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understanding, client satisfaction and client attraction. Therefore, the relationship between
employee communication skills, client understanding, client satisfaction, attraction and sustainable
export performance was examined. Population of the study is logistic companies of Thailand. The

July 3 2022 logistic company employees involved in export activities were selected as respondents. Therefore,
Keywords: data were collected from the export related employees of Thai logistic companies. Finally, data
Employee Communication Skills were analyzed and found that communication skills are playing a major role in export performance.
Client Understanding Export performance is majorly influenced by the communication skills of employees working in
Client Satisfaction logistic companies. Furthermore, communication skills have a positive role in client

Client Attraction

¢ understanding. Client understanding has a positive effect on client satisfaction and client attraction.
Export Performance

This whole mechanism increases the sustainable export performance.
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1. Introduction

In any country, the exports and imports play key importance role for the economy. Various nations export different products
to the different countries and generate revenue. The exports of any country provide a significant effect on the balance of
payment and play an important role in the maintenance of the currency of any country. As Thailand is a developing country
having weak currency as compared to the different other countries. Therefore, in this direction, the role of exports in Thai
currency has an important role. Thus, exports of Thailand have a vital role in the economic development and also increase
the current account balance. It has the ability to decrease the current account deficit. Hence, export of any country has a vital
influence on the economy (Hong, Hien, Thu, & Lebailly, 2017; Stoedinova, 2017). That is the reason most of the countries
always focus on increasing their exports. As the increase in exports has several benefits to the economy. Along with this
decrease in imports also has several benefits. There must be a balance between imports and exports. Imports should not
remain below exports. In this case, the balance between exports and imports is also important.

To get maximum benefits from exports, the export performance has a major role. Thailand should have high exports
performance as compared to imports. A reasonable export performance is always required for the nations to get considerable
benefits. An export in international trade is goods as well as service formed in one country that is sold these goods and
services into another country for the sake of various benefits. Financial benefits are the major benefits which are concerned
with exports. The seller of various goods and services is an exporter; the foreign buyer is an importer. Export of goods often
needs the participation of customer authorities. Therefore, export performance is one of the major elements connected with
the nation's development (Hughes et al., 2019; Jraisat, Gotsi, & Bourlakis, 2013). In this direction, the rise of export
performance is not sufficient for the economy. The consistency in export performance is required by the nations to compete
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in the competitive market in which the hundreds of nations are participating. Consistency is the sustainability which should
be maintained in export performance. Therefore, sustainability in export performance is required in Thailand. There are the
major issues in Thailand that the sustainability in export performance is providing significant performance. The increase or
decrease in export performance cannot provide the vital benefits to the nation, however, sustainability in export performance
can provide the higher benefits to the country (Ditkaew, Jermsittiparsert, & Kaliappen, 2021).

Export performance can be further increased with the help of better communication. In Thailand, the sustainability in export
performance can be maintained with the help of better employee communication. Actually, logistics companies export the
goods to other countries. Logistics has an important role in export performance. Logistics companies deal with the other
countries for the sake of transferring the goods. While dealing with the other companies in various countries, the employee
communications skills have a vital role to capture the customers. Better communication by the employees of logistic
companies has the potential to capture the customers. However, weak communication skills will decrease the influence on
the customers. Therefore, communication skills of various employees have vital importance for companies in relation to the
business activities (Keerativutisest & Hanson, 2017; Nabi, Foysol, & Adnan, 2017). Further to this, communication skills
have a vital role in understanding by the client. Because while discussing the matters with the international clients, English
is the language for communication, that is why the representative of logistic companies must have better communication in
relation to the English language. It shows positive influence on the client and increases the level of client understanding.
Furthermore, increase in the level of understating also increases the client satisfaction and satisfaction has a positive role
among the organizations and business performance (Harter, Schmidt, & Hayes, 2002). Along with this, client understating
has an important role in client attraction. Both the client satisfaction and client attraction show a positive role to enhance
sustainable export performance.

