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lines, especially the members of Regional Container Lines. Several logistics companies in Indo-
nesia have now begun to utilize digital technology supported by the national logistics ecosystem
platform to advance logistics activities, to assist logistics processes in all sectors, including the

Keywords: industrial sector. Shipping, especially by sea shipping. One of the research problems, among oth-

Logistics digitalization ers, is that the TSJ/T3 terminal still uses manual delivery orders. The research used the path anal-
Electronic delivery orders ysis method and Sobel test with a random sample of 102 PT Bhum Mulia Prima customers. The
Regional container line result of the study showed that electronic delivery orders and logistics digitalization partially con-
Logistics service quality tribute to the import document activities through logistics service quality. Furthermore, logistics
Import document activities service quality as the intervening variable strengthened the contribution of an electronic delivery

order to the import document activities. Testing is also needed by comparing digital systems be-
tween the shipping companies that still do not use manual documents and those that have used
online processes in import activities.

© 2023 by the authors; licensee Growing Science, Canada.

1. Introduction

In the modern industrial revolution 4.0, technology has transformed to digitalization, especially in the logistics industry (Se-
tiawati et al., 2022). Nowadays, some logistics companies in Indonesia have started to utilize digital technology in
implementing their logistics activities to help the logistics process in all sectors, including the shipping sector, through sea
delivery. The Indonesian shipping industry also follows the advancement of technology. As a result, the government policy in
implementing manual Delivery orders has changed. It has started to implement Electric Delivery Orders (E-DO) in the form
of digital innovation to facilitate the process of goods handling in the port and to make efficient time for logistics activities.
The process of document proposal using E-DO is carried out online, with the benefits of especially time efficiency and cost
efficiency, reducing counter queues, avoiding traffic jams, and ensuring transaction security. One of the shipping agents that
has implemented the E-DO program until now is Regional Container Lines (RCL). The implementation of E-DO by RCL has
been standardized and fully authorized by its principal to process the data. To retrieve E-DO, people must fulfill the
requirements and rules prevailing in the shipment and in the process of import services in RCL, and the D.O. documents must
be taken directly from the RCL office.

* Corresponding author. Tel.: +628129204067
E-mail address: endri@mercubuana.ac.id (E. Endtri)

ISSN 2561-8156 (Online) - ISSN 2561-8148 (Print)
© 2023 by the authors; licensee Growing Science, Canada.
doi: 10.5267/j.ijdns.2023.1.011



782

Regional Container Lines in the port of Tanjung Priok now use four terminals: Mustika Alam Lestari Terminal, KOJA
Terminal, JICT (UTC1), and TSJ/Ter3. Three of the four terminals in the Tanjung Priok port have implemented the delivery
using E-DO directly to the port terminal. In contrast, TSJ/T3 terminal still needs to implement the E-DO delivery process.
The delivery of E-DO to the TSJ/T3 terminal still uses manual D/O because TSJ/T3 terminal has not fully supported the E-
DO program. Behind the poor implementation of E-DO, there still have been problems, such as the inhibited smoothness of
the delivery process. There is also a problem of uncertain ship schedules, so they must make repeat schedules with the
management of the terminal port of Tanjung Priok using a digital system (Barata et al., 2022).

The implementation of E-DO in logistics business in nationwide shipping is intended to facilitate the logistics activities,
especially in the shipping companies, to be effective and efficient (Ricardianto et al., 2023). It is also intended for time
efficiency so that time can be minimized, but the problem is that the service time at the port and the counter is different.
Service time in the port is 24 hours a day, whereas the service time in the office of shipping companies cannot be 24 hours
every day, having no standard procedure to access directly and freely without time restriction. The implementation of E-DO
also aims to facilitate the performance of import document activities in the logistics services, especially in shipping
companies, to be more effective and efficient. However, with the digital innovation of E-DO to facilitate the process of goods
handling in the port, the E-DO program via system still must be improved.

Based on those problems, the researchers identify the problems; (1) Limited time at the shipping line office having impacts on
time efficiency; (2) Incomplete documents as required for import needs; (3) Uncertain ship schedule having impacts on import
activities; (4) Limited understanding of the human resources about logistics digitalization in the implementation of E-DO; (5)
Digital technology experiencing down the system, errors in connection that inhibits import activities. This research aims to
know both the direct and indirect impacts of electronic delivery orders on import document activities with the mediation of
electronic service quality.

