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Abgtract: Understanding the role of informal agreements loalp delivery services prioritize customer prefesmn

leading to improved service quality and customeisfeection. Unfortunately, where there are gaphegiton general
understanding of communication stand in-betweenrdifferent of failure and success. This qualitatiesearch study
delves into the dynamics of informal contracts lestwcustomers and package delivery agents, andrtpzct on the
efficiency of the shipping process. The researofsdd gain a deeper understanding of how theseittenvagreements
affect various aspects of the delivery process foboth the customer and delivery agent viewpointsotigh in-depth
interviews and thematic analysis, this study shigti$ on the nuances of these informal arrangemandstheir role in

shaping the overall shipping experienthe study revealed that informal agreements plsigrificant role in package
delivery experiences. Participants described urespakrangements formed through trust and effectiwemunication.

Adherence to these agreements positively influermadice efficiency, with prioritized deliveries carimproved

accuracy. However, deviations from agreements ¢ednbotional reactions such as frustration and gdisiagment,

impacting the perceived trustworthiness of thevdeyi service. Additionally, the study highlightedltaral variations in

the adoption of informal agreements and the impegaof clear communication in establishing and ta&img these
arrangements.

1 Introduction Occasionally, these entities may generate sales for

The courier service represents the final and pivotdholesale enterprises, whilst in other instancesy tare
stage within the Internet shopping procedure [HgiRter employed for the purpose of facilitating the traorsation
Courier services frequently assumed the dual resspitity =~ of goods. Regardless of the circumstances, they are
of packaging and transporting or delivering goodlee consistently valuable.
demand for courier services in Malaysia has witeess There is a lack of research on both the standard
surge during Covid-19 pandemic [2]. The increasiagd OpPerating practices that these package delivenntage
for Shipping has piayed a Significant role in tbenfation adhered to and th?lr Operatlon as a result Ofahethat
of numerous entities Courier services [3]. Theentrstate these package delivery agents are not registeredha
of affairs has advanced to the extent where cofirimss  their business does not follow any formal procesiLiféiey
are now engaging in collaborations with agents_a'gm]ts alsp d.enVQY their services on a "Informal Conl’fd]HSIS,
are responsible for the transportation and delivefy Which is the fundamental reason why they do nohgee
packages, as facilitated by courier services. Ifaytga, @ Standard operating procedure in place. Consigi¢fie
agents refer to individuals or small groups whoartake Potential problems that may result from “Informal
the task of collecting parcels on behalf of cousiervices. Contracts” associated with package delivery sesyice
These agents engage in a door-to-door approach R®blems include the possibility that packages rbay
facilitate the delivery and collection of shipmentsdelivered late, lost, damaged, or in the wrongtioca[4].
Subsequently, the package is transferred to a emourilhis study believes it is vital to analyse, frome th
service for transportation, whereupon the indivisua customer's point of view, the shipping operatidicisicy
involved receive a remuneration from the courigvise. ~Of package delivery agents who work on informattcants
Moreover, they generate a profit from their custsmes in order to determine how effective their shipping
well. The individuals in question lack a valid mesgs Operations are. _
license and mostly engage in transactions withrthei De Oliveira etal. [5] have demonstrated that inflr
immediate social circle and relatives, or by afiig despite the existence of legal regulations governin
themselves with different wholesale entities. Doette ~Motorcycle courier activity, a considerable fraotiof the
high level of trust bestowed upon them by theirstoners, Workforce involved in this sector operates inforiyal he
the latter refrain from engaging in any formal cantual efficiency of motorcycle couriers is adversely aféel by
agreement when entrusting their items for deliveryhe imposition of delivery charges, suggesting et
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implementation of a fee-free delivery policy maypyide "Communication Theories," and "Trust Theory." The
favourable outcomes in terms of delivery perforneaaied rationale behind the adoption of theories stemsnfthe
the overall count of motorcycle couriers. Thefact that the "Social Contract Theory" delves itite tacit
implementation of training programs focused ondtial agreements and standards that regulate interactitims
and career management has the potential to enlthecea given society [11]. The concept can offer a thtcal
productivity levels of motorcycle couriers. Thése need structure for comprehending the emergence of inébrm
to establish trust when it comes to logistic operaf6]. contracts as unexpressed agreements rooted on adynmo
Specifically, in delivery services, to the point evd held cultural norms [12]. In a similar vein, thel@l of
currently based on trust, drone-based package edgliv"Communication Theories" provides insights into the
logistics systems are produced [7-10]. Considethreg processes by which participants in communicative
their interest in optimizing package delivery seewvithin  exchanges transmit and interpret messages [13].
the research communities. The main aim of thisystsitb  Understanding how clients and delivery agents naigot
examine the effects of informal contracts formetileen and develop informal agreements is crucial in toistext
package delivery service personnel and clients hen t[14]. The concept of "Trust Theory" posits the feamork
whole shipping process. The contemporary e-commeroé "Trustworthiness-Trust-Credibility" as a means t
environment has experienced a notable increasdnen tlucidate the process of establishing and sustaitrirst
transportation of packages, and the contacts betweithin interpersonal connections [15]. The examorabf
clients and package delivery agents have emerged tasst's role in the establishment of informal caots holds
crucial factors in influencing the effectiveness the  significant relevance in comprehending this phenwmne
shipping procedure. Formal contracts are common[i6].
employed to regulate business transactions, althdlog Regarding research objective 2, the assessmehteof t
influence of informal agreements and implicit etpgions impact of Informal Contracts on shipping efficienagd
is as noteworthy inside this sphere. The objectdfehis customer satisfaction incorporates the utilizatibseveral
study are: theories. These theories include "Service Quality

