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PREFACE

It is a great privilege for us to present the proceedings of the International Research and Innovation
Conference (i-RIC 2024) to the authors and delegates. We hope that you will find it useful,
exciting, and inspiring. The International Research and Innovation Conference (i-RIC 2024) was
held online from 24 to 25 July 2024, organized by Politeknik Nilai in collaboration with
Universitas Logistik dan Bisnis Internasional (ULBI) with the theme, “Harmony in Diversity:
Fostering Unity Sustainable Research and Innovation Society.”

I-RIC 2024 aims to gather more researchers, students, government agencies, and private
sectors in an event with a larger international impact. The organization of this program also serves
as a platform for sharing research findings, ideas, and knowledge among members of polytechnics,
community colleges, higher education institutions, public universities, as well as government and
private agencies involved. Researchers, academics, and experts from various sectors will have a
global stage at i-RIC 2024 to discuss the latest findings and research that support sustainable
development goals. The conference aims to generate knowledge to make our world greener and
better for us and our future generations.

There were 4 keynote speeches covering different areas of the conference. The first day
started with Associate Professor Dr. Ir. Agus Purnomo (ULBI Indonesia) talk on "How to Boost
Green Supply Chain Resilience?" and Professor Dr. Mohamed Kchaou (University of Bisha, Saudi
Arabia; University of Sfax, Tunisia) on "Latex Based Membrane for Oily Wastewater Treatment
Technology Process and Perspectives”. The second day featured Professor Dr. Recai Kus (Selcuk
University, Turkey) on "Load Optimization of AISI 1040 and AISI 5140 Joint" and Dr. Umawathy
a/p Technamurthy (Universiti Kebangsaan Malaysia) with her talk on "Harnessing the Potential
of Maker Education in Enhancing Student Learning Outcomes".

A total of 124 presenters participated in the parallel presentation sessions, which ran
smoothly over the two-day event supported by 109 i-RIC 2024 organizing committees. This
included 16 online presentation moderators, 42 reviewers, 19 judges, and all participants who took
the time to attend the online sessions. A total of 124 research papers and 56 innovations were
presented in this program across 7 fields, namely:

A. Engineering and Technology

B. Business Management

C. Education, Teaching, and Learning

D. Health and Life Sciences

E. Social Sciences

F. Information Communication Technology
G. Logistics and Supply Chain

Information regarding i-RIC 2024 can be accessed through the Program Book
at https://heyzine.com/flip-book/521619ef82.html and overall results can be found
at http://iric.polinilai.edu.my/.../confe.../results-innovation.

We would like to express our heartfelt thanks and sincere appreciation to all the authors
for their contributions to this publication. We also express our gratitude and appreciation to all of
the reviewers for their constructive feedback on the papers. Warmest thanks to the members of the
organizing committee for their hard work and dedication in ensuring the success of the event.

Congratulations to everyone involved in making this conference a success.
xii
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The Role of Dynamic Logistic Capabilities which is Influenced by
Customer Experience and Operational Excellent for PT Pos Indonesia
Regional West Java

Arif Yudha Wahyudi & Dr Agus Purnomo M.T. (Lecturer Supervisor)
Universitas Logistik dan Bisnis Internasional, Indonesia

Abstrak

This research aims to determine and analyze the influence of customer experience and
operational excellence on the dynamic logistic capabilities of PT Pos Indonesia (Persero) West
Java. The type of research used in this research is quantitative research. The data collection
method was carried out by interviews, with a list of questions (questionnaire). The population
in this study was customers of PT Pos Indonesia (Persero) located in 20 cities and districts in
West Java Province. The research sample uses the sampling / census method. In this study, the
number of respondents from the population was relatively small, namely 55 people. Data
processing was carried out using Partial Least Square SEM (SmartPLS) where the results
obtained that there is a positive influence between customer experience (X1) on dynamic
logistic capabilities (Y) and there is a positive and significant influence between operational
excellence (X2) on dynamic logistic capabilities of PT Pos Indonesia (Persero) West Java.

