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Abstract: The impact of logistics service quality and perediorganizational image on firm performance, aygaed
using the structural equation modeling analysisTtmailand's cold chain logistics provider. The ahijees of this study
were to direct, indirect, and total impact of ldagis service quality through perceived organizatlamage on the
performance of cold chain logistics providers, assd by customers receiving services from coldclogistics service
companies. This quantitative research method usgestionnaire to collect data from 541 respondévitseover, the
results obtained from logistics service quality dnavsignificant enhancing effect on the perceivedmizational image,
and both have significant positive effects on panfance. Additionally, the role of the perceivedasigational image as
a mediating variable between logistics serviceiguahd performance is emphasized. Logistics sergigality has the
most direct significant effect on perceived orgatianal image. Additionally, corporate image petm@psignificantly
mediates the relationship between service qualitylagistics efficiency. These findings have cdnitions, relevant
support, and benefits in academic, managerial, iammbrtant implications for cold chain providers Tiailand. It
empirically demonstrates that the impact of logsstervice quality can be supported through theepexd organizational
image. This image is built on past experiences,tiem®, and perceptions about the organization'station and the
quality of its logistics services, including managmt logistic flow.

1 Introduction paramount in delivering value to customers [1,8)isT

The logistics and supply chain services industey a€ntails factors like on-time delivery, accuracyiataility,
experiencing remarkable growth' driven by an em'sm erX|b|I|ty, and cost-effectiveness. Ensuring sushhle
both the depth and breadth of high-quality offesifiy2].  quality within business logistics presents bothllenges
The multifaceted impact of the logistics industop on  and opportunities. The complex nature of supplyirsha
national logistics costs, economic added value cuedall ~ With numerous variables and dynamic requirementesia
efficiency. The crucial role of business logisticgt @ demanding task [2,7,8]. However, masterings¢he
management in various aspects of the industry e alchallenges unlocks significant potential for grovethd
emphasized, making it clear that success goes Heydtfficiency, impacting the company's overall smooth
distribution and transportation to encompass siate Operations. Furthermore, strong supply chain mamage
planning and efficient processes [3,4]. (SC.M) capabilities have a direct positive impact on

This holistic approach goes beyond mere produdusiness performance [4,9]. Streamlined logistiosd
movement, extending to managing the flow of data arfnd optimized inventory management contribute to
resources from manufacturersto consumers. As Gpepe increased profitability and enhanced customerfsatisn.
al. [3] highlight, effective logistics managemenpports By continually emphasizing quality, embracing
companies in adapting to changing customer needs d&chnology, and adapting to evolving customer netis
gaining a competitive edge [5]. Quality service agms logistics and supply chain services industry cantinoe
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its vibrant growth and serve as a vital engineefmnomic comprehensive, high-quality temperature-controlled
prosperity [4]. Cold chain business involves thlogistics services. The assessment encompasses
transportation of temperature-sensitive goods tinout warehousing, cold storage, and freezer transpontaill
the supply chain [4]. This is to protect and mamtae powered by XYZ's modern and efficient technologies.
integrity of transportation [10-12], for examphethe areas cater to diverse customer needs, XYZ boasts asbvtget
of quality preservation, food safety, public healtrof temperature-controlled vehicles. This includdg (
economic benefits, which is a set of activities edhat Flexible urban transport: 1-ton trucks with hightddow
managing and the safe transport of such goods frcroofs, ideal for maneuvering within cityscapes. (3yge
upstream to downstream of the supply chain derirad  trucks: Optimized for efficiently transporting bulk
logistics service quality (LSQ) [13]. If a compamgn quantities of temperature-sensitive goods. XYZ Hert
provide excellent products and services, it shdvasit has  distinguishes itself by its extensive logistics werk,
a good image and reputation that is well accepied enabling them to design and execute efficient defiv
customers. It is considered to be a source of ddgan  plans throughout Thailand, tailored to specifictooser
The competitiveness of the company's business €anrequirements. Background: XYZ was established ih820
determined by evaluating delivery efficiency. Seevi through a joint venture between two industry lead&lyZ
quality customer satisfaction and behavioral inte® with MK Restaurant Group Public Company Limited:
This is important in monitoring and improving theadjty = Renowned for its excellence and established netimdHe
level of the company's logistics services to béne with  Thai food industry. This strategic partnership lexgges the
the expectations, satisfaction level and behavibr strengths of both entities to provide XYZ with aust
customers who continue to use the service. Thefoundation for success in the temperature-conttolle
phenomena encompass a broad spectrum of intedelelogistics sector.
activities, ranging from the processing of raw mate and XYZ, a prominent leader in Japan's transportadiuh
semi-finished products to the intricate choreogyaph logistics industry, extends its reach globally witrer 500
logistics services. Logistics processes, as extelysi distribution centers in strategically chosen lomagi
explored in works by Kuo and Chen [11], Mentzeraket including the US, South Korea, China, Central Asiad
[13], Riliandini, et al. [14], hold critical swayohonly on ASEAN. Through a balanced 50/50 investment model,
operational efficiency but also on an organizatiamage they offer comprehensive logistics solutions encassing
and subsequent performance. Notably, research warehousing, transportation, import-export services
Riliandini, et al. [14], Wallin Andreassen and Lesfad (forwarding), and product trading. This caters ashtB2B
[15], Walsh and Beatty [16], and Wepener and Bdshcand B2C segments, anticipating future customersdad
[17] highlights the mediating role of organizatibmaage, Thailand alone, XYZ's impressive delivery netwookers
bridging the gap between logistics service qudli$Q) 682 MK Group branches, highlighting its substantial
and firm performance. potential, market compatibility, and customer appesaa
The Cold Chain Logistics industry in Thailand ispreferred logistics provider. Consequently, we hiipsize
experiencing sustained expansion, fueled by thenlimp that a strong Logistics Service Quality (LSQ) ofieby
food and beverage sector, particularly the fres$filled, providers plays a significant role in shaping costo
and frozen fruit industry, a crucial export and @éstic  perceptions of their organizational image and atety
product group. Essentially, Cold Chain Logisticswages influencing firm performance.
temperature-controlled storage and transportation
throughout the supply chain to maintain productligya Objective to study
ensure consumer safety, and minimize losses, ingliz To analyze the direct, indirect, and total impatt o
both freezing and chilling methods [18]. Whilelogistics service quality through perceived orgatianal
traditionally B2B-centric, the Cold Chain Logisticsimage on the performance of cold chain logistics/joler.
landscape witnessed a remarkable shift towards B2sing an evaluation perspective from customers ug®
during the COVID-19 pandemic. The e-commerce sectafervices with cold chain logistics company in Téuadl.
catering to consumers' growing appetite for onfiresh,
chilled, and frozen food purchases, thrived. Addislly, 2 |iteraturereview

