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Abstract: The COVID-19 pandemic has driven digital transformation in many industries. Digitalization is
also developing and affecting non-technology industries, including the cargo shipping industry with
containers using ships in Indonesia which is experiencing digitalization changes in its services and
operations. Indonesian container shipping companies have prepared strategies to maintain long-term
relationships by increasing customer satisfaction and loyalty through digitalization. The purpose of this
study was to determine how the effect of digital trust compared to service quality on customer satisfaction
and loyalty. Qualitative data collection was conducted across 152 freight forwarding companies with
respondents working in operations, customer service, sales, and marketing departments. The hypothesis is
tested using a structural equation model (SEM). The research found that digital trust has no direct
relationship with customer loyalty; But when mediated by customer satisfaction, digital trust affects
customer loyalty. Service quality remains a determinant of customer satisfaction and loyalty. This research
presents the influence of customer loyalty not only through traditional service quality but also digital trust
in the modern era, which is still relatively new in the container shipping industry in Indonesia.

Keywords: Non-technology industry, shipping container, service quality, digital trust, customer
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INTRODUCTION

The container shipping industry uses a B2B business model with customers from EMKL or
freight forwarding companies providing services to freight owners. According to Kalafatis and
Cheston (1997), cited by Balci dan Cetin, (2017), B2B business models are more complex than
B2C in the container shipping industry in Turkey. Customer loyalty depends not only on the value
of the product or service, but also on the value of the profits that customers get. Russo and
Confente, (2017) explained that in the B2B business model, the customer's focus is on the
company's financial performance, and customer loyalty is the main target of service providers.
Several factors influence customer loyalty in B2B business models, according to Russo and
Confente, (2017), Includes large switching costs, customer satisfaction, service quality, trust, and
commitment to continue using service providers.

The rapid growth in ocean cargo shipping is encouraging container shipping industry
businesses to purchase larger capacity container carriers. This continuous purchase of container
vessels leads to oversupply, creating an imbalance between supply and demand, resulting in
fierce competition and decreased profitability Glave, T., Joerss, M., and Saxon, S., (2014).
Pressure on the sales division to meet ship capacity triggered hasty decisions on shipping rates,
causing price competition to the detriment of the industry (Glave et al., 2014).

To maintain profitability, container shipping companies need to maintain and win
customer loyalty by providing superior service. Increasing customer satisfaction is also key in
responding to intensive competition Balci et al., (2019); (Chao and Chen, 2015). Balci, G.,
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Caliskan, A., and Yuen, K. F., (2019) and Chao and Chen, (2015) reinforcing that relational
bonding strategies in container shipping services are key to maintaining customer loyalty to B2B
business models. Container shipping companies continuously strive to provide the best service
and develop competitive advantages to maintain customer satisfaction, which is considered
crucial for the sustainability of the company (Midoro, R., Musso, E., and Parola, F., 2005). As a
strategy, container shipping companies implement product differentiation in their services
Kotler and Armstrong, (2010), and emphasizing the importance of high-quality service to stand
out from competitors Collett Miles, (2013).

At the end of 2019, the COVID-19 pandemic hit the world, triggering efforts to limit social
and community activities by the Indonesian government, such as PSBB and PPKM
(kominfo.go.id, 2020). This encourages industries, including container shipping, to develop
digitalization technologies to provide new business models and increase the value of their
services Yudhistira, (2022). This digital transformation is accelerated by the phenomenon of
unexpected change, namely the COVID-19 pandemic (accidental transformation). Digitalization
has recently played a key role in the container shipping industry, establishing Digital Trust as a
competitive advantage (Balci, 2021b). Despite the challenges, digitalization in the sector is
supported, although EMKL and freight forwarding must transform the way they operate by
switching to digital ordering and administration (Balci, 2021b).

Several container shipping companies have digitized (Zeng, F., Chan, H. K., and Pawar, K.,
2020), to change operational processes that are usually carried out manually to go through
digital platforms, including ordering, price requests, demmurage fee calculations to issuing bills
of lading (B/L). Digital trust is still a very interesting variable to be studied in the container
shipping industry in Indonesia, because container shipping companies in Indonesia have not
developed many digital applications or digital services.