Using digital technology in the logistics business can solve many problems, and the technology industry can efficiently replace
some obsolete business models (Helmke, 2022). Based on the studies by Sudrajat et al. (2020) and Moldabekova et al. (2021),
government agencies or companies developed several information systems related to logistics digitalization. The studies by
Ahmed and Rios (2022) and Iman et al. (2022) concern some case studies of logistics digitalization. These studies mention
the new empirical evidence of the potential implication of digitalization for the whole shipping industry. Other research
concerning some variables studied logistics digitalization, among others, by Del Giudice et al. (2022). This study discusses
the main topic in the literature about digitalization and new technology in the ship and port industry. It analyzes the key
variables that will take part in achieving Sustainable Development Goals (SDGs). Another finding by Jovi¢ et al. (2022)
explains that with the impacts of digitalization, there are changes in the business model, such as organizations in the maritime
sector with the additional revenue from new sources, channels, and sales services. The finding by Plomaritou and Jeropoulos,
(2022), explains that although digital technology offers many advantages in the charter business of maritime transportation,
many legal obstacles still exist.

The results of research by Sultra et al. (2020) show that the implementation of electronic delivery orders (Online D.O.)
contributes positively to the service users in accelerating the flow of documents and import goods to the port and that it also
faces some obstacles in the shipping companies. Based on the study by Bae and Lee (2016), delivery order (D/O) in the cargo
delivery process plays an essential role in international container transportation. Another research by Prastyorini and Syaputra
(2020) mentions that container import activities are affected by the electronic delivery order (E-DO) and the e-container
equipment interchange receipt. In line with the growth of trade volume and the recent tighter regulation, Digital Transformation
is very important for container lines to follow the new trend in the container shipping industry (Yuen et al., 2022). As a result
of another research, Tavares and Castafieda-Ayarza (2022) show that international trade has become shorter, more centralized,
and more transparent with the simplified import process. Research by Pangaribuan et al. (2021) finds several things related to
Delivery Orders, namely online D.O. systems with good quality, not many companies switch to electronic delivery orders,
and the announcement of Delivery Orders by the port operator has positive impacts. Aprilia et al. (2022) state that there needs
to be synergy between the choice of incoterms documents and the involvement of 3PL, which can support the performance of
logistics import activities that can reduce the risk and cost as well as increase the efficiency of import activities.

Today, the measurement of logistics service quality through their customers’ feedback and the relation between logistics
service quality and performance measurement, in fact, still need to be paid adequate attention to (Singh et al., 2022). The result
of a study by Jamkhaneh et al. (2022) provides essential guidance for companies to improve their logistics service quality to
cope with traditional supply chain and logistics challenges. Some dimensions of logistics service quality, according to the
studies by Gupta et al. (2022), Gupta et al. (2022), Susanto et a. (2020), Akil and Ungan (2022), and Yen et al. (2022) have an
indirect correlation with customer loyalty, which is mediated by customer satisfaction. Most customers perform good jobs in
terms of quality, accuracy, and punctuality and have a high level of logistics services (Ma et al., 2022; Indrasari et al., 2022).
However, companies consider the environment's uncertainty when determining the strategy to improve their logistics service
quality (Ercan & Celik, 2022).
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2. Literature Review
2.1 Logistics Digitalization

Digitalization explains working by utilizing information and communication-based tools and practices (Berger, 2016).
According to Kayikci (2018), the concept of logistics digitalization allows transparency along the time from supplier to cus-
tomer, or in other words, there must be transparency along the supply chain. In general, Istomin et al. (2021) state that using
an online digital platform can be done by using web technology in a distributed network and wide cloud application. Many
companies make strategic changes, such as business consolidation, integration processes, and investment in digitalization to
solve their problems (Jensen, 2017). Digitalization using internet technology in Indonesia has affected some business sectors
and orders for online shopping to increase the use of transportation for cargo delivery (Rusminingsih, 2022). Especially for
logistics digitalization, technology as a process of increasing added value uses or produces a product, where the product is
inseparable from the other existing products. Shipping companies can submit the electronic delivery order (E-DO) by
uploading it to the website. Logistics digitalization can be synthesized as a series of logistics activities ranging from planning,
implementing, and controlling the effective and efficient flow of goods or services. The information also concerns the starting
point until the point of use to fulfill customers’ needs which is transformed into a digital format.