1. Introduction

Currently, PT Pos Indonesia (Persero) as a state-owned company is a business entity that is
experiencing the consequences of the hyper-competence century, where customers are getting
smarter so they can easily compare existing services. With increasing customer demands,
standards have shifted so that service that was previously considered great is now felt to be
mediocre. The current demands of the public or users of logistics services are products that are
cheap/efficient but delivered quickly. Apart from that, local and global competitors can easily
mushroom and play on the same land. PT Pos Indonesia (Persero) West Java Regional has 3
main branch offices and 15 branch offices covering 20 cities and district areas throughout West
Java Province. As a business entity, PT Pos Indonesia Regional West Java currently has a
logistics business portfolio in 2024 that has grown from 2023, but the problem is that it has not
yet reached the target set by the company. Influencing factors include customer experience and
operational excellence, where these 2 factors will influence dynamic logistics capabilities
which have an impact on the logistics revenue performance of PT Pos Indonesia (Persero) West
Java Region.

2. Literature Review

Customer experience is different from customer service. Customer service provides solutions
and handles customers, in this case the company as the subject is more active in providing
services and providing solutions to customers. Customer experience is more about the
customer's perspective when enjoying services from the company. Customer experience is
customer satisfaction with the services or products the company offers (Dewi Maharani, 2022).
Therefore, every business must be able to create a good customer journey according to customer
needs. With good customer experience management, customers will trust the company's brand.
The definition of customer experience is the customer's perception of rational, physical,
emotional, subconscious, and psychological interactions with parts of an organization
(Pradhita, 2013).
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Customer experience indicators include: feel, sense, think, act, and relate (Febrina
Salim and Catherine et al., 2013). Customer value is a customer's assessment of a product to
compare whether there is added value from the product. With these 5 indicators, a survey is
conducted on PT Pos Indonesia customers in the West Java Regional work area. The concept
of operational excellence was first introduced in the early 1970s by Dr. Joseph M. Juran in
teaching Japanese business leaders how to improve quality. Operational Excellence (OpEXx) is
a business management approach that emphasizes continuous improvement in all aspects of the
business and all business processes by creating a culture where management and employees
are invested in business results and are empowered to implement change (Found et al., 2018).

Every organization continues to be faced with many challenges, both internal and
external. For this reason, organizations need to understand the importance of operational
excellence. Operational excellence is a business strategy that will make an organization more
consistent and superior to its competitors. They are able to run a business with lower operational
risk, cheaper operational costs, and relatively higher income (Ifada & Ali, 2018).

Operational excellence can be measured by several indicators as follows: customer
focus, continuous improvement, lean thinking, standardization, employee involvement, agility
and flexibility, continuous learning and training, process visibility and transparency and
leadership commitment and support. Wang and Ahmed (2007) identified three main component
factors of dynamics capabilities, which can be considered as the three main dimensions of
dynamic capabilities:

- Adaptive dimension
- Absorption dimensions
- Innovative dimension

3. Methodology

Research Design

This research uses an explanatory survey method which analyzes causal relationships between
variables. Information from part of the population is collected empirically to find out the
opinion of part of the population.

Data Sources and Sampling Techniques

After observing the problem and taking the title of the article, indicators for each variable were
compiled. Next, a 17-question questionnaire that uses a five-point Likert scale was prepared.
The questionnaires were distributed to corporate/logistics customers in all main branch offices
and branch offices of PT Pos Indonesia in the West Java region, totaling 18 offices or 20 district
cities in the West Java region. To make it easier to return the questionnaire, a Google link for
respondents to make it easier to fill out the questionnaire was created and shared. This proposal
establishes a customer experience and operational excellence model using variance-based
Partial Least Squares Structural Equation Modeling (PLS-SEM).

4. Result

In this research, using PLS SEM software, 2 models were evaluated, namely the outer model
and the inner structural model. Model evaluation is used to determine the validity and reliability
of the model. Convergent validity is determined by a factor loading value > 0.7 and an average
variance extracted (AVE) value > 0.5. Meanwhile, discriminant validity is measured by
ensuring that the square root of the AVE (Fornell-Lacker criterion) is greater than the
correlation between latent constructs.
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The reliability of the model was assessed using Cronbach's Alpha (> 0.70) and
Composite Reliability (> 0.70). The model includes the R-squares value (determinant
coefficient), Statistical T Value, and P-value. If the R-Squares are 0.75, 0.5, and 0.25, then it
can be confidently concluded that the influence of the exogenous variable on the endogenous
variable is strong, moderate, and weak. To determine the significance of the influence between
variables with a significance level of 5%, a t value greater than 1.65 and a P value less than
0.05 are used.

