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A Study on Influence of Third Party Logistics Service Quality on
Customer Satisfaction and Loyalty

—focused on northeastern provinces of Chinese shippers—

DING MIN

Department of International Commerce and Logistics

The Graduate School, Pukyong National University

ABSTRACT

This research examineds a model that seeks to explain the customer
satisfaction and loyalty in the Third Party Logistics(3PL). Using date collected
from the northeastern provinces of Chinese shippers. The paper tested the
relationship of 3PL service' quality, customer satisfaction, customer loyalty, and
switching cost, The “researcher distributed 84 questionnaires from the
respondents. Collected “date. were analyzed by using”the SPSS and regression
analysis. The research~confirm- that 3PL service quality has a positive on
customer satisfaction; Customer satisfaction have influence on customer loyalty;
Switching cost have a direct influence on customer satisfaction and have a
indirectly on customer loyalty. The theoretical and practical implications of the
finding on 3PL service quality, customer satisfaction and practical implications
of the finding on 3PL service quality, customer satisfaction and customer

loyalty for the northeastern provinces of Chinese 3PL are discussed.

Key words : The 3PL service quality, loyalty, switching cost,

satisfaction
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