Several studies examined the export performance (Ferreras-Méndez, Fernandez-Mesa, & Alegre, 2019; Freixanet &
Churakova, 2018; Hong et al., 2017; Jraisat et al., 2013; Li et al., 2017), however, the role of employee communication in
export performance is very rare which is discussed in the current study. Therefore, the objective of this study is to examine
the role of employee communication skills in sustainable export performance. In this direction, the relationship between
employee communication skills, client understanding, client satisfaction, attraction and sustainable export performance was
examined.

2. Literature Review

Logistics companies and export of goods have major relationships with each other. Logistics companies facilitate export of
various goods to a number of countries. Therefore, the importance of logistic companies in relation to the exports has vital
importance. Various companies receive orders from other countries, prepare the finished goods and send them to the required
destination. To transfer these goods to the required destination, these companies also support various other companies to
deliver goods to the ultimate destination. In this direction, the delivery of goods in the required place and delivery of goods
in the required time is most important to satisfy the customers. Logistic companies provide the timely delivery of goods
which is important in export performance. Therefore, logistics has an important role in export performance (Kim, Kim, Moon,
& Han, 2017). Consequently, in this way, the availability of a logistic employee is most important. Infecting the performance
of employees has a major influence on performance. In various logistic companies, the performance of employees is based
on their communication skills. Employees work in logistic companies and deal with customers from other countries which
require vital communication skills. Strong communication can increase the performance of employees. Therefore,
communication skills have the most important role in performance (Pascual-Ramos et al., 2019). Employee communication
has a vital influence on client understanding. Better communication skills help the customer to understand the features. Client
understanding has a positive role in client satisfaction and client attraction. Therefore, Fig. 1 shows the relationship between
employee communication skills, client understanding, client satisfaction, attraction and sustainable export performance.

/ Client Satisfaction \

Employee Client Sustainable
Commupwatmn e Understanding > Export
Skills Performance

\ Client Attraction /

Fig. 1. Theoretical framework of the study showing the relationship between employee communication skills, client
understanding, client satisfaction, client attraction and sustainable export performance
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2.1 Employee Communication Skills and Client Understanding

Communication skills are the most vital skills of any employee. Particularly, those employees who are dealing with the
customers. Better communication skills are vital to participate in better performance. The dealing of employees with the
customers is the key for the success of business. The successful employee deals with the employees in an accurate way which
causes to increase the satisfaction of employees. In the logistics companies, several employees participate in the process of
dealing with the customers. These customers from various countries require high quality English language. Better skills by
the employee increases the clarity in communication which further leads to higher performance. Therefore, the level of
understanding by the customers is also based on the communication skills. Thus, employee communication has an influence
on customers (Gremlera, Gwinnerb, & Brownc, 2000; Kang & Hyun, 2012). Therefore, the logistic companies should recruit
the employee having better communication skills to deal with customers in a better way. The logistic companies should also
train the employee for better communication skills. As better communication with customers increases the understanding
level of customers and affects positively on the dealing.

Hypothesis 1. Employee communication skills have a positive effect on client understanding.
2.2 Client Understanding and Client Satisfaction

To increase the customer interest in the logistics company product, the client understanding is the most important. Client
understanding has a vital role in business activities. Particularly, the success of business activities is also based on the client's
understanding. The client should have a full understanding of dealing which is going to be signed between two parties. Before
this, the marketing practices also had a positive influence on client understanding in which communication is the most
important factor. While marketing activities by the logistic companies, the understanding of the customers towards the
product or services are most important. Lack of the understanding of the customers about the product also decreases the
interest in the company or product. Therefore, client understanding leads to client satisfaction. It is important because
customer satisfaction is vital for the business (Hammouda & Junoh, 2019; Matzler, Bailom, Hinterhuber, Renzl, & Pichler,
2004).

