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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. 

https://heyzine.com/flip-book/521619ef82.html
http://iric.polinilai.edu.my/.../confe.../results-innovation
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The Effect of Express Mail Service (EMS) Tariff, Direct Flight, and 
Logistics Competence on Service Quality and the Implications for 

Company Performance at PT PosIND KCU Denpasar 
 

Yullia Ika Setyanhi1 & Erna Mulyati2 
1&2Program Studi S2 Manajemen Logistik, Fakultas Logistik, Teknologi, dan Bisnis Universitas 

Logistik dan Bisnis Internasional Jl. Sariasih No.54 Sarijadi, Sukasari Bandung 40151 

Liadufy12@gmail.com & Ernamulyati@ulbi.ac.id. 

 

Abstract 
The author conducted a study on the performance of the courier and logistics business at PosIND 

KCU Denpasar. The issue identified is the continuous decline in revenue from Express Mail Service 

(EMS), indicating a performance problem within PT PosIND KCU Denpasar. The research aims 

to analyze the impact of Express Mail Service (EMS) Tariff, direct flight, and logistics competence 

on company performance, with service quality as an intervening variable. The method used was 

quantitative, and data analysis was conducted using the smartPLS application. The study 

population consisted of 250 customers, with a sample size of 154 determined by the Slovin formula. 

The load factor and Cronbach’s Alpha values for all variables were above 0.700, indicating that the 

data for all variables were valid and reliable. The T Statistics value for EMS Tariff was 3.434, 

where T Statistics > 1.96 and p-value = 0.001, indicating a positive influence of EMS Tariff on 

Service Quality. There was a positive influence of Direct Flight on Service Quality, with a T 

Statistics value of 2.277 > 1.96 and a p-value of 0.023 < 0.050. There was a positive influence of 

logistics competence on service quality, with a T Statistics value of 2.661 and a p-value of 0.000 < 

0.05. The R Square value was 0.612, indicating a positive and significant influence of EMS Tariff, 

direct flight, and logistics competence on service quality. Additionally, there was a positive and 

significant influence of service quality on company performance, with a T Statistics value of 13.132 

> 1.96 and a p- value of 0.000 < 0.05. PT PosIND should evaluate the implementation of direct 

flights for EMS services to enhance customer service quality and potentially increase company 

revenue. 

 
Keywords: Express Mail Service (EMS) Tariff, Direct Flight, Logistics Competence, Service 

Quality, Company Performance 

 

1. Introduction 
One of the core businesses of PT PosIND is the courier and logistics business, which includes both 

domestic and international shipment services. Denpasar, being one of the most visited cities in 

Indonesia by international tourists, has a significant potential for international shipments. One of 

PosIND's products preferred by customers for international shipping is Express Mail Service 

(EMS). The revenue from EMS at PT PosIND KCU Denpasar has been declining from 2022 to 

2024. In 2022, EMS revenue was IDR 11,560,000,000, which dropped to IDR 9,251,000,000 in 

2023, experiencing a negative growth of -24.95%. For the period from January to May 2024, the 

revenue further decreased compared to 2023, amounting to IDR 5,050,574,042 in 2023 and IDR 

4,874,648,720 in the same period of 2024, indicating a decline of -3.48%.  
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The declining EMS revenue at PosIND KCU Denpasar will undoubtedly affect the 

company's performance, one of which is a decrease in company profits. According to Yuen et al. 

(2022), company performance is a multidimensional outcome of an organization's operational and 

strategic activities. The indicators of company performance, according to Yuen et al. (2022), 

include operational efficiency, on-time delivery, customer satisfaction levels, market share, and 

profitability. 

 

According to Apriyani (2023), Yulia (2023), Yusuf (2022), and Aprielia (2022), price or 

tariff affects service quality. Apriyani (2023) defines price/tariff as the amount of money charged 

for a product or service or the value exchanged by customers to gain the benefits of owning or 

using a product or service. The indicators of tariff include price competitiveness, affordability, 

transparency in pricing, flexibility in pricing, and value for money. 

 

According to Rizki Fauzi (2020), direct flights affect service quality. Rizki Fauzi (2020) 

defines direct flights as flights that do not have any stops between the origin and destination, thus 

reaching the final destination more quickly and efficiently. The indicators of direct flights include 

reduced transit time, reliability, reduced handling, consistency, and network coverage. According 

to Kim (2020), Liu (2022), and Esterlinus (2023), logistics competence affects service quality. Kim 

et al. (2020) defines logistics competence as a set of capabilities and skills possessed by logistics 

companies to manage and optimize their logistics operations. The indicators of logistics 

competence include technological integration, staff competence, process innovation, customer 

feedback utilization, and sustainable practices. 