restaurants adapted by expanding online channels &1  pravious studies on logigtics service quality
home delivery services. Kasikorn Research Cenesligts and theoretical basis

a significant value of 2.9-3.0 billion baht for B2C The logistics service perspective provides a unique
temperature-controlled shipping in 2022, represgnt pproach to building a customer-centric foundatign

15-20% year-on-year growth. Further expansion of 4Q.; iy raditional service quality models to aporate

45% is anticipated, driven by both the high basecttnd _f_g logisi h quaiity hi i p hwi

the temporary surge post-lockdowns. However, susthi specific logistics characteristics. This aligns fwit
: ' established frameworks for assessing logistics ic®rv

consumer demand remains a key driver [19]. ality and serves as a springboard for integrated
This case study evaluates the effectiveness of Xyt gy _Spring 9
Mmarketing and logistics activities [13,20]. The each

(Group) Holdings Company Limited in providing
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highlights the complexity of pinpointing key drigeof in B2C logistics. Moreover, Service quality chagaistics
service quality, customer retention, and consisteidentified in models like SERVQUAL hold potentiadrf
delivery, emphasizing their significant value f@ngce enhancing customer satisfaction, particularly inCB2
organizations. Service quality demonstrably foste logistics [5,37].
customer retention, impacting perceptions and mspo
behaviors, Zeithaml [21], Zeithaml, et al. [22],ithaml 2.2  The relationship between logistics service
[23], as supported by multi-organizational studies. quality and perceived organizational image
From the eXiSting literature on LOgiStiCS Service The integration of service qua“ty Concepts’ asnaelf
Quality (LSQ) measurement, key aspects emerget, Firgy zeithaml, et al. [22], Zeithaml [23], Parasuramet al.
LSQ s not simply a singular activity; it encompestacets [38], along with logistics quality dimensions, inding
of facility management, transportation, and resp@mess  touch quality, order fulfillment accuracy, inforriuat
to third-party needs. Second, delivering good WtSs clarity, and efficient ordering processes [13], has
involves a combination of desirable service featuresjgnificantly enriched the study of logistics servjuality
diverse offerings, short order cycles, dependatdecdst-  development and performance evaluation in service-
effective deliveries, lean inventory levels withpid oriented businesses. This enrichment is partigularl
turnover, and accurate, immediate information fgadirelevantin cold supply chains, emphasizing thedrtgmce
available [24, 25]. These align well with the class of meticulous care, maintenance, and protection of
dimensions of timeliness, availability, and corutiti temperature-sensitive goods throughout the ermlm@
outlined by Mentzer et al.[13] for physical logesti chain [11,12].
operations. _ _ Preserving shipment integrity for customer recépt
While LSQ and customer satisfaction are closelcrycial, as it directly influences their decisioraking and
linked, they are distinct concepts. High-qualitgiktics  purchasing behavior. Moreover, maintaining constste
service boosts customer SatiSfaCtion, but extdawibrs delivery of professional Service' social and envinental
can also influence consumer satisfaction beyonitieg  responsibility, and ethical business practices dirae