Hypothesis 2. Client understanding has a positive effect on client satisfaction.
2.3 Client Understanding and Client Attraction

Customer attraction is the part of customer satisfaction in which customers attract because of the features of the products,
quality of the product or price of the product as well as services. The attraction of a client could be because of any reason
related to the product or company. Attraction of clients is very important for the company because customer attraction leads
to the customer interest in the product or services and after that customer purchases the required product which shows positive
effect on performance of the company. As the customer attraction has vital importance for the companies (Agolla, Makara,
& Monametsi, 2018; Jabbari, Kashef, & Keshkar, 2020), therefore, it shows a positive role in business performance. Increase
in the level of customer attraction increases the performance of business.

Hypothesis 3. Client understanding has a positive effect on client attraction.
2.4 Client Satisfaction and Sustainable Export Performance

Client satisfaction is described as a measurement that regulates how happy clients of the company are with a different
product, services, as well as capabilities of the firm. Customer satisfaction information, with surveys as well as ratings, can
assist a company to determine how to best advance or change its products as well as services. Client satisfaction is the most
vital part of higher business performance among the companies. It has a direct relationship with the export performance by
the logistic companies. A satisfied customer led to the long-term relationship with the company and helped to increase the
sustainability in the exports. As the customer satisfaction has a positive effect on performance (Abdallah, Phan, & Matsui,
2016; Ali, Danish, & Asrar-ul-Haq, 2020). Therefore, client satisfaction leads to the export performance sustainability.

Hypothesis 4. Client satisfaction has a positive effect on sustainable export performance.
2.5 Client Attraction and Sustainable Export Performance

Along with the positive role of client satisfaction of export performance, client attraction has a major effect on export
performance. The Thai companies involved in the exports require a better level of customer attraction. The logistics
companies dealing with the export of product also require high level of customer interest which can attract the customer to
deal with these logistic companies and avail the services of Thai logistic companies which has major influence on export
performance. It can increase export performance. Provision of high-quality services to the client increases the satisfaction
level among them which finally causes to increase the logistic company performance. Therefore, customer or client attraction
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has a positive role in performance of the companies (Auh, Menguc, Katsikeas, & Jung, 2019; Jermsittiparsert, 2020).
Therefore, client attraction has a vital influence on the sustainability of export performance.

Hypothesis 5. Client attraction has a positive effect on sustainable export performance.
2.6 Client Understanding and Sustainable Export Performance

Above discussion shows that client understanding has a positive role in client satisfaction which causes to increase the export
performance sustainability. Furthermore, it is also examined that client understanding has a positive role in client attraction.
Increase in client understanding increases the client satisfaction and client attraction. Moreover, this section shows that client
understandings have a positive role in export performance. Therefore, client understanding has both a direct and indirect
effect on export performance. Therefore, client understanding has a major role among the companies (Chu, Cao, Yang, &
Mundel, 2019) and export performance among the logistic companies. Furthermore, the current study also examines the
mediating role of client understanding by following the instructions of Baron and Kenny (1986). Therefore, the following
hypotheses are proposed.

Hypothesis 6. Client understanding has a positive effect on sustainable export performance.

Hypothesis 7. Client understanding mediates the relationship between employee communication skills and sustainable
export performance.

Hypothesis 8. Client satisfaction mediates the relationship between client understanding and sustainable export
performance.

Hypothesis 9. Client attraction mediates the relationship between client understanding and sustainable export performance.

3. Methodology

To examine the relationship between employee communication skills, client understanding, client satisfaction, attraction and
sustainable export performance, this study designed a survey questionnaire. The survey questionnaire was designed to
measure the effect of employee communication skills on export performance sustainability with the help of previous studies.
Therefore, for primary data collection, a survey questionnaire was designed (Bowling, Bond, Jenkinson, & Lamping, 1999),
and scale items were adapted from previous studies. Population of the study is logistic companies of Thailand. The logistic
company employees involved in exports activities were selected as respondents. Therefore, data were collected from the
export related employees of Thai logistic companies. 450 questionnaires were used in this study for data collection. All these
questions were designed on a 5-point Likert scale and the questionnaire was divided into various sections including the profile
of respondents and questions related to the employee communication skills, client understanding, client satisfaction, attraction
and sustainable export performance. For the distribution of questionnaires, various clusters were made by following the
cluster sampling (Ul-Hameed, Mohammad, & Shahar, 2018) and questionnaires were distributed in each cluster by using
simple random sampling (Siuly, Li, & Wen, 2011).