Indonesian container shipping companies have been making changes towards
digitalization since 2016. The application was developed to provide ship schedules that can be
directly accessed by customers and make online orders (e-booking), also integrate with services
provided, such as electronic Shipping Instruction (e-Sl), electronic Bill of Lading (e-BL),
electronic Delivery Order (e-DO), customer dashboard, trace and tracking, personalize booking,
and more.

Several previous studies have shown a relationship between Service Quality to Customer
Satisfaction in the container shipping industry (Akil dan Ungan, 2021; Hirata, 2019; Kusumo, D.
S., Rachbini, D. J., dan Rekarti, E., 2021; Putra Setiawan dan Frianto, 2021; Selasdini, V., Nurdin,
M., dan Budi Nugroho, A., 2021; Subaebasni, S., Risnawaty, H., dan Arie Wicaksono, A.,2019;
Susanti, S., Wiwaha, E., dan Tyas, A. W., 2020; Thai, V. V., Grewal, D., dan Chen, S., 2021;
Yorulmaz dan Tas, 2022). Likewise, research examining the effect of Service Quality on Customer
Loyalty (Akil dan Ungan, 2021; Kusumo et al., 2021; Subaebasni et al., 2019; Thai et al., 2021).
Meanwhile, research on the effect of digital trust on customer satisfaction and loyalty in the
container shipping industry (Balci, 2021a) and in the tech industry (Hermawan, 2020; Zhghenti
and Gedenidze, 2022).

In this study, presenting novelty elements with a research focus on 2 traditional and
modern service variables, namely Service Quality (SQ), Digital Trust (DT) which as far as the
author knows there has been no research that examines these two variables simultaneously
both in national and international journals. The relationship between Customer Satisfaction and
Customer Loyalty is unique to the container shipping industry in Indonesia. Therefore, this study



also examines the relationship between Customer Satisfaction (CS) and Customer Loyalty (CL)
directly, or indirectly, namely as mediation to analyze Service Quality (SQ) variables and Digital
Trust (DT) variables on Customer Loyalty (CL).

MATERIALS AND METHODS

This type of research uses quantitative research because quantitative research emphasizes the
breadth of information (Sugiyono, 2019). The unit of analysis in this study is customers of Indonesian
container shipping companies, which are Marine Freight Forwarding Companies (EMKL), or freight
forwarders, and respondents will be employees who run operations, sales, or branch heads of EMKL
companies or freight forwarders (Thai et al., 2021). The data sources in this study are primary data
sources and secondary data sources. For primary data sources, it is obtained through collecting data
from respondents using online questionnaires to respondents. Meanwhile, secondary data sources are
obtained from Indonesian container shipping companies and literature reviews. The variables in this
study are Service Quality, Digital Trust, Customer Satisfaction, and Customer Loyalty.

The population in this study was conducted only to employees who work for EMKL companies
or freight forwarders who ship cargo from the port of loading Jakarta, making shipments of at least 50
TEUs in the last 1 year, namely June 2022 to May 2023, with a minimum delivery frequency of 2 times
in the last 3 months, namely March 2023 to May 2023. In accordance with the population criteria
determined in this study, a total of 152 EMKL companies or freight forwarders were obtained with
total cargo shipments of 218,563 TEUs or 97.13% of the total shipments from customers of Indonesian
container shipping companies that ship cargo from the port of loading Jakarta.

Respondents in this study are representatives of EMKL or freight forwarders. Respondents are
EMKL employees or freight forwarders who run operations, customer service, sales and marketing
with more than 1 year of experience in the shipping industry with containers using ships that use or
know the digital applications of container shipping companies. This study used non-probability
sampling technique with purposive sampling technique. The structural equation model (SEM) analysis
method was used in this study using the Smart-PLS (Partial Least Squares Structural Equation
Modeling) version 3 program as a statistical tool to be able to process questionnaire data that has been
collected into statistical data.