2.2 Electronic Delivery Order

Electronic Delivery Order (E-DO) is a warrant for the delivery of goods or cargo (Jin-Hong, 2006). Online DO is the redeemer
of delivery orders from shipping lines made by an expedition company in an electronic form (Sultra et al., 2020). It needs to
increase the speed and smoothness of outflow cargo services from the port by implementing electronic orders for import
cargo. According to some researchers like In-Hyeon, (2011), Jung-Won, (2013), and Seok-Wan, (2008), E-DO is an elec-
tronic document stating that a shipping company orders the warehouse operator to deliver the cargo to the cargo owner. In
their study, Bae and Lee (2016) state that E-DO is a transportation document used by a shipping company to order or instruct
the warehouse operator who manages the transported cargo to deliver or hand over the cargo to the cargo owner.
Theoretically, the implementation of E-DO sends an electronic message as proof of cargo delivery issued by the shipping
company to the shipper.

2.3 Import Document Activity

Theoretically, according to the Law of the Republic of Indonesia, import activity brings goods from other countries’
ports/customs areas into Indonesian customs areas. The customs area is the territory of Indonesia which includes land, water,
and the air above it, as specific places in the Exclusive Economic Zones and continental land. The document in activity of
document digitalization is the main factor of added value in sea transportation, and the Covid-19 pandemic era can accelerate
document delivery (Pu & Lam, 2021). Therefore, import documents can be synthesized as an international trade activity by
bringing goods into Indonesian customs areas carried out by individuals or companies running export-import businesses
subject to import duties in compliance with the prevailing rules and regulations.

2.4 Logistics Service Quality

Logistics service quality using the SERVQUAL model, according to Mentzer et al. (2001), becomes one of the most effective
measurement models to examine and assess the quality of logistics services. According to Mentzer et al. (2001), the dimensions
of logistics service quality measure physical attributes and more qualitative dimensions. According to Thai (2014), the quality
of service, especially logistics service, is a series of interactions among the suppliers of logistics services. Electronic service
quality can theoretically be synthesized to establish efficient regulations and excellent standard services, to collaborate
government services with the platform of business players in logistics, and to create an appropriate logistics space arrangement
supported by an information technology system. Therefore, logistics service quality is much related to information technology
and logistics innovation (Akoglu et al., 2022; Ricardianto et al., 2021).

This research aimed to know the impacts of E-DO and logistics digitalization on the activity of import documents mediated
by logistics service quality in the national shipping companies, especially as a member of Regional Container Lines. The
research was conducted on the import customers of PT Bhum Mulia Prima. The process reviewed was the implementation of
electronic delivery order shipping, logistics digitalization, the activation process of import documents, and program I of the
National Logistics Ecosystem concerning the ease of service (logistics service quality). This research consists of two inde-
pendent variables, namely E-DO (X)) and logistics digitalization (X), a dependent variable of import document activity (Z),
and an intervening variable, namely logistics service quality (Y). With the combination of these four variables in the discussion
about logistics services in the national shipping agents, especially the Regional Container Lines (RCL) group in Jakarta, this
research is a novelty. Furthermore, this research uses a quantitative approach, and the correlation among the variables can be
described hypothetically as a conceptual framework (Fig. 1).
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2.5 Hypotheses

Hu: Electronic delivery order has a direct impact on logistics service quality.

Hz: Logistics digitalization has a direct impact on logistics service quality.

Ha: Electronic delivery order has a direct impact on import document activities.

Ha: Logistics digitalization has a direct impact on import document activities.

Hs: Logistics service quality has a direct impact on import document activities.

He: Electronic delivery orders indirectly impact import document activities mediated by logistics service quality.
H7: Logistics digitalization indirectly impacts import document activities mediated by logistics service quality.

Hs el e2
Electronic Delivery He H,;
Order (X1)
Logistics Service Import Document

H: Quality (Y) Activities (Z)
Logistics “
Digitalization (Xz) H,

Fig. 1. Conceptual Model

3. Research Method

In this research, the samples are the employees of PT Bhum Mulia Prima, amember and agent of the Regional Container Lines
(RCL) Group, with as many as 102 respondents. The respondents come from the export and import documentation division,
finance and accounting division, logistics operation division, sales and customer services division, project procurement divi-
sion, and forwarding companies or direct shippers that use the shipment from PT Bhum Mulia Prima. The method used in
this research is Path Analysis supported by several steps through an analysis of the sub-structural I equation. Calculating the
coefficient of determination followed by an analysis of the sub-structural II equation, with which each equation calculated
the coefficient of determination and partial effect test or t-test. In the next step, the mediation test was conducted using the
Sobel test.