To Investigate the Formation and Nature of Informalheories," "Expectancy Disconfirmation Theory,"
Contracts in Package Delivery Services "Agency Theory," and "Behavioural Economics Thestie

To Assess the Impact of Informal Contracts offhe rationale behind the adoption of these theatiems
Shipping Efficiency and Customer Satisfaction from their ability to evaluate service quality caeteristics

These two objectives of study would synergisticalland customer happiness, as evidenced by the Service
contribute to a holistic comprehension of the raled Quality Theories [17]. The approach presented herei
impact of informal contracts in the package deliveroffers a theoretical lens through which to examine
process. The primary aim of the initial objectieto potential influence of informal contracts on key
examine the fundamental mechanisms that underpseth dimensions such as responsiveness, reliability, and
agreements. Conversely, the subsequent objective tai assurance within the context of package deliveryises.
explore the tangible consequences and ramificatioats [18] The concept of "Expectancy Disconfirmation ®hg
these agreements have on the diverse players ehgageelucidates the process by which customers develop

the shipping process. evaluations of satisfaction by comparing the digpar
between their initial expectations and the subseigreal
2 Theoretical framework experiences [19-20]. This study aims to investighie

There exist numerous theories pertaining to theepin impact of adherence to informal contracts on custom
of "Informal Contract." When examining its applicatin ~ satisfaction. Moreover, the concept of "Agency Teo
the context of package delivery services, as welthe Serves to investigate the dynamics of the prineageint
agents involved in facilitating these services aheir interaction and its use in analysing the impadhfarmal
customers, additional theories emerge that elueitlae contracts on the behaviour of customers and dgliver
potential impact and provide a practica| framewok Worke.rS [21] The utilization of this approach faates the
implementation. Given the purpose of adopting tiescio ~ €xamination of matters such as moral hazard anebtieat
facilitate the attainment of specified researchectiyes, t0 Which informal agreements effectively align intiees
this study aims to select theories that align vehieir [22]. The concept of "Cultural Theories” pertainsthe
potential to contribute to the realization of theygested stud_y of culture and its characteristics, almlngltmuj_ate
research objectives. Therefore, in order to accismphe the influence of cultural elements on the perceptad
two research objectives pertaining to the impact dfalization of informal contracts, particularly Bross-
informal contracts on shipping efficiency from thecultural settings [23]. The theories of "Behavidura
Standpoint of Customer-package de"very agentsts it Economics" offer valuable insights into the deaisio
necessary to consider several theories from divitsts.  making processes of individuals when faced withlearc

Regarding the study's objective 1, which pertairthe ~ Circumstances [24]. This aspect holds significaite
examination of the development and characteristics comprehending the impact of informal contracts on
informal contracts in package de"very Servicese thdeCiSion-making within the realm of delivery intetians.
theories employed include the "Social Contract Théo
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These theories can be employed in conjunction witkatisfaction [28]. The examination of the humantden

each study objective to build a comprehensive #teal
framework that guides the research design, datectiain,
analysis, and interpretation of results. The afemtioned
findings serve to situate the research within thistieg
scholarly literature, providing insights into thengplex
dynamics related to informal contracts and thepast on
shipping effectiveness and customer contentment.

aspects of logistics and delivery services, encasipg
the importance of empathy, communication, and
personalized encounters, holds promise for progidin
holistic comprehension of the ramifications of imfal
agreements. By utilizing qualitative  research
methodologies within the fields of consumer behavand
service interactions, relevant studies can provideful

While a multitude of causes can conceivably besights into the subjective experiences, feelingsd

associated with these research. The theories esgploy
this study are oriented towards achieving the rebegims.
Other theoretical frameworks that can be associattd
the examination of the influence of informal contsaon
shipping efficiency, particularly from the perspeet of
customer-package delivery agents, encompass

motivations demonstrated by both consumers andedtgli
employees.

