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ABSTRACT 

Purpose:  

Road freight transport is the most commonly used form of transport, particularly in 

cities and other urban areas and is considered the most efficient and effective. This is 

due to its ease of accessibility and speed. However, there are challenges facing the 

road freight industry which affect the service delivery to their customers. This study 

establishes the challenges encountered by road freight companies and how these 

challenges impact the customer experience. It also establishes strategies that can be 

employed by road freight companies to mitigate the challenges impacting customer 

experience. 

Design/methodology/approach:  

The study employed a primary data collection strategy. Qualitative and quantitative 

data were collected using a structured questionnaire through an anonymous Qualtrics 

survey. The survey was distributed through LinkedIn and email databases to 

employees, managers and customers of road freight transport industries. A total of 

300 responses were received from a targeted 385 individuals.  

Findings:  

The study establishes several service delivery issues caused by road freight transport 

service providers which have a direct impact on customer experience. The study found 

that regardless of some of the issues experienced, most customers are happy (20%) 

and satisfied with the service received (58%) and would recommend the service to 

friends and colleagues (68%). The findings were that late delivery (69%) was the main 

issue experienced by customers using road freight transport services. This was 

followed by redeliveries due to a failed initial delivery (13%) attempt and short 

delivered orders (10%). Improvement in communication between stakeholders, route 

planning before delivery and continuous customer feedback to improve on services 

were some of the recommendations provided from the survey.  

Originality/value/contribution:  

The literature on this study is based on similar studies that were conducted around 

service delivery by road freight companies and last-mile delivery. This study provides 

insight into the challenges of service and possible remedies for improving service 

delivery and ultimately improving customer experience. The result of this study 

provides value to road freight companies in that it gives them an understanding of their 
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market so that they can align their strategies in line with the needs and 

recommendations of their customers.  

Keywords: Road freight, service delivery, customer experience, last-mile delivery, 

online delivery services. 
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1. INTRODUCTION 

This research evaluated the impact of road freight service delivery on customer 

experience. This section introduces concepts used in conceptualising this research. 

The context and background section will provide a description of delivery companies, 

their activities, and the challenges they face. The second chapter, research 

conceptualisation further investigate a more detailed and specific discussion on the 

context of the research where the research problem statement, the purpose of the 

research, objectives, research questions, and propositions will be highlighted, it will 

also discuss the delimitations and assumptions that are considered in this research. 

Section 4 and 5 will look at the significance and the preface to the research report. 

1.1 Context and Background 
Delivery of goods to customers is one of the key activities of delivery and distribution 

companies (Njambi, Katuse, 2013). Road freight transport includes any vehicle that 

transports goods from one place to another using the road network throughout the 

country. It is also called road haulage and implies the transfer of merchandise or goods 

through roadways by using a vehicle (Engström, Rikard, 2016). As an examples, 

Shoprite has a fleet such as Freshmark name. On the other hand, Choppies and Pick 

and Pay outsource their logistics to Imperial Logistics through their dedicated trucks 

(Das Nair, Chisoro, 2015). 

Road freight transport is the most common type of transport and is the most effective 

and efficient form of transport compared to other forms like air transport (Seatram, 

2019). Trucks are commonly used for bigger packages or shipments (Van Loon, 

Deketele, Dewaele, McKinnon, Rutherford, 2015) while delivery vans and motorbikes 

are used to deliver smaller size packages and are common in the inner cities.  