4. Findings

Findings of the study was approached with the help of Partial Least Square (PLS)-Structural Equation Modeling (SEM) as
recommended in number of studies (F. Hair Jr, Sarstedt, Hopkins, & G. Kuppelwieser, 2014; J. F. Hair, Ringle, & Sarstedt,
2013; J. F. Hair, Sarstedt, Pieper, & Ringle, 2012; Hameed, Basheer, Igbal, Anwar, & Ahmad, 2018). However, before to
approach findings of the study, data screening was carried out in which missing value (Aydin & SENOGLU, 2018) was
examined along with the data outlier. Data screening is given in Table 1 which indicates that data has no outlier as well as
no missing value.
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Fig. 2. Measurement Model
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Table 1
Data Statistics
No. Missing Mean Median Min Max SD Kurtosis Skewness

ECS1 1 0 3.458 4 1 5 1.242 -0.818 -0.429
ECS2 2 0 3.406 4 1 5 1.252 -1.903 -1.384
ECS3 3 0 3.378 4 1 5 0.926 -0.745 -0.477
ECS4 4 0 3.325 4 1 5 1.287 -0.924 -0.376
ECS5 5 0 3.285 4 1 5 1.272 -1.03 -0.289
CU1 6 0 3.349 4 1 5 1.293 -1.922 -1.415
Ccu2 7 0 3.422 4 1 5 1.2 -0.678 -0.424
Cu3 8 0 3.494 4 1 5 1.179 -0.795 -0.399
CuU4 9 0 3.558 4 1 5 1.355 -0.909 -0.582
CS1 10 0 3.526 4 1 5 1.242 -0.755 -0.522
CS2 11 0 3.418 4 1 6 1.272 -1.88 -1.327
CS3 12 0 3.41 4 1 6 1.189 -0.767 -0.346
CS4 13 0 3.51 4 1 5 1.28 -0.948 -0.456
CAl 14 0 3.498 4 1 6 1.342 -0.949 -0.352
CA2 15 0 3.526 4 1 5 1.127 -1.617 -1.379
CA3 16 0 3.534 4 1 5 1.123 -0.587 -0.394
CA4 17 0 3.426 4 1 5 1.217 -0.65 -0.538
CAS5 18 0 3.369 4 1 5 1.274 -0.889 -0.403
CA6 19 0 3.297 4 1 5 1.264 -1.984 -0.311
EP1 20 0 3.45 4 1 5 1.218 -0.721 -0.432
EP2 21 0 3.498 4 1 5 1.186 -0.82 -1.388
EP3 22 0 3.554 4 1 5 1.353 -0.904 -0.581
EP4 23 0 3.522 4 1 5 1.248 -0.75 -0.53

EP5 24 0 3.41 4 1 6 1.265 -0.865 -0.341
EP6 25 0 3.434 4 1 6 1.171 -0.643 -0.399
EP7 26 0 4.052 4 1 5 0.962 0.986 -1.059
EP8 27 0 3.948 4 1 5 1.034 -0.066 -0.794

In the current study, six variables were measured. Therefore, Fig. 3 shows that employee communications skills are measured
by using five scale items, client understanding was measured by using four items. Client satisfaction is measured by using
four items. Client attraction is measured by using six items and export performance is measured by using six items. Few
items were deleted due to low factor loadings. Therefore, factor loadings is given in Table 2 which shows that factor loadings
for employee communication skills, client understanding, client satisfaction, client attraction and export performance is above
0.5 (J. Hair, Hollingsworth, Randolph, & Chong, 2017). Few items have factor loadings above 0.4 but below 0.5 which is
also acceptable as few studies also show that factor loadings above 0.4 is also acceptable. Moreover, the composite reliability
(CR) and average variance extracted (AVE) is also above 0.5 in the presence of 0.4 factor loadings for few items. In this case,
if the AVE is above 0.5 and CR is above 0.7, factor loadings of a few items below 0.5 is also acceptable.