3 Research methodology
__ The qualitative research methodology is a research
Bpproach that prioritizes the comprehension and

commerce and Logistics theory” and "Customer-Servignterpretation of the fundamental meanings, pasteand

Provider Interactions". The academic discipline "Bf
commerce and Logistics theory" has establishedasto
framework for examining the overarching trends lie t

intricacies of human behaviour, experiences, ardako
phenomena. Qualitative research is predicated thifgomse
of non-numerical data, encompassing textual inféiona

growth of e-commerce and the simultaneous advanttemgjsual representations, direct observations, atehiiews,

of logistics and package delivery services [25]isBtudy
comprises an examination of the challenges encmhie
the final stage of delivery, sometimes referrecsdast-
mile delivery. It also investigates the preferencesl
demands of customers in relation to this aspecthef
delivery process. Furthermore, it explores the rahel
impact of delivery agents within the larger e-comeee
ecosystem. The theoretical framework referred to
"Customer-Service Provider Interactions” has beeated

in order to comprehensively investigate the intriea and
depth of a certain subject matter [29-30]. The asde
methodology employed in this study is qualitative
nature, aiming to explore and gain insights intitttricate
viewpoints, experiences, and behaviours of conssiarel
package delivery workers. Specifically, the focason
understanding the impact of informal contractsluppng
@fficiency. The research methodology utilizes many
methodologies, including in-depth interviews, opemed

to analyze the intricacies of communication, CUﬂomsurveys, and thematic ana|ysis' in order to gather

contentment, and the determinants that impact vieeati
delivery experience, particularly in the realm efidery
services [26].

Conducting research on service quality, efficiermnd
customer perceptions in the logistics and delivedystry
can provide significant insights into the multifsex
factors that impact the overall delivery procedsisTmay
involve inquiries regarding the efficacy of deliyer
velocity, accuracy, tracking systems, and the erfe of
technology within the given framework. The inveatign
into trust-building strategies between clients dptivery
agents is of considerable importance in the presstting
[27]. The examination of the initiation and pergion of
trust in delivery interactions, together with risglications
for the efficacy and proficiency of deliveries,

cultural and sociological elements in research iples/a
more holistic framework for understanding the intpaic
informal agreements on customer expectations aad
conduct of delivery agents. It is crucial to doaawalysis of
the legal and ethical aspects pertaining to
contracts within the domain of electronic commesaioel
the transportation of goods. This may entail disirs
regarding consumer rights, duties, and obligati&tsdies
that focus on the customer experience, satisfactod

their perceptions of service quality during deler

interactions have the potential to offer usefulghts into
the impact of informal agreements on their ovdealél of

ha
considerable academic importance. The incorporatfon

infbrma

comprehensive qualitative data. The objective af th
research is to elucidate the fundamental motivation
emotions, and social dynamics that influence the
establishment of informal contracts and their cqnsaces

on many facets of the package delivery procedunés T
study aims to employ qualitative research methodsder

to gain a comprehensive and profound comprehernsion
the intricate dynamics and subjective perceptions
pertaining to informal agreements within the shmgpi
industry.

3.1 Research design

The present study utilizes a qualitative research
Sapproach, facilitating a comprehensive examinatiotine
complex dynamics associated with informal contracts
Qualitative research is well-suited for comprehagdhe

subjective experiences and viewpoints of persons.

t5.1.1 Population of the study and sampling

Given that this study is qualitative in nature, it
necessitates a limited number of representativigithgals
from a given community. Typically, the populationder
study is estimated and pertains to the total nundfer
individuals or topics being examined. The procedoire
estimating the study population involves the idasztion

of potential participants who are individuals enygld as
package delivery agents, as well as their consunhers
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particular, those situated inside the Malaysiaithere are ten individuals who serve as packageetgli

environment, whether residing in Malaysia or uiilz services agents, while six individuals assume the of

Malaysian delivery services for the transportatidnheir customers for these delivery agents. All clientsowh

packages either from Malaysia to any location omflany participated in the study got package deliveriesmfr

location to Malaysia. The topic under consideratiofds delivery agents representing different service jolens.

significance in relation to the research problem. Therefore, this particular technique is referred a®
The determination of sample size in qualitativeaesh purposive sampling, which is employed to guarariee

is guided by the "Principle of Theoretical Satwatf The inclusion of a diverse variety of experiences.

concept of theoretical saturation can serve aslzbke

framework for doing qualitative research. EmpiricaB.1.2 Development of interview questions

evidence suggests that in certain situations, leasize The interview question is specifically designealign

of 12 may be sufficient to achieve data saturatighin a with and serve as a subset of the study objectives.

generally homogeneous community [31]. According tdherefore, two sets of interview questions havenbee

Hennink and Kaiser [32], the point of saturationswadevised to gather data that will fulfill both resga

achieved with a range of 9-17 interviews or 4-8ifogroup objectives 1 and 2. All of the questions includadthie

talks. In a phenomenological study, Creswell [33%tudy are open-ended in nature and have been terbjec

suggested conducting between 5 and 25 intervieWde w a rigorous validation process involving three sabjeatter

for a grounded theory study, a range of 20-30 wd@rs experts. As a result, a collection of interview sfuans that

was advised. Based on the aforementiongthve undergone validation and correction was later

recommendations, the present study has successfudignerated (refer to Table 1 and Table 2).

recruited a sample size of 10 participants foritkerview.

