in order to gain trust from the customers. This study also will help courier service
providers to better understand the key importance of a customer’s satisfaction toward courier
services, to improve and develop their services and capabilities in the right place. Furthermore, with
a deeper understanding of customer satisfaction, providers can analyse incidents, offer solutions to
different kinds of customers’ problems, and recognize the strengths and weaknesses of each area.

Customer Satisfaction

Customer satisfaction is a term that measures how effectively a company's products or
services meet the expectations of its consumers. Customer-perceived service level is also applied
as a metric to assess market success and status. The expected quality of the service assesses how
well the service fits the customer's expectations. Customer happiness is indeed the physiological
state of respondents believed with the fulfilment or noncompliance with the expected standard of
service of the customer before and after the service encounter (Johnson, Karlay, Fregidou-Malama,
& Hayder, 2018). Customer satisfaction is crucial since it provides a metric that marketers and
business owners can use to manage and improve their operations (Kin, Suzanawati, & Siti, 2020).

Furthermore, customer satisfaction is a situation in which customers are satisfied, whether
with the quality of the product or with the customers' experience (Kin, Suzanawati, & Siti, 2020).
Customers are satisfied when the business or courier services meet their expectations. Consumer
satisfaction is crucial as it determines individual customer evaluations of the quality of the service
provided during the consumption experience. It is recognized as an outcome of service quality, which
is linked to the positive quality of products and services supplied to customers (Siali, Su Wen, &
Ahmad Hajazi, 2018).

Reliability

Reliability is known as the way firms execute services in the right condition without making any
mistake (Siali, Su Wen, & Ahmad Hajazi, 2018). Reliability is also defined as a company's ability to
deliver on promises such as delivery service, problem resolution, pricing, and service provision (Siali,
Su Wen, & Ahmad Hajazi, 2018). Reliability has a significant impact on consumers, as per a
consumer loyalty researcher. Customer loyalty would keep improving, for example, if a company
was determined to keep its promises (Siali, Su Wen, & Ahmad Hajazi, 2018). Reliability ensures the
eagerness of the service company's client to consistently provide the perceived standard of service.
Reliability influences trust and the final picture left inside the mind of customers after using a service.
The human factor of service quality considers the reliability factor of service quality to be significant
(Johnson, Karlay, Fregidou-Malama, & Hayder, 2018).

Responsiveness

Responsiveness is an organizational efficiency that measures service providers' ability in
terms of duration, quality, and flexibility in relation to their customers. The ability to professionally
recover quickly from a negative perception can lead to a positive perception of quality (Siali, Su Wen,
& Ahmad Hajazi, 2018). Also, employees need to be responsible to service the customers and
provide a fast service to their customers (Siali, Su Wen, & Ahmad Hajazi, 2018). Previous research
suggests that customer responsiveness is extremely important in logistics companies, particularly
postal and courier services. Other experts define responsiveness as a business service provider's
capability to provide quick service and be ready to assist their customers in dealing with issues,
recommendations, demands, and queries. This could refer to a parcel delivery service provider's
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response to its customers in terms of the package delivery service. The ability to quickly recover
from bad professional experiences will create a positive view of quality.

Assurance

As measurement scales for assurance, there are factors such as reputation, protection,
competency, and civility. The most important component of service quality was assurance.
Customers choose to deal with people or companies they can trust (Siali, Su Wen, & Ahmad Hajazi,
2018). The research showed that customers wanted to do business with persons or companies they
could trust. A dimension like assurance was necessary to assure client pleasure. (Siali, Su Wen, &
Ahmad Hajazi, 2018). Quality assurance was becoming increasingly important since it was used in
a variety of industries, including higher education, public transit, airlines, and even the post and
courier service industry, such as Pos Malaysia, J&T Express and more.

Empathy

The ways in which a company cares for and provides individual attention to the client makes
them feel special and valued is linked to the factor of empathy in the servicequality. Empathy entails
communicating with customers, understanding their needs, andgaining access to them. Referring to
the article by (Siali, Su Wen, & Ahmad Hajazi, 2018) that empathy demonstrated the person’s
recognition towards what a company can provide to their customers. Empathy also includes physical
and social aspects such asmaking themselves available to customers, communicating with them in
appropriate language, listening to their feedback, and trying to understand their preferences and
needs (Siali, Su Wen, & Ahmad Hajazi, 2018).

Tangible

The proximity of physical facilities, equipment and other items is an example of tangible quality
(Jamal, Ali, & Azmi, 2018). Tangible also related to important quality, such as how current equipment
appears, how up to date it is in terms of equipment, howfashionable agents are, and how enticing
materials are. Furthermore, tangible can be defined as the appearance of physical facilities,
equipment, personnel, and communication materials in the workplace, and it has also been
discovered that tangiblehas a less substantial link with customer satisfaction (Jamal, Ali, & Azmi,
2018).