No Characteristic Presented Frequency
1 Age 21-30vyears 15.56% 21
31-40years 34.81% 47
41 - 50 years 36.30% 49
50 years and above 13.33% 18
2 Number of Employees 1-25 employees 23.70% 32
26 - 50 employees 20.00% 27
51 - 100 employees 17.04% 23
more than 100 employees 39.26% 53
3 Shipment Volume 1-50TEU(s) 18.52% 25
51-100TEUs 19.26% 26
101 - 500 TEUs 25.93% 35

more than 500 TEUs 36.30% 49
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4  Department Sales and Marketing 45.93% 62
Customer Service 7.41% 10
Operational 20.74% 28
Top managerial level 25.93% 35
5  Work Experience less than 1 year old 0.00% 0
1-3years 15.56% 21
4 - 6 years 22.22% 30
more than 6 years 62.22% 84

RESULTS AND DISCUSSION
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Statistics test results
H1:  Service Quality has a positive and significant effect 10.046 0.000 Accepted
on Customer Satisfaction
H2:  Service Quality has a positive and significant effect 3.161 0.002 Accepted
on Customer Loyalty
H3:  Digital Trust has a positive and significant effect on 6.285 0.000 Accepted
Customer Satisfaction
H4:  Digital Trust has a positive and significant effect on 0.657 0.511 Rejected
Customer Loyalty
H5:  Customer Satisfaction has a positive and significant 5.929 0.000 Accepted

effect on Customer Loyalty

The Impact Of Digital Trust On Customer Satisfaction And Loyalty (The Case Of Digitalization In Container Shipping
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H6: Quality of Service mediated by Customer 5.040 0.000 Accepted
Satisfaction has a positive and significant effect on
Customer Loyalty

H7:  Digital Trust mediated by Customer Satisfaction has 4.462 0.000 Accepted
a positive and significant effect on Customer Loyalty

A. The Effect of Service Quality on Customer Satisfaction

The first hypothesis in this study implies that service quality has a significant impact on
customer satisfaction in the context of corporate container service. The assessment of customer
satisfaction by respondents is based on the service experience that is considered quality from the
container shipping company. The results of the hypothesis test showed a critical t-values of 10,046
and p-values of 0,000. This finding is consistent with the results of previous studies that confirmed
that service quality affects customer satisfaction, especially in the service industry, B2B services,
logistics industry, shipping, and specifically, the container shipping industry in various countries.
The implication is that container shipping companies need to prioritize and improve their service
quality to achieve optimal customer satisfaction levels. (Akil and Ungan, 2021; Chen et al., 2009;
Fachmi et al., 2020; Kang and Kim, 2009; Lie et al., 2019; Roh et al., 2021; Yadav and Rai, 2019;
Yorulmaz and Tas, 2022; Yuen and Thai, 2015).

Service quality plays a crucial role in the service industry, especially in the context of
container shipping services. The study notes the importance of service quality in influencing
customer satisfaction, not just in one particular generation, but covering the entire spectrum of
generations, including baby boomers, Gen X, and Gen Y. The majority of respondents in the age
range of 31-50 years gave the impression that service quality indicators, such as sales, customer
service, and digitalization, contribute positively to customer satisfaction These findings support
previous research, as expressed by Hirata, (2019), that the three strongest characteristics of Service
Quality are sales, customer service, digitalization. Inseparable from the container shipping industry
in Indonesia, Service Quality is also one of the most important factors for Customer Satisfaction,
because the Quality of Service obtained from container shipping companies, determines the speed
of customers in providing shipping services, which will also provide efficiency for the delivery
services provided by customers to the owner of the goods.