Table 1 The research interview questions map tpeaetsve research objectives

Research Objective 1 Interview Questionsinvestigate the Research Objective 2 Interview Questions
Formation and Nature of Informal Contracts Assess the Impact of Informal Contracts
Shipping Efficiency and Customer Satisfac
Expected Theme:lmpact on Shipping Efficien
Have you observed variations in the rate| of
delivery and level of precision in relation to the
existence of informal agreements? What is [the
impact of these factors on one's level |of
satisfaction
What is the effect of adhering to or deviating from

on

Expected Theme:Formation of Informal Contrac

Could you provide an analysis of tacit agreemdbetsveen
clients and delivery agents? What were the spe@fins that
were involved in the matter under consideration?

1

What is the role of communication in the estdinlient of
informal contracts? Please provide instances wham informal agreement on one's emotional
communication has influenced these agreemnr experience during deliver

The present inquiry seeks to examine the varkapects that What is the impact of informal agreements on
lead to the establishment of trust between conssiraad| communication dynamics between consumers
delivery agents. Additionally, this investigationma to | delivery agents?

explore the relationship between trust and inforoasitracts
What is the influence of cultural or environme®elements on
the interpretation of informal agreements
deliveries?

the
and

Could you please provide an example of a situation
in paekam which a departure from an informal agreement
led to discontentment? What were the

circumstances that led to this occurrel
To what extent can informal agreements impact
the perception of predictability and reliability
within the delivery proces

What is the impact of informal agreements on

Are there variations in informal agreements amdifigrent
sorts of products? What is the influence of this their
formation’

lllustrate cases in which informal agreements ewenot

the
e

honored. What were the underlying factors that rdoutied to
these outcomes, and in what ways did they influgrag
cognitive interpretatior

probability of future utilization of the sam
delivery service provider?

What is your perception of the negotiation predasolved in
these informal agreements? Are there variationstha
expectations?

Could you please cite instances that illustrate
influence of adhering to informal agreements

provider’

one's overall trust in the delivery agent g

the
on
nd

To what extent do prior interactions with agemtproviders
shape individuals' expectations and the establishnoé
informal agreement

capacity to offer feedback or express iss
regarding the delivery proce:

How can informal agreements impact one's

ues
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The research approach employed in this study entaparticipants are encouraged to divulge their irtlie
the use of in-depth semi-structured interviews veigif- narratives. The interviews were performed with eaat
initiated expatriates, human resource managers, aedery participant. The individuals who met the eesh
organizational executives. The interview questifots objectives and sampling criteria were contacted by
on the participants' personal experiences, theggeetives telephone and face-to-face communication methoaksy T
of package delivery services, and the influendaefofmal  were provided with an introduction and explanatéthe
contracts in relation to the behaviours they havstudy's purpose, and were asked to participate.
encountered. The interview questions are well aligwith Prior to conducting the interview, the researchers
the established study objectives. Consequentlfyrnish the participants with a consent documerst th
considering the two research inquiries that havenbedelineates the study's objectives, the interview
presented, a series of interview inquiries was yced for methodology, the participants' entitlements, aneé th
each of them. Likewise, the forthcoming themes #rat safeguards implemented to ensure confidentialitj. A
predicted to emerge following the completion ofadatparticipants thoroughly read and comprehended the
collection for both the research goal 1 questiond a contents of the consent form, and afterwards pealtteir
research objective 2 questions have been formuldtesl signature as an indication of their voluntary agrest to
framework for research question 1 is to investigatearticipate in the study. All interviews were conthd
individuals' perceptions regarding the establishmaerd utilizing an online platform, with each participant
characteristics of informal contracts. The objextiof conducting their interview at a different time. The
study question 2 is to investigate the perceptegarding participants have reached a consensus to record the
the influence of Informal contract on shipmentaéfncy interviews in order to assure precise transcripsioa later
and customer satisfaction. stage.

3.1.3 Data collection 3.2 Dataanalysis

The primary method employed for data collecting in  Thematic analysis was employed as a methodological
this study is the utilization of interviews. Thetd@rview approach to discern and ascertain repeating pattern
process encompasses a sequence of procedures @imeatlemes, and categories within the dataset obtdiogdthe
actively involving participants, collecting data,nda interviews. The analytical method encompassesiessef
acquiring a deeper understanding of their expeeigrand iterative stages that include coding, categoriratiand
viewpoints. This will enable the study to captute t topic development. Table 2 presents the main topic
perception of informal contracts within the spex#etting "formation of informal contracts” together with the
of package deliveries. The utilization of intervieim this  significant subthemes that have emerged, the linked

context offers a valuable opportunity to delve intquotations, and the coding created for this study.
emerging themes and foster an environment where

Table 2 The analytical extractions of the findimgain theme “formation of informal contracts”