Table 2

Factor Loadings

Client Attraction

Client Satisfaction

Client Understanding

Employee Communication Skills

Export Performance

CAl
CA2
CA3
CA4
CA5
CA6

0.583
0.633
0.641
0.818
0.826
0.83

CS1
CS2
CS3
CS4

0.835
0.882
0.872
0.477

CU1
Ccu2
CuU3
Cu4

0.848
0.829
0.772
0.825

ECS1
ECS2
ECS3
ECS4
ECS5

0.477
0.467
0.868
0.863
0.865

EP1
EP2
EP3
EP4
EPS
EP6

0.778
0.776
0.816
0.773
0.872
0.862
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Fig. 2 also shows the AVE and CR and the results are given in Table 3. These results show that CR values for employee
communication skills, client understanding, client satisfaction, client attraction and export performance are above 0.7.
Moreover, it is found that AVE value for employee communication skills, client understanding, client satisfaction, client
attraction and export performance is above 0.5 which confirmed the discriminant validity. In addition to CR and AVE,
discriminant validity is given in Table 4 with the help of cross-loadings (Fornell & Larcker, 1981).

Table 3
Reliability and Convergent Validity
Alpha rho_A CR (AVE)

Client Attraction 0.836 0.876 0.87 0.532
Client Satisfaction 0.78 0.848 0.859 0.616
Client Understanding 0.836 0.838 0.891 0.671
Employee Communication Skills 0.789 0.869 0.844 0.538
Export Performance 0.897 0.9 0.922 0.663

Table 4

Cross-Loadings

Client Attraction  Client Satisfaction Client Understanding Employee Communication Skills  Export Performance

CAl 0.583 0.449 0.353 0.428 0.373
CA2 0.633 0.404 0.388 0.458 0.365
CA3 0.641 0.401 0.383 0.463 0.366
CA4 0.818 0.72 0.777 0.762 0.774
CAS 0.826 0.705 0.76 0.736 0.759
CA6 0.83 0.688 0.778 0.762 0.73
CS1 0.651 0.835 0.65 0.661 0.776
CS2 0.695 0.882 0.781 0.701 0.867
CS3 0.665 0.872 0.763 0.709 0.855
Cs4 0.557 0.877 0.342 0.474 0.348
CU1 0.761 0.689 0.848 0.799 0.729
Ccu2 0.734 0.668 0.829 0.757 0.775
Cu3 0.622 0.689 0.792 0.615 0.777
CU4 0.655 0.71 0.825 0.663 0.815
ECS1 0.47 0.369 0.292 0.477 0.302
ECS2 0.471 0.385 0.286 0.667 0.296
ECS3 0.795 0.717 0.781 0.868 0.763
ECS4 0.832 0.718 0.78 0.863 0.774
ECS5 0.83 0.687 0.78 0.895 0.733
EP1 0.734 0.667 0.82 0.76 0.878
EP2 0.621 0.684 0.765 0.607 0.776
EP3 0.667 0.707 0.826 0.677 0.86
EP4 0.656 0.826 0.649 0.661 0.873
EP5 0.699 0.869 0.787 0.706 0.872
EP6 0.677 0.866 0.764 0.721 0.892

The next section of PLS shown in Fig. 3 in which the relationship between variables were examined to test the hypotheses
developed in the literature review.

EP1
Client Satisfactiogy 617 P
24799 ep2
£ —1 24902
—36208-W P2
ECS2 24425,
50.577 2%
= 48.718
Export Performance < EP5
ECS4 49812 e ~
A Employee CAS - . Client Attraction EP6
ECSS Communication v
Skills CA6

Fig. 3. Structural Model

First of all, the direct effect of employee communications skills was considered on client understanding. The direct effect of
client understanding was examined on client satisfaction. Moreover, the direct effect of client understating was examined on
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client attraction. Additionally, the direct effect of client satisfaction is examined on export performance. Finally, the direct
effect of client attraction was examined on export performance. Results are given in Table 5. Results show that employee
communication skills have a positive effect on client understanding. Client understanding has a positive effect on client
satisfaction. Client satisfaction has a positive effect on sustainable export performance. Finally, the client understating has a
positive effect on client attraction and client attraction has a positive effect on sustainable export performance. The effect of
all these variables is positive on export performance.