B. The Effect of Service Quality on Customer Loyalty

The second hypothesis in the results of the hypothesis test confirms that service quality also
has an effect on customer loyalty in the context of container shipping companies. Respondents who
experience quality service tend to show loyalty to the company. Analysis of the hypothesis test
resulted in a critical t-values of 3.161 and p-values of 0.002. Although some research, such as in the
banking industry (Fattah Al-Slehat, 2021; Yadav dan Rai, 2019), and in the container shipping
industry also shows that there is an influence of Service Quality on Customer Loyalty (Balci, 2021a;
Balci et al., 2019; Gil-Saura et al., 2018; Subaebasni et al., 2019). However, with a p-value result of
0.002, the significance of Service Quality to Customer Loyalty is not as strong as Service Quality to
Customer Satisfaction. These results slightly corroborate research conducted in other industries,
according to Lie et al., (2019) on his research on user-based transport applications, and research by
Fachmi et al., (2020) In the insurance industry, which states that the quality of service does not
always have a significant influence on customer loyalty. The implication is that container shipping
companies need to understand that while service quality can affect customer satisfaction, it does
not always directly create customer loyalty. Additional efforts may be needed to reinforce other
factors that influence customer loyalty within the context of this industry.

C. The Effect of Digital Trust on Customer Satisfaction
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The third hypothesis asserts that digital trust affects customer satisfaction in the context of
container shipping companies. Respondents who experience the benefits of digital information or
applications are likely to be satisfied with the company's services. Analysis of the hypothesis test
yielded a critical t-value of 6.285 and a p-value of 0.000. Trust in digital information and the benefits
of this application provide efficiency in customer operations. This finding is also supported by direct
interviews with customers, where they state that trust in digital applications has saved them
operational costs. Previous research has also shown that Digital Trust has a positive impact on
customer satisfaction (insert name of previous research). The implication is that container shipping
companies need to continue to increase customer digital trust by strengthening and optimizing the
use of digital information and applications in order to provide more significant benefits for
customers, so as to increase the overall level of customer satisfaction Balci, (2021a) in the container
shipping industry, also significantly affects Customer Satisfaction.

D. The Impact of Digital Trust on Customer Loyalty

From the results of the hypothesis test on the fourth hypothesis, it shows that Digital Trust
does not affect Customer Loyalty. Having trust in digital applications, according to respondents,
does not affect Customer Loyalty. The results of the hypothesis test on this fourth hypothesis
produce a critical t-values of 0.657 and have a p-value of 0.511. The results of this fourth
hypothesis test contradict the results of research conducted on the container shipping industry in
Turkey by Balci, (2021a) which states that Digital Trust has an influence on Customer Loyalty.
However on research by Balci, (2021a) it shows that the Digital Trust variable has a moderate level
of significance to Customer Loyalty. In addition, it is known that 50% of respondents include baby
boomers and Gen X, this certainly affects Digital Trust related to Customer Loyalty. According to
Chee, (2023) that there is a digital divide that occurs in the baby boomers generation which causes
difficulties adapting to technology. There are components that must be owned to get sustainable
intentions for baby boomers and Gen X so that it can become a habit or become dependent
(Santosa et al., 2021).

E. The Effect of Customer Satisfaction on Customer Loyalty

The fifth hypothesis in the results of the hypothesis test shows that Customer Satisfaction
has an influence on Customer Loyalty. Respondents who feel satisfaction will encourage customers
to continue making transactions with container shipping companies. This is shown from the results
of the hypothesis test which produces a critical t-values of 5.929 and has a p-value of 0.000. The
results of this fifth hypothesis test further strengthen research on the effect of Customer
Satisfaction on Customer Loyalty in the service industry (Fachmi et al., 2020; Gecit dan Taskin, 2020;
Lie et al., 2019; Uyar, 2019), and the effect of Customer Satisfaction on Customer Loyalty in the
container shipping industry (Akil and Ungan, 2021; Balci, 2021a; Gil-Saura et al., 2018; Subaebasni
et al., 2019; Wen, 2020). In the container shipping industry in Indonesia by getting Customer
Satisfaction, it turns out that it can also maintain Customer Loyalty.