THEORETICAL FRAMEWORK

Independent Variable Dependent Variable

Assurance

Responsiveness

Reliability Customer Satisfaction

4YY rr

Empathy

Tangible

Figure 1: Conceptual Framework of a Service Quality and Customer
Satisfaction
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METHODOLOGY

Data collection is a method of gathering and analysing information on a variable of interest in
a systematic way to answer a research question (Huma, Waqgar, Muhammad, & Minhaj, 2019;
Fad18). The distribution of an online questionnaire to a sample of responders that be used as a
quantitative technique. In this circumstance, an online questionnaire is one of the most methodical
and efficient ways to collect all data and information. The researchers are creating questionnaires
with Google Form and distributing them over group WhatsApp as a data gathering strategy. The
guestionnaire was based on (Siali, Su Wen, & Ahmad Hajazi, 2018). Students from Universiti
Teknologi Mara Kedah who used courier services to complete the questionnaire were chosen as
respondents. Customers' satisfaction with courier services was measured using a 5-point Likert
scale, with ratings scale from 1 to 5 where; 1= Strongly Disagree, 2 = Disagree, 3 = nature, 4 =
Agree, 5 = Strongly Agree.

FINDINGS
Data Frequency

Numerous demographic factors were evaluated from the 103 respondents in this sample who
completed the 107 questionnaires that were issued with 96% response rate. Regarding the gender
question, the sample had a majority of 86 females (83.5%) compared to 17 males (16.5%). The
distribution of the questionnaire at random may have contributed to this number, which may not
accurately reflect the makeup of the general population.

When looking at the age factor, it was clear that the bulk of respondents (93%) were between
the ages of 21 and 25. A small portion of 4% were between the ages of 19 and 20, and there were
just 1% of response in the above 25 years age group which is 26 years old. This was yet another
consequence of the questionnaire's random distribution, which may not have accurately represented
the entire population.

Results differ across all categories in terms of the semester of study of the respondents. It was
discovered that the majority of respondents belonged to the fifth category, which includes semester
5 (35%). This was followed by 32% of those from semester 4, 12.6% from semester 3, 9.7% from
semester 6, 3.9% from semester 1 and 2 and only 2.9% from semester 7. It became clear that more
respondents from semester 5 than other semesters had responded to the questionnaires conducted
by the researchers.

Moreover, when faculty was taken into consideration, it was discovered that 86.4% of
respondents were from Faculty of Business, Management and Accountancy, meanwhile 6.8% of
respondents were from Faculty of Administrative Science, and 6.8% of respondents were from
Faculty of Art and Design. This was a result of the questionnaire's random distribution, which may
not have represented the entire population.

Regarding the residency status, most respondents were non-residents (NR) with a sum of
responses up to 68.9%, hence the total for residency status was dominated by amounts of non-
residents (NR). Following closely behind was resident with 31.1%. This results of the respondents
from the resident category were collected from the students who stayed at the college.

RELIABILITY TABLE

Results of Reliability Analysis
Table 1 Reliability Measure

Variable Total Items Items Deleted Cronbach’s Alpha
Empathy 5 None 0.810
Reliability 5 None 0.820
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Q)
Assurance 5 None 0.905
Responsiveness 5 None 0.824
Tangible 5 None 0.706
Customer satisfaction 5 None 0.887

Table 1 shows the reliability measurement for empathy, reliability, assurance, responsiveness,
tangible, and customer satisfaction that were distributed to respondents based on the reliability
analysis. All the indicator reliability and Cronbach's alpha values vary from 0.706 to 0.905, as shown
in table 2. Based on the findings, the researchers may conclude that all the measurements for this
study are reliable.

MULTIPLE REGRESSION ANALYSIS

From the result, which is showed in Table 2, the R? value is 0.584 indicating that all five
independent variables which are empathy, reliability, assurance, responsiveness, and tangible are
describing 58.4% of variations of the customer satisfaction. Also, this research highlighted those two
independent variables have significant relationship with customer satisfaction and with these
hypotheses H; and H, is accepted.

Table 2 Regression Analysis

Variable Standardized Sig.
Coefficient Beta

Empathy -.075 .448

Reliability 324 .008

Assurance 124 .328

Responsiveness .320 .017

Tangible .159 .067

DISCUSSION OF THE RESEARCH

According to the empirical evidence from this study, only two SERVQUAL Models
dimensions which are reliability and responsiveness contributed to customer satisfaction in the
perspective of courier services in Malaysia. It revealed a significant relationship among these two
independent variables and customer satisfaction where reliability have the most significant
relationship towards customer satisfaction, followed by responsiveness. This finding is consistent
with those of Siali, Su Wen, & Ahmad Hajazi (2018), Aminuddin & Shamsudin (2020), and
Parasuraman, Zeithaml, & Berry (1988), who all found a significant relationship between the two
SERVQUAL Models and customer satisfaction. The findings are consistent, implying that the way
customers prefer to be treated is consistent at any specified moment.
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CONCLUSION

The service's quality was determined by what was expected and desired. Several studies
have concluded that the SERVQUAL Models developed by Parasuraman, Zeithaml, & Berry (1988)
is the most reliable model for evaluating the level of quality of the service provided. Therefore, the
SERVQUAL Models is widely used to evaluate the quality of services provided by many companies.
Consumers are concerned about how one's company treats them, which is why. Customer service
is so important. Companies may have fantastic products at affordable pricing, but if the employees
are disrespectful or unhelpful, most customers will say that's a turnoff. Companies are far more
capable of winning their customers' heart to repeating using their products or services if the customer
service as well as quality are in excellent manner. Thus, the statement of "Don't go into business
with the sole objective of making lot of money. If you put service, quality, and customer satisfaction
first-the money will follow" is true.
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