Subthemes Sample Quotations Code

1 | Some examples of informal deals and remember once leaving the package withe find mutual
the terms of those agreeme neighbor when customer was out of tov understandin

2 | How communication affects the way'When | inquired... it was a foregoneEffective  negotiation
informal deals are mac conclusion. through communicatic

3 | How trust and making informal dealsTrust is crucial... reliable." Trust enhancing
are relatet informal agreemen

4 | Culture has an effect on how informaCultural differences are less frequent. Culturalflusnce on
deals are interprete agreement norn

5 | How different kinds of products"For fragile items... an unspoken rule." Item-sfiecagreement
affect making informal dea nuance

6 | What people think when informalOnce the product is complete... commitment irust end by breaching
deals are broke these agreements er agreemen

7 | A participant's view on how informal"I've discovered... ensures a smooth operatipn."redgent negotiation
deals are negotiate dynamic:

8 | How events from the past affectl had a great... without a formal agreement" fgnents shaped by
making informal agreemen historicalexperience

In a similar vein, the primary themes of "Impact orsubthemes, together with the corresponding quotstnd
Shipping Efficiency" have given rise to severah#figant the coding system employed, in Table 3.
subthemes. This study has identified and presehisk
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Table 3 The analytical extractions of the findimgain theme “impact on shipping efficiency”

Subthemes Sample Quotations Code

1 | informal deals affect how fast and happlit's like they prioritize... stick to it." Improgk  service  ang
customers are with delive contentment

2 | Emotional experience tied to whether or ndWhen the delivery agent... trust we byilEmotional impact of
informal deals are kept or brok was broken." agreement outcomes

3 | informal deals change the way people talk tblaving a clear agreement... focused.Structured and focused
each othe efficient.” communication

4 | Unhappy because an informal deal wasrilt wasn't home... it was raining.,|.Disappointment due to
kept disappointed.” agreement breach

5 | Informal deals have made things moré&Vhen there's an agreement... secure.” Increaselibbiliey and
predictable and reliab confidence

6 | informal deals affect the choice of servicBNhen they respect our agreements.Rositive experience shaping
provider in the future choose them again.” loyalty

7| Trust is increased when people stick | t8Vhen the delivery agent fulfills... careTrust enhancement through
informal deals about delivering a good service." agreement fulfillment

8 | informal agreements supply feedback "I didn't want to complain... awkward fqr Feedback reluctance due tto

future deliveries." agreements

4  Presentation of the results and discussion and delivery personnel duly acknowledge them,stefs a
In the context of qualitative research, it is commotacit agreement that manifests a mutual comprebensi

practice to condense the fundamental aspects bBRis approach provides insight into the underlying
participants' experiences and viewpoints into caeci Processes of negotiation that extend beyond tharepp
sentences that effectively capture the key therfigiseir terms. The concept of TEIA refers to the dynamic
responses. These interpreted statements offemefvark ~relationship between trust and informal agreemefite.

for comprehending the subtleties and complexitiethe ~participants place significant emphasis on theomothat
research goals. This essay explores the interpptedes trust plays a pivotal role in the establishmenttiuése
that are formed from interview responses, emphagitie agreements. Customers establish a perception of

valuable insights that can be obtained from thegéependability that extends beyond basic transastimn
condensed formulations. confiding in delivery personnel with their itemsdan

preferences. The aforementioned expression dettuiés

41 Theprincipal finding on the formation and the existence of trust amplifies the inclination of
nature of informal contracts individuals to partake in implicit agreements, henc

The primary finding pertaining to the first study'sfac"IA':‘&Y“ng more sefarEIesks interactions. f th -
objective centers around the concepts of "Mutual ~MONg some of the key perceptions of the partidipan

Understanding and Arrangement (MUA)" "Effective® Informal contract instances and the terms irm@\one

Negotiation through Communication (ENC)", and "FrusParticipant reveals that:
Enhancing Informal Agreements (TEIA)" as the ulttena -
themes after undergoing pre-processing. The acronyw Yes, we agfeed that 'f. 'm not home, they coulstde
MUA refers to the concept of mutual understanding a e pqckag§‘W|§h my neighbor. We never really thlke
arrangement, which commonly serves as the fournml&dio _about it, butit's kind of become a r_ule. They agrm leave
the establishment of informal contracts betweeanttiand 't "ext door and leave me a note in my mailbox.

delivery agents. This situation illustrates the lisipbut
mutually understood agreements that evolve ovariagh
of time, embodying the confidence and dependatittisy
parties attribute to such arrangements. This tgbtdi the
significance of communication, encompassing bothale
and nonverbal forms, in facilitating such agreemsent
thereby guaranteeing the fulfilment of client wisteven
in the absence of formal written records. The Sicpce
of communication in influencing informal agreemeigs . . .
emphasized by ENC. The experiences of the partitspa thelrcgstomers g:ommunlcated aboutmformal cotgriae
highlight the significance of excellent communioatiin  "0-delivery services, one responder said that:
facilitating the negotiation process. The concept o
Effective Communication and Negotiation (ENC) p®sit
that when customers effectively express their pesiges