 

Based on previous research, the influence of tariff, direct flight, and logistics competence 

on company performance is still debatable, with some researchers supporting and others opposing 

these influences. Hence, the model cannot be generalized yet. The purpose of this study is to 

analyze the influence of Express Mail Service (EMS) Tariff, direct flight, and logistic competency 

on the performance of PT PosIND KCU Denpasar, with service quality as an intervening variable. 

 

2.  Body of Paper Research Methodology 
This study uses a quantitative research method to test the established hypotheses. According to 

Creswell (2014), quantitative research is a systematic approach to testing theories by examining 

the relationships between variables, expressed in numbers and analyzed using statistical 

techniques. Data were collected through the distribution of questionnaires to respondents who are 

customers of PT PosIND Denpasar Main Branch Office.  

 

In determining the sample size, the researcher used the Slovin formula with a margin of 

error of 5%, resulting in a sample size of 154 respondents from a population of 250 customers. 

Data collection was carried out by distributing questionnaires both directly and through online 

platforms. The questionnaire used in this study consists of structured questions designed to measure 

variables such as EMS Tariffs, direct flights, logistics competence, and service quality. The 

collected data were then processed using the PLS-SEM (Partial Least Squares Structural Equation 

Modeling) application.
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Previous research has indicated that company performance is influenced by service quality. 

According to Adeshina (2021), George K (2023), Hasan U (2020), Tomy F (2023), and Sayed E 

(2022), company performance is affected by service quality. Sayed E (2022) defines service quality 

as the capacity of a company to offer services that meet and exceed customer needs or expectations. 

The dimensions/indicators of service quality include tangibles, responsiveness, empathy, 

assurance, reliability, and access. 

 

According to Hair et al. (2019), PLS-SEM is a structural equation modeling technique 

suitable for analyzing data with small sample sizes and non-normal data distributions. Furthermore, 

Ramayah et al. (2021) emphasized that PLS-SEM is particularly advantageous in exploratory 

research due to its flexibility in handling complex models with multiple indicators and constructs. 

The SmartPLS application was used to analyze the relationships between the variables in the 

research model, including testing the validity and reliability of the research instruments and 

hypothesis testing. This analysis allows researchers to identify direct and indirect effects between 

the independent and dependent variables in this study. 

 

3. Research Model 
   The research model in this study is presented in Figure 1. 

Figure 1: Research Model. 

 

The total population is 250 customers of PT PosIND Denpasar branch with a margin of 

error of 5%, thus the sample size is determined using the Slovin's formula, totaling 154 people. 

 

4. Hypotheses 
The author formulates the hypotheses as follows: 

No Hypotheses 

1. H1 : There is a positive and significant influence of EMS Tariff on service quality. 

2. H2 : There is a positive and significant influence of direct flight on service quality. 

3. H3 : There is a positive and significant influence of logistics on service quality. 

4. H4 : There is a positive and significant influence of EMS Tariff, direct flight, and 

logistics competence on service quality. 

5. H5 : There is a positive and significant influence of service quality on company 

performance. 
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5. Results 
The results of the study indicate that the average value for each indicator ranges from 2.760 to 

3.448, which are categorized as fairly good to good variables. Since the variables have average 

values that are not yet very good, it can be explained that the variables in this study meet the criteria 

for further investigation. 

 

The tools used to test the quality of the questionnaire are validity and reliability tests. The 

validity test ensures that respondents are given the opportunity to express their opinions by rating 

each statement in the questionnaire on a scale from strongly agree to strongly disagree. The validity 

test also verifies that respondents correctly exercise their right to provide opinions ranging from 

strongly agree to strongly disagree. The study results indicate that the load factor values of all 

indicators in the examined variables are greater than 0.700. Therefore, according to Hasnita (2021), 

all indicators in this study are considered valid. Hasnita (2021) explains that a variable is deemed 

reliable if each variable has a Cronbach’s Alpha value greater than 0.700. All variables have 

Cronbach’s Alpha values above 0.700, making them reliable for this research. 

 

The study results show that the T-Statistic value for the EMS Tariff variable is 3.434, where 

the T-Statistic > 1.96, p-value = 0.001. This means there is a positive and significant influence of 

EMS Tariff on service quality. There is a positive and significant influence of direct flight on service 

quality with a T-Statistic value of 2.277 > 1.96 and a p-value of 0.023 < 0.050. There is a positive 

and significant influence of logistics competence on service quality with a T-Statistic value of 2.661 

and a p-value of 0.000 < 0.05. The study results indicate that the R- Square value is 0.612, meaning 

there is a positive and significant influence of EMS Tariff, direct flight, and logistics competence 

on service quality. There is also a positive influence of service quality on company performance 

with a T-Statistic value of 13.132 > 1.96 and a p- value of 0.000 < 0.05. 

