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Abstract

The aim of this research is to analyze the relationships between
environmental uncertainty (EU), logistics information systems (LIS), logistics
integration (LI) such as internal integration (II) and external integration
(EI) and customer service performance (CSP) of port logistics firms. This
research verified the relationships between variables by an analysis of
structural equation modeling. The results are as follows. First, EU has a
positive influence on II but it has no effect on EI. Second, LIS has a positive
influence on LI, which means LIS can provide a useful foundation for LI in
a port logistics process. Third, II has a positive influence on EI. When port
logistics firms have efficient internal processes, they can structure efficient
relationships with customers and suppliers. Fourth, II has a positive influence
on CSP but EI does not lead directly to better outcomes of performance. In
other words, EI is necessary but not a sufficient condition for an improvement
of CSP. Despite the lack of support for the relationship between EI and
CSP, EI has a positive influence on II and, in turn, it indirectly affects CSP.
Therefore, II mediates the relationship between EI and CSP.
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I. Introduction

Organizations want to make relationships with the other organizations
in supply chain environment. The relationships are the basis of achieving
efficiency of a value chain from the internal viewpoint of a firm and
structuring effective processes from the inter-firm viewpoint. The relationships
between firms can add value in supply chain processes through collaboration
and interaction.” In this regard, managers can efficiently operate the processes
through LI.

LI is on the rise as an important factor to firms which want to acquire and
maintain customers’ royalty through logistics capability. A concept of LI is
that firms integrate all logistics activities and, consequently, they minimize
logistics cost as well as achieving a level of service which customers require.”
Logistics cost saving is attained by integration of logistics activities such
as customer service, transportation, storage, management of stock, order
processes, information systems, production plans and purchase. Firms,
through LI, enhance a possibility of using assets in a factory and a warehouse,
remove overlaps and inefficiencies in a whole logistics process and minimize
possession of stock in the interface between firms. Integration is important
from the viewpoint of port logistics firms as service providers in international
logistics processes as well as the viewpoint of manufacturing firms.

The activities for LI of port logistics firms are concerned with maximizing
efficiency of logistics operation and improving effectiveness of customer
service. Port logistics firms can strengthen customer service through
enhancing communication with customers in international logistics processes
and provide shippers with various services such as inland transportation,
treatment of documents, contract of insurance, packing, storage, customs
clearance, consolidating and consulting through collaboration with other
service providers in international logistics processes. They can also achieve
a sustainable competitive advantage through improving internal efficiency
for survival in keen competitive environment and variance of port logistics
environment, providing customers with various services following use of LIS

and enhancing a level of LI with various service providers in international

1) Iyer (2011), pp.81-91.
2) Rajaguru and Matanda (2009), pp.456-467.
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