
 HUBS DISSERTATION v 
 

Table of Contents 
ABSTRACT .............................................................................................................................. iv 
List of Tables .......................................................................................................................... vii 
List of Figures ........................................................................................................................ viii 
List of Appendices .................................................................................................................... ix 
Introduction ................................................................................................................................ 1 

1. Rationale for research .................................................................................................... 1 
1.1. Problem – What is the impact of collaboration between the e-commerce and the 
non-conventional couriers to the customer satisfaction of the delivery service and tendency 
to be loyal with the e-commerce? .......................................................................................... 2 

Literature Review ....................................................................................................................... 4 
2. Theoretical framework and hypothesis .......................................................................... 4 
2.1. Same-day delivery / last mile delivery ....................................................................... 4 
2.2. Logistics Service Quality (LSQ) ................................................................................ 5 
2.3. Customer satisfaction and loyalty .............................................................................. 8 
2.4. Hypothesis development and conceptual framework .............................................. 10 

Research Methodology ............................................................................................................ 12 
3. Introduction .................................................................................................................. 12 
3.1. Research Design ....................................................................................................... 12 
3.2. Data Collection Method ........................................................................................... 13 
3.3. Instrument Testing ................................................................................................... 14 

3.3.1. Validity Testing ................................................................................................... 14 
3.3.2. Reliability Testing ................................................................................................ 15 

3.4. Data Analysis Method .............................................................................................. 16 
3.4.1. Multicollinearity .................................................................................................. 16 
3.4.2. Hypothesis Testing ............................................................................................... 16 
3.4.3. Path Analysis ....................................................................................................... 17 

3.5. Ethical concerns ....................................................................................................... 17 
Data Analysis ........................................................................................................................... 18 
4. Summary of data collected ............................................................................................... 18 

4.1. Respondent Characteristics ...................................................................................... 18 
4.1.1. Gender .................................................................................................................. 18 
4.1.2. Age ....................................................................................................................... 18 
4.1.3. Frequency of shopping in Indonesia’s e-commerce ............................................ 19 
4.1.4. Most selected e-commerce for shopping ............................................................. 20 
4.1.5. Most selected product category when shopping in e-commerce ......................... 21 

 The Impact of Same-Day Delivery Services Option in
Indonesia&Atilde;&cent;&iuml;&iquest;&frac12;&iuml;&iquest;&frac12;s E-Commerce Collaborating
with
Non-Conventional Courier towards Customer Loyalty with E-commerce
HANDI AULIA N, Professor Nishikant Mishra
Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/



 HUBS DISSERTATION vi 
 

4.2. The result of Validity and Reliability Test .............................................................. 22 
4.2.1. Validity Test ......................................................................................................... 22 
4.2.2. Reliability Test ..................................................................................................... 23 

4.3. Descriptive Statistics ................................................................................................ 24 
4.4. Multicollinearity Test result ..................................................................................... 26 
4.5. Test of Hypothesis and Path Analysis ..................................................................... 27 

4.5.1. Hypothesis 1 (H1) Logistics service quality has a direct significant impact on 
customer's satisfaction with the logistics provider ........................................................... 27 
4.5.2. Hypothesis 2 (H2)  Logistics service quality has a direct significant impact on 
customer's loyalty with the e-commerce .......................................................................... 28 
4.5.3. Hypothesis 3 (H3) Customer's satisfaction with the logistics provider have a 
direct significant impact on customer's loyalty with the e-commerce ............................. 28 
4.5.4. Hypothesis 4 (H4) Logistics service quality through customer's satisfaction with 
the logistics provider (mediating role) have an indirect significant impact on customer's 
loyalty with the e-commerce ............................................................................................ 28 

Discussion ................................................................................................................................ 31 
5. Theoretical contributions ............................................................................................. 31 
5.1. Managerial implications ........................................................................................... 32 
5.2. Research limitations ................................................................................................. 33 

Reflection on the process ......................................................................................................... 35 
Conclusion ............................................................................................................................... 36 
Reference List .......................................................................................................................... 37 
 

 

 
 

 

 

 

 

 

 The Impact of Same-Day Delivery Services Option in
Indonesia&Atilde;&cent;&iuml;&iquest;&frac12;&iuml;&iquest;&frac12;s E-Commerce Collaborating
with
Non-Conventional Courier towards Customer Loyalty with E-commerce
HANDI AULIA N, Professor Nishikant Mishra
Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/



 HUBS DISSERTATION vii 
 

 

 

List of Tables 

Table 4.1 Gender ...................................................................................................................... 18 

Table 4.2 Age ........................................................................................................................... 18 

Table 4.3 Online Shopping frequency (yearly) ........................................................................ 19 

Table 4.4 Most visited e-commerce ......................................................................................... 20 

Table 4.5 Most selected product category ............................................................................... 21 

Table 4.6 Results of Validity Test ........................................................................................... 22 

Table 4.7 Result of Reliability Test ......................................................................................... 23 

Table 4.8 Descriptive Statistics 24 

Table 4.9 Multicollinearity Test Result ................................................................................... 26 

Table 4.10 Summary of Multiple Linear Regression results ................................................... 27 

Table 4.11 Summary of the Hypothesis Testing Result .......................................................... 30 

 

 

 

 

 

 

 

 

 The Impact of Same-Day Delivery Services Option in
Indonesia&Atilde;&cent;&iuml;&iquest;&frac12;&iuml;&iquest;&frac12;s E-Commerce Collaborating
with
Non-Conventional Courier towards Customer Loyalty with E-commerce
HANDI AULIA N, Professor Nishikant Mishra
Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/



 HUBS DISSERTATION viii 
 

 

 

List of Figures 

Figure 2.1 Conceptual Framework .......................................................................................... 11 

 

Figure 4.1 Path Model LSQ-CSL ............................................................................................ 28 

Figure 4.2 Path Model LSQ-CSL-CLE ................................................................................... 29 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 The Impact of Same-Day Delivery Services Option in
Indonesia&Atilde;&cent;&iuml;&iquest;&frac12;&iuml;&iquest;&frac12;s E-Commerce Collaborating
with
Non-Conventional Courier towards Customer Loyalty with E-commerce
HANDI AULIA N, Professor Nishikant Mishra
Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/



 HUBS DISSERTATION ix 
 

 

List of Appendices 

APPENDIX 1: Ethics Form ..................................................................................................... 43 

APPENDIX 2: Research Questionnaire ................................................................................... 47 

APPENDIX 3: Data Analysis .................................................................................................. 51 

APPENDIX 4: Validity and Reliability Test ........................................................................... 53 

APPENDIX 5: Multicollinearity Test ...................................................................................... 57 

APPENDIX 6: Descriptive Statistics ....................................................................................... 58 

APPENDIX 7: Meeting Form .................................................................................................. 59 

 The Impact of Same-Day Delivery Services Option in
Indonesia&Atilde;&cent;&iuml;&iquest;&frac12;&iuml;&iquest;&frac12;s E-Commerce Collaborating
with
Non-Conventional Courier towards Customer Loyalty with E-commerce
HANDI AULIA N, Professor Nishikant Mishra
Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/