This shows that an informal contract can be mada ev
if there isn't a written deal. Instead, it's maoke la mutual
understanding that has grown over time. As pati@tieal,
the package will be left next door and the custowikibe
told by a note left in their mailbox. This arrangamhshows
how trust and familiarity can lead to a practicgieeement
that makes it easier to give something when thipist
isn't around. Also, when it came to how delivergratg and

"lt's important to talk. Once, | asked if they abul
deliver after 6 PM, and the service person said $isce
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then, they text me every time | get a packagertfiroothe Contract Theory, researchers can learn more albmut t
time. It's like an unwritten agreement that we\edenby reasons, rules, and underlying principles that lebe
talking things out." unspoken agreements.
"Effective Negotiation Through Communication" is a
This shows that good communication is very impdrtadink to "Communication Theories" Communication
in this situation. Because of this, the persornveeiing the theories explain how successful communication shape
packages now sends a text message to the customehaw people interact with each other. In the coniefxt
confrm when the package will be delivered. ThisEffective Negotiation through Communication,” thes
unspoken agreement, which was made possible by cléeories help reach the study goal by showing Huavesi
communication, shows how a shared understanding haganing, clarity, and understanding are key to ngaki
been reached, making arrival times more accuradeiran informal agreements work. When researchers use
sync. Also, when asked about the things that helpommunication Theories, they can look at how petgile
customers and delivery workers build trust and hawst about their views, negotiate terms, and come teaagents
relates to informal contracts, some respondentse gathrough good communication, which leads to the &diom
similar answers. One of them said, of unspoken contracts.
"Trust Enhancing Informal Agreements” is a map to
"Trust is very important in this process. We trilm  “Trust Theory" Trust Theory focuses on how trus¢es
more the more times they've done what we've askedhow people deal with each other and with the warldhe
works both ways, and when we trust them to do wieat context of "Trust Enhancing Informal Agreementsist
ask, we're more likely to make these informal deale  theory helps reach the goal of the study by expigihow
them because we know they'll keep to them”. trust is the basis for these agreements. This phrekes
it clear that trust is important for unspoken dealsvork.
This shows that trust is an important part of dafivg By using Trust Theory, researchers can find outtwha
packages. It says that trust between the sendetthend makes people trust each other, what role past eyday,
receiver grows as the delivery people always folthe and how trust affects how willing people are tonsig
recipient's wishes. When people trust each othey, tan informal contracts.
make informal deals. It's the idea that if theystrthe
delivery people to do what they ask; they'll be enitkely 4.2  The principal finding on the impact of
to go along with these unspoken agreements bethaege informal contracts on shipping efficiency
know the delivery people will listen to their wishé astly, and customer satisfactions
one respondent says this about the role of cultaral As the final themes, “Improved Service and

contextual factors: Contentment (ISC)," "Emotional Impact of Agreement
. ) ) Outcomes (EIAO)," and "Structured and Focused
Cultural factors do play a part. | noticed th&@alving  communication (SFC)" are the most important resofits

a package with a neighbour wasn't as usual whems W gt,dy objective 2. In terms of ISC, it shows hafoimal

abroad. So, it really depends on how people in ffate yeqls affect how well shipping works and how happy

do things. It might not be as common in all places. customers are. By sticking to informal agreements,

) ] delivery workers make sure that certain customer
This shows that different cultures have an effecthe preferences are given the most attention. Thisslaad

way people leave items with their neighbours. Ig;mninotl better service, higher speed, and, in the end, yhapp
be accepted by everyone. Leaving a package withc@stomers. The phrase shows that informal deaté just
neighbour might not be as usual in other placess Thypoyt keeping to the terms of the agreement, batabout
happens more or less often depending on cultur@h$10 giving the customer what they want. EIAO shows how
and local habits. This shows how important it isHtnk  jnformal deals can have an emotional side. It ersigka
about cultural factors when trying to understandy Whihat these deals have a direct effect on how thuplpe
informal agreements are used for package deliveries  jqyolved feel. When people follow or break inforndails,
Theories can be linked to the finding. It was shdlat i makes them feel something, which affects how think
“Mutual Understanding and Arrangement” is @ map tfhe service is and how trustworthy the provideT s way
"Social Contract Theory” The Social Contract Thesays  f |ooking at it stresses how important these ageees are
that people in a society make unspoken deals t&k WO, shaping how customers feel about the deliveogess.
together for the good_of all. This idea fits witietwords  gEc shows how informal deals affect how people talk
“Mutual - Understanding and Arrangement.” Peoplgach other. Participants say that these agreeistentsure
involved in the delivery process make deals the'asaid  their relationships and help them talk about thithgs have
out loud but are similar to social contracts. Theaty 5 do with delivery. The phrase emphasizes thatrinél
helps reach the goal of the study by giving a frapT& for  44reements make communication easier, making sate t

figuring out how mutual benefits, trust, and_ s_harepa"(S are purposeful and in line with what's exgédn
expectations lead to informal agreements. By uSogal  toms of delivery. This, in turn, makes work mofficéent.