4. Results and Discussion
4.1 Path Analysis

Analysis of Sub-Structural I Equation

Table 1
Results of Test on the Coefficient of Determination of Sub-Structural I Equation
Model R R Square Adjusted Std. Error
R Square of the Estimate
1 0.829 0.688 0.682 3.551

The value of R square (R?) is 0.688 or 68.8% which means that the ability of E-DO (X1) and logistics digitalization (X2)
variables in explaining the variable of logistics service quality (Y) is 68.8%, and the value of error terms is 0.558 (Table 1).
This analysis of sub-structural I is used to know the influence of independent variables X1 and X2 on the intervening variable
Y.

Electronic Delivery Order (X1) BZX4 l el 0558

0.459
0.452 Service Quality Logistics (Y)
Logistics Digitalization (Xz) %

Fig. 2. Sub-Structural Correlation of X;, X;to Y
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T Test: Partial Testing of E-DO (X1) toward Logistics Service Quality (Y)
Based on the results of the t-test, the tsatistics 0f E-DO (X1) toward logistics service quality (Y) is 6.162 at a significance of 0.000.

E-DO (X)) has a significance value of 0.000, less than a (0.05); thus, E-DO (X)) has a significant influence on logistics service
quality (Y).

T Test: Partial Test of Logistics digitalization (X2) toward Logistics Service Quality (Y)

Based on the results of the est, the significance value of E-DO (X) is 0.000, which is less than a (0.05). Thus, it can be
concluded that logistics digitalization (X>) significantly impacts logistics service quality (Y).

Results of Sub-Structural I

The significance test of E-DO and logistics digitalization affects logistics service quality because they have a value of sig <
0.05. The value of 0.459 indicates the influence of E-DO on logistics service quality. Thus, logistics service quality is
influenced by E-DO as big as 45.9%, and the value of 0.452 indicates the influence of logistics digitalization on logistics
service quality. Thus, logistics service quality is influenced by as big as 45.2% of logistics digitalization.

4.2 Analysis of Sub-Structural IT

Analysis of sub-structural II is used to know the influence of independent variables (X;, X;) and intervening variable (Y) on
the dependent variable (Z).

0.361 e2
Electronic Delivery BZX: 0.589
Order (X1)  ’
0.459 0.419 '
Service Quality Import Document

0.452 Logistics (Y) Activities (Z)
Logistics w'
Digitalization (Xz) 0.097

Fig. 3. Sub-Structural Correlation of X;, X5, t0 Y

\

Table 2
Result of the Test of Determination Coefficient of Sub-Structural II
Model R R Square Adjusted Std. Error
R Square of the Estimate
1 0.807 0.652 0.641 3.988

From Table2, it can be seen that the value of R Square is 0.652 or 65.2%. Thus, the ability of E-DO (X)), logistics digitalization
(X2), and logistics service quality (Y) in explaining the import document activity (Z) is 65.2%, and the value of error terms
(e) is 0.589.

T Test: Partial Test of Logistics Service Quality (Y) on Import Document Activities (Z)
The significance value of logistics service quality (Y) is 0.000 less than o at 0.05. Thus, it can be concluded that logistics
service quality (Y) significantly influences import document activities (Z).

T Test: Partial Test of E-DO (X1) on Import Document Activities (Z)
The significance value of E-D.O. (X;) is 0.000 less than a 0.05. Thus, it can be concluded that E-DO (X,) significantly
influences import document activities (Z).

Partial Test of Logistics Digitalization (X2) on Import Document Activities (Z)
The significance value of logistics digitalization (Xz) is 0.299, which is more significant than a at 0.05. Thus, it can be
concluded that logistics digitalization (X3) does not significantly impact import document activities (Z).
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Result of Sub-Structural II

Based on the significance test, the variables E-DO (X;) and logistics service quality (Y) have an impact on import document
activities (Z) with the value of sig. < 0.05. Whereas logistics digitalization (X;) does not impact import document activity
with the value of sig. > 0.05. The value of 0.361 indicates the impact of E-DO (X;) on import document activity as big as
36.1%. On the other hand, the value of 0.097 indicates the impact of logistics digitalization (X,) on import document activities
(Z) as big as only 9.7%. The value of 0.419 indicates the impact of logistics service quality (Y) on import document activities
(Z) as big as 41.9% (Table 3).