According to a report commissioned by SOTI Inc., In the United States, 61 % of 

delivery companies reported that road freight transport was the most inefficient 

process in the distribution networks (SOTI Inc., 2020). There is no difference in the 

South African logistics industry in regards to service delivery and this has shown a 

direct negative impact on businesses across all industries (SOTI Inc., 2020). An 

analysis conducted by Deloitte in 2020 in all major South African retailers found that 

service delivery failure, among others was one of the areas where retailers made 

losses (Deloitte, 2020). 
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Delivery companies proves a distribution service; full truckloads, less than truck loads 

and parcel deliveries using a variety of delivery vehicles. Their main purpose is to 

reduce transit time by direct delivery of bulk goods, reducing handling costs and risk 

of damage in transit, and using speed to deliver goods for and on behalf of their clients 

(Maersk, 2021). Distribution companies that are active in South African logistics 

industry are now paying more attention to last-mile logistics, this ensures accurate 

deliveries and prevent failed deliveries (Maersk, 2021). Makro acquired Wumdrop; a 

delivery app start-up that provide a seamless last-mile delivery service for businesses 

(Mpala, 2017). This is meant to cut down Makro’s delivery timelines from three days 

to three hours. Similarly, Takealot acquired a stake in Mr. delivery to improve the last 

mile process and increase the number of successful deliveries (Slotow, Scheenberger, 

2018). 

In South African retail industry, chain stores report a high number of failed customer 

deliveries occur due to increased volume of deliveries the take daily (Mpala, 2017). It 

is therefore critical for these companies to ensure that goods are delivered 

successfully to their destination and as efficiently as possible to ensure that customers 

are satisfied and that the companied may grow their customer base and ensure the 

profitability of their business over time (Mpala, 2017). Retail companies depends on 

the availability of products in their stores to ensure that they meet all their customer 

demands in terms of product availability in the store. Increased product availability 

enables the stores not only to satisfy their customer needs but to increase sales and 

maximise profit (Slotow, Scheenberger, 2018). It is in this regard that retail stores 

require reliable service delivery from their suppliers executing their distribution 

seamlessly and enable deliveries on time and in full. Global logistics companies such 

as UPS, FedEx, and DHL are some of examples of companies that provide courier 

services and experience several failed customer deliveries (Bowen, 2012).  
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 1.2 Research Conceptualisation 
Road freight service provider can satisfy customers by providing satisfactory customer 

experience. These can be achieved by delivering customers goods on time, in full and 

in good quality (Maersk, 2021). Customer experience is an interactive process that is 

brought about by rational and expressive means, received by the customer resulting 

into pleasant or unpleasant memories (Jain, Aagja, Bagdare, 2017). It is a key 

marketing concept, the impression received by customers from any organisation or 

company at any touch point with their business (Larissa, Elina, 2020). Customer 

experience impacts all areas of a business and requires constant improvement 

(MacDonald, 2021).   

A study conducted in 2015 reported that customer experience is a series of events 

experienced by a customer before and after the transaction, sale or purchase of a 

product or a service (Andajani, 2015). A good customer experience enables a 

company to have a positive impact on customer loyalty which improves the ability to 

keep their customers and grow their revenue. Companies focus on customer 

satisfaction to reduce churn or the rate at which customers stop doing business with 

the company (MacDonald, 2021). 

Customers in the road freight industry expect immediate and accurate product 

delivery, thus these companies are putting more resources into the distribution 

networks, both in-house and outsourced, to meet this expectation (MecuryGate, 

2021). However, some businesses fail in achieving a positive customer experience 

due to several reasons. Several variables can be attributed to customer experience; 

these range from, back door delays, late orders, poor route planning, inaccurate 

delivery address, inaccessible delivery locations, service delivery protests, and 

inaccurate orders (Muelders, 2019).  

These variables are depicted in a conceptual framework in Figure 1. below. 
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Figure 1. Conceptual Framework 

1.2.1 Problem Statement 
 

The main purposes of road freight companies, like any other company that seeks to 

make revenue and increase its profits, are to grow their customer base, increase 

market share and in the process grow their revenue. To achieve this road freight 

companies must create a positive customer experience through their freight services. 

Whether a customer becomes a repeat or a loyal customer is determined by the 

customer experience, positive or negative, that they receive from the road freight 

service provider. 