~ 345~

Copyright © Acta Logistica, www.actalogistica.eu



Acta logistica - International Scientific Journal about Logistics
Volume: 11 2024 Issue: 3 Pages: 339-348 ISSN 1339-5629

Informal contracts' influence on shipping efficiency: a customer- perspective of package delivery
agent
Maryam Karamba, Adiza Alhassan Musah

One responder said, "It was frustrating to be disappointed, even ifias
fixed later, because at first you feel like evangtis over
"Definitely. When we have a deal, they seem torgiwe and there's nothing you can do about it."
packages more attention. They try to follow thesue've

set up, which makes things much faster and mongratee This shows that initial sadness makes people iiez! |
It makes me feel better and makes me more happy witey've lost control and can't do anything abowt th
their service." situation. The customer says that the first feedifgadness

is so strong and overwhelming that it overshaddwedact
This suggests that an informal understanding lokessa.  that the problem was eventually fixed. This ideaveh
effect on how the delivery service treats the pgekaof how the effects of emotional reactions can lasheafer
customers. With a deal in place, it seems likeditlevery  problems are solved. "Improved Service and Contentin
service pays extra attention to the packages aboess. maps to "E-commerce and Logistics Theory." "E-
The delivery agents try hard to follow the ruleatthave commerce and Logistics Theory" is especially imamairto
been agreed upon by both parties. This makes deléve "Improved Service and Contentment.” This idea iguab
happen faster and more accurately. This level dfow to improve the customer experience by makirgg th
commitment and adherence to the rules gives custoame supply chain work better. For this study goal, étps to
feeling of security and satisfaction, which makhsirt understand how following informal agreements can
overall experience with the service a good one.dimilar improve service efficiency by making the deliverpgess
way, one respondent said, run more smoothly. By studying the principles dji&tics
efficiency, researchers can figure out how keeplagls
"One time they didn't follow the deal, and it washelps make deliveries faster and more accurateghwhi
frustrating. | thought they would leave it with fmgnd, matches what people expect and makes them happier
but they left it on my porch instead, where it\get in the overall.
rain. It felt like the trust we had built up haddvebroken,
and | was very upset." "Emotional Impact of Agreement Outcomes" is a map
to "Affective Events Theory" The Affective Eventhdory
This suggests that breaking the agreement madéepediits well with the term "Emotional Impact of Agreemt
unhappy, especially if the customers had countethen Outcomes.” This theory says that events cause enabti
delivery workers to keep their end of the deal. Wiieey reactions, which then change how people act. Fosthdy
didn't, they were disappointed. The situation stibivew goal, the Affective Events Theory helps researchers
important trust is in these kinds of arrangementslzow understand how emotional responses are caused by
its loss can lead to bad feelings. On the othedhane sticking to or breaking informal agreements. Reagwns
respondent said this about the effect of informatan find out how people feel when their expectatiare
agreements on how customers and delivery agefitsotal met, surpassed, or not met because of agreemeitisres
each other: This helps us understand how these feelings dffgatity,
future actions, and total interactions between austs
"Having a clear understanding sets the tone for ouand service providers.
conversations. | know what to expect, and they kmubat

is important to me. So, we can talk to each otherem "Customer-Service Provider Interactions” is a link
clearly and effectively. It seems like we've alwagesn on  "Structured and Focused Communication." The idea of
the same page." "Customer-Service Provider Interactions” fits pettie