Table 5
Direct Effect Results
((0) M) SD T Statistics P Values

Client Attraction — Export Performance 0.079 0.08 0.034 2.358 0.019
Client Satisfaction — Export Performance 0.556 0.558 0.025 22.617 0
Client Understanding — Client Attraction 0.848 0.849 0.015 56.918 0
Client Understanding — Client Satisfaction 0.84 0.84 0.018 46.491 0
Client Understanding — Export Performance 0.543 0.543 0.028 19.705 0
Employee Communication Skills — Client Understanding 0.867 0.868 0.015 58.895 0

Furthermore, this study examined the mediation effect of client understanding, client satisfaction and client attraction between
employee communication skills and sustainable export performance. This mediation effect was examined through PLS
bootstrapping (J. F. Hair et al., 2013; J. F. Hair et al., 2012; Henseler & Chin, 2010; Henseler et al., 2014; Henseler, Ringle,
& Sarstedt, 2015; Henseler, Ringle, & Sinkovics, 2009; Igbal & Hameed, 2020). The mediation effect of client understanding
was examined between employee communication skills and client satisfaction. The mediation effect of client understanding
was examined between employee communication skills and client attraction. Moreover, the mediation effect of client
satisfaction was examined between client understanding and sustainable export performance. The mediation effect of client
attraction was examined between client understanding and sustainable export performance. All the mediation effects are
given in Table 6. The mediation effect of client understanding between employee communication skills and client satisfaction
is significant with t-value 29.95. The mediation effect of client understanding between employee communication skills and
client attraction is significant with t-value 30.034. Moreover, the mediation effect of client satisfaction between client
understanding and sustainable export performance is significant with t-value 23.361. The mediation effect of client
satisfaction between client understanding and sustainable export performance is significant with t-value 2.237. Their
mediation effect was examined by following the rules of (Preacher & Hayes, 2004, 2008). Finally, the r-square value is 0.974
which is strong (Chin, 1998). It shows that all the variables; employee communication skills, client understanding, client
satisfaction and client attraction are expected to bring 97.4% change in sustainable export performance.

Table 6
Indirect Effect Results
P
(0) M) SD t Statistics Values

Employee Communication Skills — Client Understanding — Client
Attraction 0.735 0.737 0.024 30.034 0
Employee Communication Skills — Client Understanding — Client
Satisfaction 0.729 0.73 0.024 29.95 0
Client Understanding — Client Attraction — Export Performance 0.067 0.068 0.029 2.327 0.02
Employee Communication Skills — Client Understanding — Client
Attraction — Export Performance 0.058 0.059 0.025 2.309 0.021
Client Understanding — Client Satisfaction — Export Performance 0.468 0.469 0.02 23.361 0
Employee Communication Skills — Client Understanding — Client
Satisfaction — Export Performance 0.406 0.407 0.019 20.821 0
Employee Communication Skills — Client Understanding — Export
Performance 0.471 0.471 0.027 17.667 0

5. Conclusion

The objective of this study was to examine the role of employee communication skills in sustainable export performance.
Along with this, the current study also examined the mediating role of client understanding, client satisfaction and client
attraction. Consequently, the relationship between employee communication skills, client understanding, client satisfaction,
attraction and sustainable export performance was examined. It is found that communication skills are playing a major role
in export performance. Improvement in the communication skills of employees in logistic companies has a positive role to
enhance the export performance sustainability. Export performance is majorly influenced by the communication skills of
employees working in logistic companies. It is revealed that communication skills have a positive effect on client
understanding. Client understanding has a positive effect on client satisfaction and client attraction. Therefore,
communication skills have a positive role in client understanding. Increase in client understanding increases the client
satisfaction and client attraction. Finally, client satisfaction and client attraction increase the export performance. This whole
mechanism increases the sustainable export performance.
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