‘Table: Outer Struktur Model Result Table 1 Validity and Reliability of the Variables

Vrb Ide FL Cron_a Com_R A_VE
Customer Experience 0,859 0,865 0,704
CE1 Aninteresting experience regarding the services offered by PT Pos Indonesia 0,779
CE2 S atisfied with the services provided by PT Posindonesia 0,804
CE3 Satisfied with the problem solving provided by PT Pos Indonasia 0,857
‘Customers get added value for the services provided by PT Pos Indonesia when compare d to other
CE4 Courier and Loaigics senices 0,811
Operational Excellence 02933 0,937 0654
OE1 PT Pos Indonesia Focus on customers 0,732
QE2 PT Pos Indonesia make cortinuous impravemerts 0771
QE3 PT Pos Indonesia provides simple and strearmiined sevices 0,806
OE4 PT Pos Indoresia has standardization in senice 0,863
QE5 PT Pos Indonesia really pays attentionto employee invoemert 0,855
QOEB PT Pos Indonesia has great agility and flexi bility 0,837
OE7 PT Pos Indonesia carries ou continuous leaming and fraining 0,826
QOE8 PT Pos Indonesia has process visibility and trarsparency 0,764
QOES PT Pos Indonesia has comritment and leadership support 0,818
Dynamic Capabilities 0544 0,566 0,763
PT Pos Indonesia is able to idertify and exploit emerging markets, including the company’s ability to
DC1 adapt their product-market scope to respond to extemal opportuniti es 0,930
PT Pos Indonesia is able to recognize thevalue of new extemal informati on, understand it, and uilze
DC2 it for commerdal purposes 0,835
PT Pos Indonesia has the comparny’s ability to develop new produds and/or markets, through aligning
DC3 sfrategic innovati on ori ertati onwith innovative processes and behavior 0,853

Composite reliability value is more than 0.7 and value Cronbach's Alpha is more than
0.7, then it meets the reliability criteria. The AVE value is more of 0.5 then it meets the
criteria
Table 2 Validity and Reliability of the Variables
Customer Experience  Dynamic Capabilities Operational Excellence

Customer Experience 0,839
Dynamic Capabilities 0,593 0,874
Operational Excellence 0,694 0,809 0,809

Inner Structure Model Result Table 3 R-Squares (Determinant Coefficient)
To determine the significance of the influence between variables at the 5% significance level, a t-value
greater than 1.65 must be used and a P value less than 0.05 must be used.

R-square R-square adjusted
| Dynamic Capabilities 0,656 0,643

The R Square value of 656 means that the endogenous variable dynamic capabilities is
influenced by 65.6% by the customer experience and operational excellence variables, while 34.4% is
influenced by other factors outside the variables studied.

Tabel 4: Hypothesis Testing Conclusion for all Research Hypotheses

Original Sample | Sample Mean | Standard deviation T statistics P
0) ™M) (STDEYV) (JO/STDEV|) | values HTC
CE 0,905 0,900 0,033 27,120 0,000 | Accepted
DC 0,906 0,904 0,027 33,183 0,000 | Accepted
OE 0,944 0,943 0,014 67,103 0,000 | Accepted
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5. Conclusions and Implications

This research aims to examine the direct influence of customer experience and operational excellence
on the dynamic logistics capacity of PT Pos Indonesia (Persero) in the West Java region. Research
results show that customer experience has a direct impact on dynamic capacity. The operational
excellence factor also has a direct and significant influence on the dynamic logistics capacity of PT Pos
Indonesia (Persero) in the West Java Region. With this research we draw out two main theoretical
implications. First, proposing the use of customer experience as a strategic effort to be implemented
both internally and externally. Second, operational excellence is a strategic effort to increase the
dynamic capacity of PT Pos Indonesia (Persero) so that PT becomes the choice for consumers to use its
logistics services. The role of human resources is very important in improving both providing an
excellence experience to customers and operational excellence in delivering logistics services.
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