providers’ control [5,26,27]. Research primarilgdses on - establishes a lasting positive impression and fer
internal factors within LSPtoenhanceserwce\myand attitude in customers' minds. A||gn|ng a Company's

customer satisfaction [13,28] Theoretical framdwor services with customer expectations in terms of

such as Gupta et al. [29] emphasis on operatiaraity,  characteristics, values, and operational efficiesylts in
support this focus, showing that optimizing openal 4 clear and positive organizational image. Thisitiyes
elements leads to more satisfied customers [5,P4,2image is associated with various benefits, inclgdin
Recognizing LSQ as a multifaceted concept encommassincreased customer satisfaction and behavior iiotent
internal and external factors, we can better uttdedsits  [39-42], enhanced brand reputation, and marketeshar
relationship with customer satisfaction and devetape [43-45], as well as stronger customer loyalty aepent
effective strategies for delivering excellent ldgis pysiness intentions, and superior service and tiogis
service. experiences ultimately lead to more positive custom
Leong et al. [30] define service quality as the gaperception, fostering trust and reliability as vasdlpositive

between expected and perceived service performaitbe, \ord-of-mouth recommendations for quality logistics
the SERVQUAL and SERVPERF models identifying ke'services (e.g., Fu, et al. [46], Alam and Noor }47]

dimensions for measuring this gap. Beyond theseetspd  The following hypothesis is proposed:

LSQ extends to creating value through timely, aa®)r ~ Hypothesis 1 (H1): There is a positive impact of
and condition-specific delivery [31]. The "Seven"Rs|ggistics service quality on perceived organizasiomage.
framework captures this notion, emphasizing cruci

aspepts of service quality [13,32]. LSQ goes bgykbled_ 2.3 Therelationship between logistics service
physical delivery of goods, encompassing intangibl uality and performance

elements like customer care, marketing, and consum High-quality logistics services exhibit responsigss

ngrvices,k contrilbut;nzg fto hcustor?er sr?tisfaction ]'[3b1to customer needs, demonstrated through readiiiealea

lenstock et al. [.] urther refine this concepy employees and transparent solutions [4,26,34,48].

dlﬁgr_entlatlng physpal dlstrlbqthn Service 9“%" Promptness, encompassing lead time minimization and

!?S'St'cs prochegs quality, and |ngIStICS'\(/)IutC0mGﬁ|I%. proactive communication, ensures swift and accurate
e research draws inspiration from Mentzer e{1], gﬁlivery [4,26,35,48,49]. Availability involves e and

emphasm_mg relatlo.nal. competence and the r_ole curate delivery notes, accessible inventory edficient
organizational learing in improving LSQ and acigv gojivery services [4,26,34,36]. Condition refers to

consistent performance [33]. Understanding how LS omprehensive support  services, including proper

influences performance within the B2C context atrdss packaging and product protection measures [4,36,48]

industries  is crucial [26,34-36]. Service qualityg|ayipili : - SR
T o ! exibility entails adapting to variations in custer needs,
characteristics identified in models like SERVQUA&Id | 1o assurance  involves transparent  reporting,

potential for enhancing customer satisfaction,ipaldrly
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certifications, and professional conduct
Assurance signifies reliability in service deliveigaturing
transparent reporting of quality discrepanciesgpob and

[4,10,502.4 Thereationship between perceived

organizational image and performance
The corporate image formed through service promisio

service certifications, and courteous and professio significantly influences the purchasing decisiohswrent
employee conduct, adhering to ethical guidelined amnd potential customers, playing a crucial role in

regulations [25,27]. Price competitiveness ensseggice
costs align with customer budgets [22,51,52]. Utiety,
high-quality logistics services aim to create aifpas

maintaining customer loyalty and engagement [44]. A
positive organizational image is associated witghar
customer satisfaction [1,34,47,59]. and stronghab®ral

emotional experience for customers, fostering fasti intentions [34,59]. This positive image acts as a

loyalty and sustainable success [53,54].

competitive advantage, making it challenging for

Empirical evidence consistently demonstrates th€ompetitors to replicate [47,60].