A survey done by Pointillist on the state of journey management and customer 

experience measurement in 2021 has shown that the greatest risk posed by 

businesses as a result of poor customer experience is loss of customers which came 

out at 61.5% as indicated in Figure 2 below (Ventura, 2021). 



Page | 12  
 

 

Figure 2. (Ventura, 2021) https://www.pointillist.com/blog/cx-survey-2021-journey-management-cx 

 

One of the major challenges that are faced by road freight companies is providing their 

customers with a positive customer experience, failure thereof results in a negative 

customer experience, exposing the company to the following risks:  

• Losing the customer  
• Losing sales 
• Brand reputation 
• Loss of market share (ThinkSecure Network, 2021) 

 
This has a negative impact on road freight companies as it misses out on service 

excellence and the opportunity to satisfy the customer through a positive customer 

experience and has greater implications on the existence of the road freight company 

(ThinkSecure Network, 2021). 

Thus, road freight companies are constantly trying to improve their delivery services 

to processes to meet and exceed their customers’ expectations by providing an 

exceptional customer experience. 

1.2.2 Research Purpose Statement 
 

A customer experience research by Pointillist in 2021, has shown that 87% of 

customer experience and analytics professionals say that customer experience is 

extremely important to their business (Ventura, 2021). This research seeks to 

investigate the root causes of failed customer deliveries. These will assist in providing 

an understanding of all the factors that are involved and that bring about failed 

deliveries. They will also provide knowledge from industry role players who may be 
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impacted one way or the other and give insights on how it impacts them as workers or 

as business owners. This will provide an understanding of failed deliveries, their 

causes, and their impact and finally be able to suggest possible solutions to reduce 

failed deliveries. 

Customers require and expect on-time delivery services and full orders from 

distribution companies while suppliers expect expedited deliveries to meet their clients’ 

ever-increasing demand for shorter turnaround times. Therefore, the goal of this study 

is to explore the causes of failed deliveries, frequency of failed deliveries, effects of 

failed deliveries and any mechanisms available to minimise such failed deliveries. The 

purpose of the study is to establish the prevalence of failed customer deliveries and 

the impact they have on affected companies. The hypothesis is that unsuccessful 

deliveries contribute to the impact of road freight service delivery on customer 

experience. Below are the study’s objectives in line with this purpose. 

1.2.3 Research Objectives 
• To establish how service delivery in the road freight industry affects the 

customer experience. 
  

• To establish the frequency of poor service delivery incidences in the road 
freight service industry. 

  
• To identify strategies for improving service delivery and the customer 

experience in the road freight industry.  
 
1.2.4 Research Questions 
This research will seek to provide answers and solutions to the following questions; 
 

1. How does service delivery affect the customer experience in the road freight 
industry? 

 
2. What is the frequency of poor service delivery incidences in the road freight 

service industry? 
  

3. What are the strategies for improving service delivery and the customer 
experience in the road freight industry? 
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1.3 Delimitations 
1.3.1 Delimitations 
 

The study will be specifically focused on road freight companies in the South African 

retail market and particularly the Johannesburg retail area. Long-haul transportation 

service providers will be excluded from this study. Regional, export and import 

deliveries will not be included in the study. This study is set conducted in 

Johannesburg which is mostly urban and has significantly developed road networks. 

The study assumes that issues like late delivery, short delivery of orders, incorrect 

customer information and no delivery at all, may negatively impact customer 

experience. Another assumption adopted by the study is that due to the high demand 

for road freight transport in the Johannesburg area there is high competition among 

road freight service providers making it crucial for each service provider to ensure the 

best service delivery to their customer.  

The high number of vehicles on the Johannesburg Road network creates congestion 

during pick hours. These congestions have a direct effect on the ability of road freight 

service providers to execute their deliveries as it leads to delays, which impacts the 

customer experience.  

Customer experience, therefore, becomes important in that this is what makes 

customers decide on which service provider to choose based on their previous 

experience with the service provider or through referrals or reviews of a particular 

service provider. 