with the phrase "Structured and Focused CommunitAti
This suggests that when customers and deliverytagemhis theory looks at what happens when customeds an
have a clear agreement, it has a good effect onthey service companies talk to each other. For thisystredl, it
talk to each other. This clear understanding seta way helps to understand by showing how informal agregsme
for people to talk to each other. The customer lalvat  structure how people talk to each other. Reseasotem
to expect, and the service people know what's mdsiok at how the agreements guide the conversatibtie
important to the customer. So, they can talk tdhestber people involved, making sure that the talks stay on
in a more focused and efficient way. This sharedelivery-related topics. When you know how these
understanding makes it easier for the two peoptalkon communication patterns work, you can see how effiii
a way that gets to the point. It's almost as ifitsitles start focused conversations lead to better service.
their interactions with the same idea, which makes
dialogue easier and more effective. From a diffepgint 5  Conclusion
of view, one respondent said, In summary, this study explored the intricate reafm
informal agreements established between packayedel
agents and consumers, revealing a multifacetedanktw
encompassing trust, communication, emotions, anitee
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effectiveness. By conducting interviews and perfogn [2] HARAHAP, A.Z., ATIQAH, N.F., ABDSUKOR,
analysis, this study has provided insights intogbeesis, H.A., RAHIM, M.K., SAEDON, A.Z.: Business
impact, and dynamics of these implicit agreemehéseby Process Innovations For Courier Service SectoreCas
enhancing our comprehension of their significandhiw Study In J&T DungunJournal of Technology and
the contemporary package delivery industry. Theltes Operations Managemeny/ol. 18, No. 1, pp.70-88,
revealed two notable research aims. Initially, the 2023. https://doi.org/10.32890/jtom2023.18.1.7
examination of the establishment and charactesisiic [3] TANG, R.Q., TAN, Y.J., TAN, Z.X,, TAN, Y.T.,
these informal contracts revealed the significande ALMAWAD, G., ALOSAIMI, A.: A study of courier
mutual comprehension, effective communication, and service quality and customer satisfactilmernational
cultural subtleties in developing these arrangemerie Journal of Applied Business and International
participants recounted situations in which trustd an Management (IJABIM)Vol. 7, No. 1, pp. 137-50,
familiarity facilitated the development of implicit  2022. https://doi.org/10.32535/ijabim.v7il1.1447
understandings, obviating the necessity for explic[4] BAEZ-CAMARGO, C., LEDENEVA, A.: Where does
conversations. The importance of efficient commartiin informality stop and corruption begin? Informal
has been identified as a crucial factor in thebdistament governance and the public/private crossover in btexi
of these agreements, serving as a means to negotiat Russia and Tanzani&Slavonic & East European
preferences, terms, and expectations. Furtherntbee, Review, Vol. 95, No. 1, pp. 49-75, 2017.
evaluation of the influence of informal contracts e https://doi.org/10.5699/slaveasteurorev2.95.1.0049
efficiency of shipping operations and the satistectof [5] DE OLIVEIRA, L.K.,, DE OLIVEIRA, IK,
customers highlighted the interconnectedness betivex NASCIMENTO, C.D., CORDEIRO, C.H., MEIRA,
adherence to contractual agreements and the quality L.H., RABAY, L., DA SILVA, F.G.:.. Identification of

service provided. The participants provided accewft factors to improve the productivity and working
situations in which these agreements resulted & th conditions of motorcycle couriers in Belo Horizante
prioritization of delivery, precise implementatioand Brazil, Case studies on transport poljcyol. 9, No. 4,
increased levels of satisfaction. On the other haren pp. 1737-1745, 2021.

there were deviations from these agreements, ditesdi https://doi.org/10.1016/j.cstp.2021.09.003

intense emotional responses, highlighting the dtdic [6] MALKUS, T.: Assumptions of trust in logistics
nature of trust between customers and service geosi cooperation,Acta logistica,Vol. 4, No. 3, pp. 1-4,

The findings of this study have broader ramificasishat 2017. http://doi:10.22306/al.v4i3.6

beyond the domain of package delivery. The authlaise  [7] BENARBIA, T., KYAMAKYA, K.: A literature
significant emphasis on the significance of estiotig and review of drone-based package delivery logistics
sustaining trust within service encounters, whilsoa systems and their implementation feasibility,
noting the influence of cultural diversity and rgoging Sustainability, Vol. 14, No. 1, pp. 1-15, 2021.
the emotional aspects of customer experiences.stinily https://doi.org/10.3390/su14010360

functions as a persuasive appeal for delivery sesvio [8] SUNG, I, NIELSEN, P.: Zoning a service area of
give priority to client preferences, allocate rases unmanned aerial vehicles for package delivery
towards effective communication techniques, andtlgwi services,Journal of Intelligent & Robotic Systenvgl.

rectify any deviations in order to cultivate endgri 97, No. 3-4, pp. 719-731, 2020.
connections. As this exploration of informal agreeits in https://doi.org/10.1007/s10846-019-01045-7

the realm of package delivery draws to a clodeedomes [9] SAWADSITANG, S., NIYATO, D., TAN, P.S,
apparent that these implicit arrangements exteydriuk WANG, P.: Joint ground and aerial package delivery
simply logistical considerations. These entitiesisglize services: A stochastic optimization approatBEE
the intricate fabric of human engagements, intelgat Transactions on Intelligent Transportation Systems,
intertwined with elements such as trust, anticgrgtiand Vol. 20, No. 6, pp. 2241-2254, 2019.
communication. By acknowledging the importance of http://doi.org/10.1109/TITS.2018.2865893

these insights and implementing corresponding mstio [10] LU, S.H., SUZUKI, Y., CLOTTEY, T.: The last et
service providers can initiate a journey towardsvialing Managing driver helper dispatching for package
customized, streamlined, and emotionally impactful  delivery services,Journal of Business Logistics,
experiences that surpass mere package delivery and Vol. 41, No. 3, pp. 206-216, 2020.

establish enduring relationships with their clidate https://doi.org/10.1111/jbl.12242

[11] ELLIS, B.: Social Contracts,In: On Civilizing
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