positive impact of high-quality logistics services a

Organizational image is a multifaceted concept etiap

company's performance [55]. This impact manifests iby tangible and intangible factors like productigsy
several key areas: (1) Delivery efficiency refess tservice experience, company information, reputation

streamlined logistics processes ensure quickeataumd
times and reduced delivery costs (e.g., Fernaratesl,
[49], Fugate, et al. [55], Wang [56]), (2) Timelglivery
of orders refer to consistent on-time deliveriehate
customer satisfaction and build trust (e.g., Lid &yons
[50], Forslund [57]), (3) Product and packagingsafefer
to Reliable logistics protocols protect productsnir
damage, ensuring their safe arrival in customeardl
(e.g., Huma, et al. [51], Li [52]), (4) Product guatkaging
suitability refer to Appropriate packaging and hiangd

communication quality, and customer interactiods64].
This overall impression ultimately influences custs'
perceptions of firm performance [13,62]. A strong
organizational image increases brand preference and
customer loyalty, reducing marketing risks [63]. It
positively impacts customer satisfaction and Igyalt
evaluations, [15,44], and contributes to positiustomer
satisfaction and service continuation intentior@s$4,64].
Consistently positive customer experiences sen& as
key driver of a positive image, creating a sense of

methods prevent product deterioration and maintaiépecialness and positive feelings [46,64,65]. Gusts
quality (e.g., Tran [34], Huma, et al. [51]), an8) ( with a positive organizational image are more ke
Availability of products refer to Efficient logists systems consider its products and services as reliable ahd

keep inventory levels optimized, minimizing stoctsand
maximizing sales opportunities (e.g., Fernandes, §49],
Fugate, et al. [55]).

reasonable quality [46,65].
The formation of this image involves both direct
experiences and indirect exposure, such as wordenfth

Enhanced customer satisfaction, a direct consequeng 44 59]. It is closely linked to the organization
of these benefits, further bolsters a companygputation, including employee support for markgtind

performance: (1) Positive customer experience sefer service activities [65,66]

and commitment to sbcia

tlmely and accurate deIiverieS, COUpled with safel a responsibi“ty, ethiCS, and the environment [2453$,A

suitable packaging, reinforce customer satisfactod
loyalty (e.g., Tran [34], Fernandes, et al. [49)inhh, et al.
[51]), (2) Brand advocacy refers to satisfied costcs

strong, positive image benefits the organizatioyobd
customer loyalty, enhancing market position, buiidi
stakeholder confidence, and translating into fimgnc

become brand advocates, promoting the companytandduccess [65,67]. It also fosters a favorable putgicion

products through positive word-of-mouth and williegs
to try new offerings (e.qg., Tran [34], Huma, et[&L]), (3)

through positive customer attitudes and recomméntat
The above literature supports a positive link betwe

Increased customer retention refers to strong ﬂlcgls perceived Organizationa| image and key performance

capabilities fostering customer loyalty, leadingrépeat

indicators, including efficiency in delivery, custer

business and sustained revenue growth, and (4)pkregr satisfaction customer retention, and intentiondotinue
brand reputation refers to the consistent delivefy ysing the logistics service.

excellent customer service strengthens a comphrgrsl
image and credibility [58].

Thus, by prioritizing quality logistics, companiean
reap significant rewards in terms of operationfitefncy,

The following hypothesis is proposed:
Hypothesis 3 (H3): There is a positive impact of
perceived organizational image on performance.

enhanced customer satisfaction, and ultimately,csem 2.5 The mediating effect of perceived

competitive and thriving business.
The following hypothesis is proposed:

Hypothesis 2 (H2): There is a positive impact of

logistics service quality on performance.

organizational image logistics service quality and
performance

Organizational image is not just a snapshot, but a
dynamic picture built from past experiences, enmstjand
perceptions of an organization's name, reputatom,
service quality [44]. Attributes like name, repinat and
service quality collaborate seamlessly, shapingoooers'
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overall impressions through a constellation of ifegd, influences company performance directly (logistics
thoughts, attitudes, and experiences. This coasitell efficiency, customer satisfaction) and indirectiyaugh
etched in the minds and hearts of consumers, fohms the enhanced organizational image [4Wjvesting in
very essence of a brand, evoking a specific sefise superior enterprise service quality will raise taeel of
meaning and feeling, this perspective is in harmeitli  supplier service quality, helping to drive greater
Keller's concept, underscoring the significance abrganizational satisfaction and loyalty with seeviguality
holistically managing brand image by considering abnd the corporate image it serves. Important bedge
facets of the organization [63,68,69]. like a domino effecfl]. Logistics service quality has a
The previous study, Abd El Salam, et al. [70] redea powerful impact on firm performance, as evidencgd b
emphasizes the powerful link between exceptiorzplier  studies from Alam and Noor [47], Ozkan, et al. [72]
service quality, customer satisfaction, and loydyards Hossain, et al. [74]. This impact occurs througthlzbirect
both the organization and its distributors, esgbcihose and indirect influences.
with strong reputations. Satisfied and loyal cusmsn The following hypothesis is proposed:
become vocal brand advocates, sharing positive Hypothesis (H4): There is a positive mediation of
experiences and post-purchase feelings and expesienperceived organizational image on the relationship
are crucial [71]. As, Ozkan, et al. [72], Choi [7Bpssain, between logistics service quality and performance.
et al. [74] show how customer satisfaction, infloed by