Table 3
Direct Impact

Variable Significance Size of Impact
Electronic Delivery Order (X;) on Logistics Service Quality (Y) 0.000 0.459 = 45.9%
Logistics Digitalization (X2) on Logistics Service Quality (Y) 0.000 0.452=452%
Electronic Delivery Order (X;) on Import Document Activities (Z) 0.000 0.361 =36.1%
Logistics Digitalization (X2) on Import Document Activities (Z) 0.299 0.097=9.7%
Logistics Service Quality (Y) on Import Document Activities (Z) 0.000 0.419=41.9%

Therefore, the path analysis from the results of the sub-structural II analysis can be depicted as follows (Fig. 4).

0.361 el e2
Electronic Delivery l 0.589

Order (XI) \
0.459 '
Service Quality Import Document

0.452 Logistics (Y) Activities (Z)

Logistics  >
Digitalization (Xz) 0.097

Fig. 4. Structural Model

\

4.3 Mediation Test Using Sobel Test

This mediation test uses the Sobel test to determine whether logistics service quality can mediate E-DO toward import docu-
ment activities. Logistics service quality (Y) can mediate logistics digitalization (X>) toward import document activities (Z)

Mediation Test of E-DO toward Import Document Activities through Logistics Service Quality

Based on the result of logistics service quality regression toward import activities, it can be seen that coefficient b in the impact
of logistics service quality (Y) on import document activities (Z) is 0.809, with the standard error at 0.068. For the coefficient
in the E-DO (X)) variable, the impact on import document activities (Z) is 0.624, and the standard error is 0.161. Based on the
result of logistics service quality regression toward import activities, it can be seen that the result of the Sobel test indicates a
value of 3.685 and a p-value as significant as 0.000. Thus, its indirect impact is significant at the significance level of 0.05,
with a p-value less than 0.05. Therefore, the value of the Sobel test or z-value is more significant than 1.96. So the variable of
logistics service quality (Y) can act as a mediator, or it can mediate and has an indirect impact on E-DO (X)) on import
document activities (Z).

A mediation test is also done on the impact of logistics digitalization on import document activities through logistics service
quality. The coefficient of the impact of logistics digitalization (X2) on import document activity is 0.102 as a and standard
error at 0.098 as Sea. Based on the result of the regression, it can be seen that the value of the Sobel test or z-value is 1.036,
and the p-value is 0.301. Thus, its indirect impact is significant at the significance level of 0.05, with a p-value more significant
than 0.05. The value of the Sobel test or z-value is less than 1.96, so it can be concluded that the variable of logistics service
quality (Y) does not act as a mediator or does not mediate the impact of logistics digitalization (X2) on import document
activities (Z).

Therefore, the result of the Sobel test can be concluded in Table 4.



P. Ricardianto et al. / International Journal of Data and Network Science 7 (2023) 787

Table 4
Indirect Impact

Variable Mediation Significance
E-DO (X)) on Import Document Activities (Z) Logistics Service Quality (Y) 0.000
Logistics Digitalization (X,) on Import Document Activities (Z) Logistics Service Quality (Y) 0.301

4.4 Discussion

Based on the result of hypothetical testing, all the hypotheses proposed in this research can be accepted significantly.

Sub-Structural I

Based on the result of sub-structural I analysis, E-DO, and logistics digitalization variables impact logistics service quality.
The impact of E-DO on logistics service quality is 0.459 or 45.9%. Thus, the logistics service quality in import documents is
obtained from the E-DO implemented by PT Bhum Mulia Prima. Through the implementation of E-DO by utilizing the
website to fulfill customers’ needs, the customers feel helped using the services provided by PT Bhum Mulia Prima. This
research concerning logistics digitalization and logistics service quality supports the study by Hidayati et al. (2023), Ja-
raStniené et al. (2022), and Ahmed and Rios (2022). The conceptual model for cargo transportation in the port and the
maritime industry, in general, can improve service quality based on digitalization technology. This research is also in line
with the study by Herold et al. (2021) that the increase in interest in digital services and products has brought up digitalization
in the logistics industry and supply chain. The impact of the logistics digitalization variable on logistics service quality is
0.452 or 45.2%. Thus, the logistics service quality in PT Bhum Mulia Prima is supported by the technology of logistics
digitalization implemented in such a way that customers give appropriate and accurate information to the company (PT Bhum
Mulia Prima). In addition, logistics digitalization can save time and increase the work speed to be more efficient in delivering
logistics service activities. This research concerning E-DO and logistics service quality is also in line with the studies by
Kayikcei (2018) and Stojanovi¢ and Iveti¢ (2020), analyzing and studying the impact of digital technology on the performance
of micro logistics and the impact of incoterms clauses on logistics performance. In addition, they also study the benefits of
using a logistics application experienced by the respondents, such as making it easier to get a customer, accelerating payment,
and speeding up delivery time.

