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CHAPTER 1

SERVICE QUALITY AND CUSTOMER SATISFACTION
ON COURIER SERVICES DURING COVID-19 PANDEMIC

Noraina Mazuin Sapuan, Fatin I=atie Md Shukri and Zetty Ain Kamaruc=aman

Univesit Malysia o,

L1 INTRODUCTION

“The courier sevice business has high demand during the Covid-19 pandemic
There ar several courier services in Malaysia which are Pos Malaysia, GDex, J&T,
Ninja Van, City-Link Express, Sky net Expecss, and many others. People often used
courier services because they provide pick-up and delivery fcilitics (Malaysia
Communications and Multimedia Commission, 2019). Besides, through the c-
commerce industy, courier sevices have become onc o the important drivesof digial
business r -commercesince people nowadays like to purchase cnline to save up their
time (Otstovo, 2017). Morcover, during the pandemic COVID-19, peoples prefeed to
say at bome and fl their leisur tme by buying products and foods onlin. Thus, the
courier sevices become the rontine in order to delivr the parces o the customers.

As the demand for courcr scrvices was boosed up drssically during the
Movement Control Order (MCO), the demands were 100 high and unmanageable
according (0 thetime frame (Azman, 2021). Thus, th courice services must add more:
‘working hours to their workersin onder o sette the parcels process and delver 10 the
customers safly according t the time estimtion. For cxample, it happencd with the
JT courier service when they must work extra workload and they not paying the
annual bonuses that cause the workers 1o become dissatisficd and they proest by
damaging customer's parcels (Ram, 2021). To make it wore, some of the couricr
services in Malaysia have becn affcted and impermanently suspended or ntemational
delivery due 1o the Covid-19 outbreak. This has caused an incresse in customer
complaints and feclings of insceuriy about the services offered by courie companics
To meet customer satisfaction,th company needs  come out with  bettr Sty o
andic these situations idealy withthe current pandemic. During the MCO, the couricr
servce isalso consdered s a fronliner, because they need to meet the customer's
expectationsinorder o deliver their best srvices and g customer xatsfacton

One of the customen characterisic that afleet the customens service
experience s the delay ofthe delvery (Vakulenko et al 2019). In 2019, the Malaysian
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