service quality and organizational image, impacerall These reviews encapsulate valuable recommendations
satisfaction, influencing future behavior, and mghiase for both research and practical applications. Thieles
intent. featured in this special issue not only complentbat

In addition, Chien and Chi [1] supports the ideat th existing reviews but also offer additional insigterived
organizational service quality enhances supplieviee from the realms of marketing, logistics service lifya
quality, fostering organizational satisfaction, dagalty. performance evaluations, and related fields. Weegnthe
Service quality and organizational image mediateeben  organizing framework in Figure 1.
service quality and satisfaction. Logistics servgmlity

Perceived Organizational Image
Hi H3
Logistics Service Quality
- Timeliness Perf
- Availability H2 eriormance
. - Logistics Efficiency
- Condition . :
Flexibility - Customer Satisfaction
L - H4 - Continuance Intention
- Assurance
——————————————————— =
- Price
Figure 1 Conceptual frame work
3 Methodology 3.1 Research instruments

As an empirical research, we focus on using Logistics service quality measures were adapted fro
questionnaires as a data collection tool, focusimy Mentzer et al. (1999) and Mentzer et al. (2001)e Tast
customers who The group of customers within the MKne is composed of 12 items. The data collection
company's network utilizes the cold chain supplyidtics  instrument consists of questionnaires, consistirffg o
services provided by XYZ Company. Statistical asisly quantitative attitude and demographic data questioes,
uses structural equation modeling techniques tovans which measure 3 latent and manifest variables ltiogis
research objectives and research hypotheses. Service Quality (LSQ), Perceived Organizational gea

(PQI), and Performance (PER). We use the Likefesaa
which a 6-point scale was scored as 1 = stronglggiee,
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2 = disagree, 3 = somewhat disagree, 4 = somewhee,a
5 = agree, and 6 = strongly agree. In addition, tdst

results for the validity of each variable had aphal Table 1 Statistics Goodness of fit
Cronbach coefficient of .938-.979 (n = 541), appiap Relevant Statistic Criteris__ | Test Valu
for cognitive tests such as intelligence tests. Relative Chisquare y2df < 1.327
2.0C
3.2 Sampling method and data collection p-value p>.05 .053
We chose to use a simple random sample to estimaigoodness of Fit Indk GFI >.9¢ 081
the population proportion. Data collection was ieatout  Adjusted Goodness of Fjt AGFI>.95 963
using a questionnaire. The questionnaire data ae@dly |ndex
were used to determine the size of the sagie collected  Comparative Fit Inde CFl >.9¢ 9cg
from the population consisted food cold chain cong® ~Normed Fit Inde NFI>.95 .992
MK Restaurant Group Public Company Limited443 T ckerLewis Indes TLI >.95 997
branches, Yayoi Restauran182 branches, Laem Charoem R0t Mean Square Error 6f RMSEA 025
Seafood = 32 branches, GRAM & PABLO = 15 bra”CheS’Approximatior <.0F
and Sushiro GH (Thailand) Ltd. = 10 branches, t68# Default model. HOELTER| HOELTER 543
branches. ’ (.05)>20(

Set the sample size programmatically. G*Power 31.9
is equal to 497 samples, which is sufficient foalgais of
the Structural Equation Model. Questionnaires vgerg to
all branches and were returned and completed for

4.3 Resultsof testing of the hypotheses

Hypothesis testing shall provide the same as the
) . Structural Equation Modelling by considering thé&x((t-
respondents, these pranche; are aIread_y bemgg&ém value) andp-value used for the test of the hypothesis. The
XYZ Company, which provides logistics services forhypothesis analysis (Table 2) was executed usiedgl

constant-temperature food productshe nqmber of SPSS AMOS software [76,77]. It indicates that value
complete questionnaires from respondents, inclutiikg higher than 1.96 for all hypotheses of statistical

Restaurant Group Public Company Limite356 branches significance. It can be concluded that the resuifport all

(65.80%), Yayoi Restauramt 145 branches (26.80%), ti d that th lts of th ha
Laem Charoen Seafood = 25 branches (4.62%), GRAM %i%tlj;ng ;%ILST‘;%'G 4aandeih;ezlrj1als n?odelegigfﬂreez wn