Sub-Structural 11

Based on the result of sub-structural II analysis, the variables of E-DO, logistics digitalization, and logistics service quality
impact the performance of import document activities. The impact of E-DO on import document activities is 0.361 or 36.1%.
Thus, it can be concluded that E-DO impacts import document activities. However, the value is smaller than the impact of
logistics service quality. The company can make innovations and other things more efficient to improve the import of docu-
ment activities and process performance on PT Bhum Mulia Prima. The E-DO itself can still have an impact on import docu-
ment activities by utilizing the website. This technology supports information systems to facilitate the customers who work
and cooperate with PT Bhum Mulia Prima. Therefore, this research is in line with the study by Pu and Lam (2021), that is,
through the digitalization of shipping documents in the delivery of maritime supply chains at the national level.

In testing, the impact of the logistics digitalization variable on import document activities is 0.097 or 9.7%. Therefore, the
logistics digitalization implemented by PT Bhum Mulia Prima has a negligible impact on import document activities. In that
case, the company must increase the productivity of human resources and more sufficient digital technology facilities and
sophisticated information systems for the company's needs. By improving the quality of digitalization, the company can obtain
good results in supporting the performance of import document activities.

The impact of the logistics service quality variable on import document activities is 0.419 or 41.9%. This indicates that the
impact of logistics service quality on import document activities implemented by PT Bhum Mulia Prima affects the import
section employees' performance in performing their duties and responsibilities. For example, it provides an excellent and
punctual service system, quick response in coping with problems, and makes each step easier in performing logistics activities.
In general, Ramadhan et al. (2020) research states a positive and significant relationship between document digitalization and
logistics service quality. This research also supports a study by Syntia et al. (2020), which showed that companies would
easily handle Delivery Order documents in import activities through the online D.O. system.

Furthermore, in general, this research supports the findings of a study by Sultra et al. (2020) that online Delivery Order
facilitates the service acceleration of import document flow and payment in the company. Thus, logistics service quality was
implemented in PT Bhum Mulia Prima by following the government regulations involving E-DO. Furthermore, this means
of fulfilling the need of employees in the import activities section can increase the loyalty of service users, which is supported
by an easy-to-understand information system so that the process of import activities runs well.
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Logistics service quality as the intervening variable strengthens the impact of E-DO on the performance of import document
activity. Logistics service quality can mediate between logistics digitalization and import document activity. Thus, the logis-
tics service quality implemented by Bhum Mulia Prima is supported by a logistics digitalization system to make it easier for
customers to perform their tasks and responsibilities to increase the productivity of document activity performance to achieve
the company’s target. Thus, logistics digitalizationimpacts the performance of import document activity mediated by logistics
service quality.

5. Conclusion

Based on the average score, the E-DO variable has the lowest score of 4.01 related to the display of web design for E-DO,
which should be attractive and easy to use by customers. Web redesigning by using the Indonesian language as a choice
makes it easier for the customers to input the shipment document. The average score of the logistics digitalization variable
has the lowest score of 3.95, which is related to the utilization of digitalization technology. Such conditions can be improved
by selecting a quality and competent human resource who understands what they are doing. For the logistics service quality
variable, the lowest average score is 3.81, which is related to the ability of logistics service officers to respond quickly to
problems. This can be improved by organizing customer service training in the form of practical communication skills for
quick response, which is supported by a sophisticated information system network. For the import document activities
variable, the lowest average score is 3.94, related to customer services in the import activities. Such a condition can be
improved by changing the leadership style practiced by the leaders toward giving spirit, motivation, and award to the
employees because leadership style significantly impacts customer service in the import activities.

The findings of this research indicate an insignificant impact of logistics digitalization on import document activities. This
research also suggests supporting the ease of digitalized logistics services. It is recommended to improve the use of electronic
documents and electronic transactions or to hold electronic-based document services to make import activities easier. It also
needs some tests by comparing the digital systems between the shipping companies that still use manual documents and those
that have used online processes in the import activities.
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