 

The overall research model can be explained in Figure 2.1 below: 

Figure 2.1. Result Research 
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From the model/diagram above, it can be concluded that Express Mail Service (EMS) 

Tariff, logistics competence, and direct flight all contribute positively to service quality. 

Additionally, service quality has a very strong influence on company performance, indicating that 

improvements in service quality will have a significant impact on the company's performance. 

 

6. Implication and Direction for Future Research  
Implication 

From the research results, all variables have a positive effect on service quality. However, given 

that the T Statistic value for the direct flight variable is 2.277, which is the smallest value, it is 

necessary to reevaluate whether implementing direct flights from Denpasar to destination countries 

will significantly impact the performance of PT PosIND KCU Denpasar. Alternatively, the 

company could offer other options that would encourage customers to continue using the services 

at PosIND KCU Denpasar. 

 

7. Future Research 
From the research conducted at PT PosIND KCU Denpasar, the author has successfully 

demonstrated that EMS Tariff, direct flight, and logistics competence have a positive impact on 

service quality, and that service quality has a positive and significant impact on company 

performance. Considering that the variables used in this study still have a relatively small influence 

on service quality, the author recommends that future researchers seek out or add other variables 

that could have a stronger impact on service quality, such as innovation, technology, customer 

feedback, etc. 

Reference 

Abu-nazir, W. (2016). Impact of Customer Service Quality on Business Performance in Hospitality 

Industries: An empirical study. 17(4). 

Anggraini, Y., & Putri, N. M. (2023). The Effect of Product Innovation, Price, and Service Quality 

on Purchasing Decisions for Herbalife Products. 3(1), 76–92. 

https://doi.org/10.21154/joie.v2i2.3968 

Fadhilah, M., Cahya, A. D., & Ardiansyah, M. J. (2022). KONSUMEN ALFAMART The Effect 

of Price and Service Quality on Consumer Satisfaction with Purchasing Decisions as 

Mediating Variables on Alfamart Consumers. 5, 125–131. 

In, C., & Employee, I. (2023). Competence, and organizational commitment in improving 

employee performance 21 | 1 | 2023. 21(1), 228–241. 

Kankam, G. (2023). Service quality and business performance: the mediating role of innovation. 

Discover Analytics. https://doi.org/10.1007/s44257-023-00006-7 

Kasus, S., Sekolah, P., & Binasehat, O. (2022). Pengaruh Harga, Kualitas Pelayanan dan Fasilitas 

terhadap Kepuasan Pelanggan. 31(02), 31–41. 

Kim, M. K., Narasimhan, R., & Schoenherr, T. (2020). Leveraging Logistics Competence in New 

Product Sourcing: The Role of Strategic Intent and Impact on Performance. Logistics, 4(4). 

https://doi.org/10.3390/logistics4040024 

Korniichuk, Y., Starokon, Y., & Shkatula, O. (2020). Logistics Competence as A Component of 

The Professional Competence of a Future Officer. 

Systemy Logistyczne Wojsk, 52(1). https://doi.org/10.37055/slw/129244 

Lermatan, E. E., Fauzi, R., Sakti, J., Ghafar, A., Krisnawati, S., & Prakoso, O. S. (2023). The Effect 

of Staff Competence, Customer Satisfaction, and Service Quality on Cargo Shipping 

Service User Loyalty. 1(2), 91–100. 

Logistics Competence as A Component of The. (2020). 3811(52). 

 

 

https://doi.org/10.3390/logistics4040024


 

571 

IN DIVERsITY: FOsTERING UNITY SUsTAINABLE 

REsEARCH AND INNOVATION SOCIETY 

 

Santoso, R. A. (2023). Analysis of the Effect of Competence on Customer Complaint Handling 

Performance with Organizational Commitment as a Moderation Variable: A Study on PT 

Pos Indonesia (Persero). 13(1), 358–373. 

Tammubua, M. H., & Surapto, D. (2022). Analysis of Competence and Service Quality on 

Customer Satisfaction and Loyalty in Eastern Indonesia Border Tourism. 3016–3031. 

Uvet, H. (2020). Importance of Logistics Service Quality in Customer Satisfaction: An Empirical 

Study. 13(1), 1–10. 

Wakhidah, L. N., & Pramusinto, H. (2021). Pengaruh Kompetensi, Disiplin Pegawai, dan 

Lingkungan Kerja Fisik terhadap Kualitas Pelayanan Pegawai. 1(3), 265–271. 

https://doi.org/10.15294/baej.v1i3.46520 

Winata, A., & Prabowo, B. (2022). Pengaruh Harga, Fasilitas dan Kualitas Pelayanan terhadap 

Loyalitas Pelanggan dengan Kepuasan Pelanggan sebagai Variabel Intervening pada 

London Beauty Center (LBC) Sidoarjo. 3(4), 810–822.