PABLO =8 branches (1.48%), and Sushiro GH (Thailand Hypothesis 1: Logistics service quality has a direc

Ltd. =7 branches (1.29%), tota#1 branches (100.00%) effect on perceived organizational image. The Hyesis
testing is concerned with standardized effect =.8Bat
4 Data analysis supports a statistically significant hypothesig<.001.
4.1 Descriptive statistics Hypothesis 2: Logistics service quality on perfonoe
Descriptive statistics on demographic profile. Amon The hypothesis is concerned with standardized teffec
all the respondents (n = 541), only 69.69 perceat a=-203, that supports a statistically significanpbthesis at
female, the average age is 34, 448 respondengil@2in P<0.001.

Gen Y, Completed a bachelor's degree 65.62%. Hypothesis 3: Perceived organizational image has a
direct effect on performance. The hypothesis tgsiin
4.2  Structural equation model analysis results concerned with standardized effect =.807, that stupm

The analysis of the Structural Equation Model (SEM§tatistically significant hypothesis p€0.001. _
required a simple model with large samples shoeltéddd Hypothesis 4: The mediating effect of perceived
to strict fit standards [75]. We take precautioiveg the ©rganizationalimage on the relationship betweersts
large sample size used for structural equation modg€rvice quality and performancBhe hypothesis testing is
analysis. The test of consistency between the gegsdaf  concerned with standardized effect =.700, that stpm
fit measures in the model was found to be in hagwath ~ Statistically significant hypothesis p0.001.. _
the fit of the model, with result: Chi-squayé)(= 72.971, The results of the Structural Equation Modeling
df = 55, CMIN/DF §%/df) = 1.327 p-value = .053, GFI = analysis equations were formed (1), (2):

.981, AGFI = .963, CFIl = .998, NFI = .994, TLII €97, ] S
RMSEA = .025, and HOELTER (.05) = 543 (Table 1 and - Perceied Organizational Image =
Figure 2). .867(Logistics Service Quality), R?> = .976 (1)

It could be concluded that the form of the struaitur o ] )
equation of the variables affecting performance wasPerformances =.203(Logistics Service Quality) +
consistent with the empirical data. Accordinglyeth  -807(Perceied Organizational Image),R* = .600
statistics of Goodness of fit as shown in Table 1. (2)
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.862 .876 927 .894 877

POIl POI2 POI3 PO4 POI4

773 TIM
762 AVA Perceived
Organizational
Image LOE 613
875 CON
isti i Feokok
Togistics 'Servme 203 Performance SAT 878
.891 FLE Quality
COI 861
.848 ASS
821 PRI N=541, Chi-square = 72.971, df = 55, Chi-square/df = 1.327, p=.053
GFI=.981, AGFI=.963, CFI = .998, NFI = .994, TLI = .997, RMSEA = .025

Figure 2 Final model

Table 2 Analysis on the relationship of the vargbl

Relationship of Variables Standardmed S.E. C.R. | p-value Squared Multiple Correlations
Regression Weigl
LSQ -—> POI 867 .035 | 25.583| p<.001 751
LSQ ---> PEFR 202 .03z | 6.44¢ | p<.001 97¢
POI ---> PEFR .807 .04% | 17.61¢ | p<.001 .861
LSQ ---> TIM .87¢ -2 -2 -2 AT
LSQ ---> AVA .873 .026| 35.665 p<.001 162
LSQ ---> CON .93t .027 | 34.42¢ | p<.001 .87¢
LSQ ---> FLE .94< .02¢ | 35.10¢ | p<.001 .891
LSQ ---> ASS 921 .02¢ | 33.08 | p<.001 .84¢
LSQ ---> PRI .90¢ .02¢ | 31.62¢ | p<.001 .821
POI ---> POI1 .92¢ -2 -2 -2 .862
POI ---> POIZ .93¢ .02Z | 46.49: | p<.001 .87¢
POI ---> POIZ .96: .021 | 46.74¢ | p<.001 927
POI ---> POI4 94t .02% | 43.30¢ | p<.001 .89¢
POI ---> POIE .93¢ .02¢ | 41.73" | p<.001 871
PEFR ---> LOE 927 -2 -2 -2 613
PEFR ---> CSAT .93 .03€ | 26.52( | p<.001 87¢
PER --> col .928 .037| 26.182 p<.001 .861

Note: Logistics

Service Quality = LSQ, Perceivedrg&izational Image = POI, Performance = PER, Timesk = TIM,

Availability=AVA, Condition = CON, Flexibility = FIE, Assurance = ASS, Price = PRI, Logistics Efficier LOE, Satisfaction =
SAT, Continuance Intention = COI.
-& Fixed parameter does not display the Standarar E®.E.), Critical Ratio (C.R.)

