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CHAPTER I 

INTRODUCTION 

1.1. Background       

In this globalization era, business competition among the factories in 

Indonesia starts to increase sharply. Globalization has emerged in recent years 

as a major force shaping business policy and strategy. To effectively compete 

in an increasingly challenging globalized market, companies must find ways to 

position themselves in ways that would allow them to take advantage of the 

emerging oppurtinities and neutralize the potential impending threats.  

All industry try to make an innovation and development in its business 

activity, espicially in logistics and supply chain activities. In the 21st century, 

manufacturing activity is becoming a very different business, not only because 

of the availability of new and advanced manufacturing tecnologies and practies, 

but also because of logistics and supply chain activity differences. 

The main point of logistics and supply chain activities are reaching the 

high customer satisfaction by distribute the product with the right amount on 

the right time in optimal cost. Based on this point of view, all industry include 

home industry have to distribute their product by reviewing what kind of 

logistic activity they prefer to, one of the way is third party logistics (3PL).  

Lieb (1992) defines 3PL as involving “... the use of external companies to 

perform logistics functions that have traditionally been performed within 

organization. The functions performed by the third party can encompass the 

entire logistics process or selected activities within that process." Based on this 

definition, industry which use the other organization to perform their activity 

such as packaging, shipping, even in production activity is also called 3PL. 

Third Party Logistics (3PL) is not just for large industries but also for home 

industry. Industry in Indonesia nowadays is not conventional anymore. They do 

not only to product goods and delivery them to the customer but they also 
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manage it how to manage their system to reach high customer satisfaction by 

using 3PL. Their aim is just reach the high customer satisfaction by right time 

delivery on their product so that they can reach high profit. Because of this 

development, this study tries to investigate the relationships between 3PL and 

customer satisfaction in industry in Malang, especially in centra Industry in 

Lawang.  

The criteria will be examined in this research are information technology 

(IT) usage, usage of 3PL, high service performance levels, trust, and customer 

satisfaction. Information Technology (IT) can be used in Supply Chain 

Management to achieve a competitive edge (Bowersox & Daugherty, 1995; 

Powell & Dent-Micallef, 1997). It means that IT is one of the important part of 

3PL facilities which can increase respon to the customer. At the same time, 

customer relationship management is used to gain competitive advantage 

(McHugh, Humphreys, & McIvor, 2003; Whipple & Frankel, 2000). Customer 

relationship management is related to trust of customer. Trust is concidered “a 

critical factor fostering commitment among supply chain partners.  The 

presence of trust improves measurably the chance of successful supply chain 

performance. A lack of trust among supply chain partners often results in 

inefficient and ineffective performance as the transaction costs (verification, 

inspections and certifications of their trading partners) mount.” (Kwon & Suh, 

2004) 

The development of 3PL market in Indonesia has not paralled the growth 

of logistics industry. The growth of logistics industry in Indonesia hampered by 

a lack of logistics professional, the fragmented nature of the logistics industry 

and a lack of value-added services by logistics service providers. Therefore 

firms should improve their resprective 3PL services. 

Based on the previous researchers, the role in 3PL has been investigated 

(Ghijsen, Semeijn, & Wang, 2009). It found that more of 3PL functions is 

associated with higher Service Performance levels. A better service 

performance increases the erception of trust. Trust leads to customer satisfaction 

and customer satisfaction leads to loyalty. Service performance alone does not 
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lead to customer satisfaction; there is no direct linear effect on customer 

satisfaction. The difference between this study and previous research is not 

talking about loyalty but aim to investigate the relationships of 3PL and 

customer satisfaction. 

 

1.2. Research Problem 

In this final project will be discussed on: “How is Structural Equation 

Modeling analysis which is used for analyze the relation between 3PL and 

customer satisfaction “ 

1.3. Research Objective 

The objectives of research are: 

a. To find the relation between 3PL and customer satisfaction using 

Structural Equation Modeling analysis by AMOS software. 

b. To find the value of the relation between 3PL and customer satisfaction 

using Structural Equation Modeling analysis by AMOS software. 

1.4. Scope of The Study 

This problem will be done at regional firms at Malang, East Java. 

1.5. Significance of The Study 

The advantages of research are: 

a. Contribution to the body of knowledge of Structural Equation Modeling 

(SEM) and the way to use the method 

b. Contributing to the body of knowledge of Structural Equation Modeling 

(SEM) about the relation of 3PL provoders to Customer Satisfaction 

c. Contribution to the managerial implication about the relation between 3PL 

and customer satisfaction. 

 

 

 

 

 