F. The Effect of Service Quality on Customer Loyalty mediated by Customer Satisfaction

The sixth hypothesis in the results of the hypothesis test shows that there is a mediating
effect of Customer Satisfaction on Service Quality on Customer Loyalty. Respondents who get
Quality Service from service providers will provide satisfaction to customers then for this
satisfaction, container shipping companies will get Customer Loyalty. In the results of the
hypothesis test that produces a critical t-values of 5.040 and has a p-value of 0.000. The results of
this hypothesis test further corroborate previous research conducted on the service industry, which
has proven that Service Quality mediated by Customer Satisfaction, affects Customer Loyalty
(Fachmi et al., 2020; Giao et al., 2020; Lie et al., 2019; Yadav dan Rai, 2019).

G. The Effect of Digital Trust on Customer Loyalty mediated by Customer Satisfaction

The Impact Of Digital Trust On Customer Satisfaction And Loyalty (The Case Of Digitalization In Container Shipping
Services In Indonesia)
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The seventh hypothesis in the results of the hypothesis test shows that there is a mediating
effect of Customer Satisfaction on Digital Trust on Customer Loyalty. Respondents who have Digital
Trust will become loyal to container shipping companies if they get service satisfaction. In the
results of the hypothesis test that produces a critical t-values of 4.462 and has a p-value of 0.000.
The results of this hypothesis test further enrich the existing literature, especially in the container
shipping industry. The results of the hypothesis test of the effect of mediation of Customer
Satisfaction on Digital Trust on Customer Loyalty also corroborate the results of the study Balci,
(2021a).

CONCLUSION

This research analyzes how the effect of Service Quality and Digital Trust on Customer
Satisfaction and Customer Loyalty as a case study on container shipping companies in Indonesia.
Customer Satisfaction is also analyzed as a mediating factor between Service Quality and Digital Trust
on Customer Loyalty. The survey conducted was limited to the segmentation of freight forwarding
customers, namely Marine Cargo Expeditions (EMKL) or freight forwarders located in DKI Jakarta,
Indonesia.

The analysis technique used is SEM-PLS to test conceptual models. Validity tests and reliability
tests were carried out to determine how valid and reliable the indicators used in this study were. There
is one indicator that is not valid, namely the indicator on the Digital Trust variable (DT1), which,
according to alleged, the statement on this indicator does not specifically show a correlation between
the statement and the Digital Trust variable, causing ambiguity and causing respondents to give a
neutral response. This indicator was decided not to be used further in the analysis process, in order to
obtain a more accurate analysis of this study. The R square test showed good values, while the results
of hypothesis testing on the seven hypotheses proposed in this study, there was one hypothesis that
was rejected.

The influence of Service Quality on Customer Satisfaction in the container shipping industry.
Service Quality from three foundations, namely representative sales, representative customer service,
and digitalization affects Customer Satisfaction. Based on the correlation relationship between
indicators, here are 4 indicators that are most crucial to Customer Satisfaction, namely the ease of
contacting customer service representatives, having a good relationship with sales representatives,
quickly getting responses from sales representatives and customer service who can provide solutions.

Based on the conclusions of research results and discussion on the effect of Service Quality and
Digital Trust on Customer Loyalty mediated by Customer Satisfaction. Sales representatives and
customer service become very vital to Customer Satisfaction. Indonesian container shipping
companies are advised to provide continuous training to sales representatives to develop relationship
relationships with customers, fast and responsive to communication with customers, and customer
service representatives to be able to provide excellent service, quickly respond to customers, and
always be able to provide solutions.

To get Customer Loyalty, sales representatives play the most important role. It is recommended
that Indonesian container shipping companies need to have a regular schedule for approach by sales
representatives specifically to customers and carried out on an ongoing basis so as to make customers
continue to be loyal to container shipping companies. Indonesian container shipping companies are
also advised to improve their organizational and structural approach to continue to gain Customer
Loyalty.

The limitations of the research used as a research variable only use four theoretical studies,
namely Service Quality, Digital Trust, Customer Satisfaction, and Customer Loyalty. This research is
limited to 135 respondents domiciled in Jakarta with a focus on forwarder segmentation, namely EMKL
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or freight forwarders. Limited time for research conducted by survey in a limited period from May to
August 2023.
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