Table 3 Hypothesis test results

Hypothesi coef Result:
H1: Logistics Service Quality ---> Perceived Orgational Image 86 7*** Supported
H2: Logistics Service Qualit---> Performanc .807*** Supporte
H3: Perceived Organizational Image ---> Performance 203+ Supported
H4: Logistics Service Quality ---> Perceived Orgational Image ---> Performance 700%** Supported

Note:* = p<.05; :** = p<.01; *** = p<.001
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Table 4 Standardized direct, indirect, and totdééefs of the factors test results

Effects Total direct Indirect
Variable: LSQ LSQ POI PEF LSQ POI PEF
POI .867 .867 - .807 - - -
PEF .90: .20¢ .807 - .70C - -

5 Discusson and implementation deliveries but also prioritize customer satisfactand
This comprehensive research study provides valuatand building.

insights into the critical role of perceived orgeational The findings highlight the importance for logistics

image in mediating the relationships between laggist Providers to focus on both service excellence and

service quality and key performance outcomes irctié ~Cultivating a positive organizational reputationvésting
chain logistics provider sector industry. in service quality and brand management can magimiz
customer satisfaction, continuance intention, avnelral

51 Management implications logistics efficiency performance.

This study analyzes the restaurant industry in lahdi Logistics Service Quality and Customer sgtl_sfactlon_
by surveying5 4 1 branches of reputable restaurant T_he results demo_nstrate that higher logistics servi
companies. It examines the impact of logistics iserv quality, encompassing factors such as flexibility,
quality and perceived organizational image on thgonditions, guarantees, price, timeliness, and icerv
Performance of transportation and logistics proide availability, directly leads to greater custometsfaction
Employing structural equation modeling, our analysiahd continuance intention, efficient logistics apns
unveils a robust causal pathwa(.001) where superior that reduce costs and lead times also positivepaan
logistics service quality (LSQ) directly boosts tpot CUStomer satisfaction and continuance intention.
perceived organizational image (PIO) and firm The medlatmg role of perceived orgamzatlon_ql imag
performance. This connection is demonstrably mediy . Crucially, the study found that perceived orgariaret
the resulting improved image acting as a key driver image playsas_|gn|f|cantmed|at]ng roIemthamaIns.hlps
performance gains. As shown in Tables 3 and Tapie 4between logistics service quality, customer satisia,
one-unit increase in LSQ leads to a significant7®p. continuance intention, and logistics efficiencypssitive
increase in PIO (.867) and a subsequent g0.7649anizational image enhances the perceived vdltieeo
improvementin firm performance (.807). Interesjnthe Ioglstlps services, driving higher customer satigéa and
mediating effect of PIO explains 70% of the totapact of '€tention. o
LSQ on performance (.700), highlighting its crucie in Actlona.ble insights: Managers can leverage these
this relationship. While LSQ exerts a direct effect findings to: L _
performance (.203), the indirect effect through AgO  Quantify the ROI of logistics investments: Demoatgtr
significantly stronger. The findings of this stutay assist the directand indirectfinancial benefits of impirg LSQ.
the marketing business and organizations otthe chain Prioritize customer-centric initiatives: Design isties
logistics providers: processes that deliver exceptional service expezEn

Prioritizing exceptional logistics: Our research©Stering positive brand perceptions. _
demonstrates the profound impact of superior lagist ~ Align logistics with marketing and branding efforts
service quality (LSQ) on both brand perception &mel Leverage.the positive spillover effect of supelagistics
bottom line. Investing in efficient, reliable, andstomer- 0N brand image. o
centric logistics strategies is not just an operst Monitor and measure key performance indicators
concern: it's a strategic driver of competitive aatage.  (KPIS): Track LSQ, PIO, and their impact on firm

Building image through excellence: The ana|ysi§erformancetolldentlfy areasfprcontmuousmpment._
reveals that improved PIO acts as a powerful mediat BY embracing a strategic approach to logistics,
between LSQ and customer satisfaction, continuanB&'Sinesses can unlock its potential as a powesbllfor
intention, and logistics efficiency, which are dalic boostmg both brand image and financial succEmaIIy,
determinants of firm performance. By exceedingamer COmpanies should support the development of reskiit
expectations through seamless deliveries and reisgon UPSKills, and knowledge of employees in the quatity
service, businesses can cultivate a positive brarege 09istics services and the use of technology topstp
that fosters trust, loyalty, and ultimately. socio-economic changes, and for business sustéipabi

Direct and indirect pathways to success: While LS(BS'SO]-
directly influences performance, its most significa o
impact comes through the indirect pathway of enbdncS.2 Research implications _

PIO. This underscores the importance of focusing on This research is a cross-sectional study. Therefore

holistic logistics improvements that not only erestimely ~ longitudinal studies should be conducted so thahghs
can be more accurate and their application in stth
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consistency with the parameters in the researcheinod cooperation in  responding to the questionnaire.
Furthermore, the success of this study is indehtetthe

6 Conclusions and limitations indispensable insights shared by our informantsp wh

6.1 Conclusions played a crucial role by providing pertinent infation

This comprehensive research study provides valuagi@d offering exceptional support in completing the
insights into the critical role of perceived orgeational duéstionnaires. Your contributions have been instntal

image in mediating the relationships between lagist N the accomplishment of this research, and weesty
service quality and key performance outcomes irctie¢  2PPreciate your collaborative efforts.
chain logistics provider sector industry.

This research establishes a significant link betwedR€ferences
logistics service quality (LSQ) and both perceivedl] CHIEN, L.H., CHI, S.Y.: Corporate image as a
organizational image (POIl) and Performance, corifigm mediator between service quality and customer
findings from previous investigations. We demortstthat satisfaction: difference across categorized extrigjt
improved LSQ directly enhances POI, leading to thesi Heliyon, Vol. 5, No. 3, e01307, pp. 1-24, 2019.
performance outcomes like customer satisfaction, https://doi.org/10.1016/j.heliyon.2019.e01307
continuance intention, and efficient logistics. $&e [2] BEHDANI, B., FAN, Y., BLOEMHOF, J.M.
findings inform cold chain supply logistics manageithe Sustainable Food Supply ChainsWageningen,

strategic importance of prioritizing LSQ improven®to Academic Press, 2019.

attract and retain customers. [3] COOPER, M.C., LAMBERT, D.M., PAGH, J.D.:
Supply Chain Management: More Than a New Name

6.2 Limitations for Logistics, The International Journal of Logistics

These findings emphasize the need for logistics Management, Vol. 8, No. 1, pp. 1-14, 1997.
providers to prioritize both service quality and _https:/doi.org/10.1108/09574099710805556

organizational image to maximize customer satigfact [4] HSIAOA, H.I., KANGA, H.W., SHANGB, K.C.Cold

continuance intention, and overall logistics ey chain capability for food cold chain management:

performance. Concept And ApplicatignSymposium on Logistics —
While offering valuable insights, this study Conference Proceedings, pp. 454-465, [Online],

acknowledges certain limitations: Available: https://www.researchgate.net/profile/fsan

Scope: The focus on MK restaurant customers and a Setyaningsih/publication/339401715  [2 Apr 2024],
single logistics provider in Thailand restricts the 2019. _
generalizability of findings. Future research skoul[5] YAN, H., SONG, M.J., LEE, H.Y.: A Systematic

continue to study populations and samples in aetarif Review of Factors Affecting Food Loss and Waste and
adjacent sectors and industries to gain a broader Sustainable Mitigation Strategies: A Logistics $egv
perspective. Providers’ Perspectiv§ustainability Vol. 13, No. 20,

Predictor variables: Exploring additional factors PP. 1-20, 2021. https://doi.org/10.3390/su132011374
beyond this study's scope, such as trust, perceiziest, [6] VAN DER VORST, J.G, PEETERS, L,
risk, and relationship marketing, could enrich our BLOEMHOF, J.M.: Sustainability assessment

understanding of performance influences. framework for food supply chain logistics: empitica
Performance measurement: Expanding beyond findings from dutch food indU.Stry,lﬂternational
traditional metrics to include sustainability indfors Journal on Food System Dynamidl. 4, pp. 130-
would provide a more holistic evaluation of opevadil 139, 2013. https://doi.org/10.22004/ag.econ.164795
SUCCESS. [7] BURGANOVA, N., GRZNAR, P., GREGOR, M.,
MOZOL, S.: Optimalisation of Internal Logistics
Euture resear ch directions Transport Time Through Warehouse Management:

Addressing these limitations in future investigaio ~ Case StudyTransportation Research Procedidpl.
can unlock a deeper understanding of the intricate 99, PP. 553-560, 2021.
relationship between LSQ, POI, and operationalltesu __ https:/doi.org/10.1016/j.trpro.2021.07.021
across various contexts. Additionally, incorporgtirew  [8] FISHER, M.L.: What is the right supply chairr fygour
predictor and performance measurement variables can Product? Harvard business review/ol. 75, pp. 105-

enhance the practical implications and decisioningak 117, 1997.
value of future research efforts. [9] TRACEY, M., LlM, JS, VONDEREMBSE, M.A.:

The impact of suppkghain management capabilities
on business performancgupply Chain Management:
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