1.4 Significance of The Study 
 

The road freight industry is an important part of the South African supply chain 

process. It stimulates the country’s economy by moving goods to their destination of 

sale (Kneale, 2016). The road freight industry is dominated by mostly vehicle freight 

transport and is very important in many countries including South Africa. One of the 

features of road freight transport is that it carries goods and uses public road networks 

using motor vehicles, trucks, delivery vans, and motorcycles designed to carry goods. 

Road freight is characterized by the following attributes: accessibility, flexibility, 

operational efficiency, timeliness, reliability, and speed. This makes it the most 
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preferred form of transportation in most cities in South Africa and around the world 

(Zak, Redmar, Sawicki, 2011). 

A few studies have been conducted on road freight’s last-mile deliveries in countries 

and how it impacts customer experience around the world. A study in Poland has 

attributed major effectors of heavy traffic of commercial vehicles in the whole city area 

to the last mile deliveries (Iwan, Kijewska, Lemke,2015). Not much has been written 

about the challenges of last-mile logistics and particularly failed deliveries in the South 

African transportation and logistics space. Failed deliveries, among other challenges, 

remain a prominent challenge for delivery companies, and retail organisations and 

have negative consequences for them and their customers.  

Little is known about how these challenges faced by this sector impact customer 

service experience. This study will provide much-needed insight into an existing 

problem that is not frequently written about in South Africa. It will create a dialogue 

among parties involved in the delivery and distribution industry on how it has affected 

their business and mostly their customers. It will also help them understand the key 

problem areas so that they can start thinking of alternative solutions and even consider 

solutions that will be suggested by this report. The following are some of the things 

that make this study significant: 

Customers demanding shorter lead times for the delivery of the orders: 

Customers are demanding the transportation of goods to remote locations in a short 

space of time. Other modes of transport may offer this solution if road freight fails to 

pose a threat to the road freight market 

The rapid growth of the online delivery services: 

-      This has been caused by the increased number of people ordering food online 

and having it delivered at their store step while adhering to Covid 19 lockdown 

regulations.  

Incorrect customer information causing delays and non-deliveries: 

-      Delivery transport service providers use road transport for this service, as a result, 

the is increased visibility of motorbikes on the roads making household deliveries. 

UberEats, CheckersSixty60, and Mr Delivery are some of the common delivery service 

providers. If the customer’s details are not captured correctly when the order is taken 
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delays can occur when the address is not correctly captured, or the customer’s 

telephone number is incorrect making it difficult for the delivery driver to execute the 

delivery. This will potentially result in a delay, or the delivery not being successfully 

executed. 

Therefore, this study is significant in that it will establish the actual issues based on 

the assumptions above and establish possible strategies to circumvent these issues 

which may affect customer experience. 

 

1.5 Preface to The Research Report 
 

This research report consists of six chapters, the first is the introduction chapter which 

covers the reports context and background. It also introduces the problem statement 

and the purpose of the report. Chapter two consists of the literature review which 

reviews previous studies relate to the problem. The third chapter will discuss the 

research strategy, design validity and reliability measures and the limitations.  The 

presentation and discussion of findings will be discussed in chapters 4 and 5 followed 

by the summary and conclusion of the research. 
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2. LITERATURE REVIEW 

2.1 Introduction 
 
This literature review will investigate challenges brought about by failed customer 

deliveries, their definition, causes and effects and what these means for businesses 

and customer experience. It will also look at the research problem analysis in section 

2.1.2, research knowledge gap analysis in section 2.1.3, and look at the framework for 

interpreting research findings in 2.1.4. In 2.4 this chapter provides a summary of the 

literature reviewed and concludes by looking at the proposed research strategy, 

design, procedure, and method. 

 
2.2 Research problem analysis 

           2.2.1. Service delivery 
 

A study into the effects service quality has on the performance of road freight transport 

in Nigeria has found that customers are mainly satisfied because of reliable service, 

and staff showing empathy shown by staff where there are issues. The study 

recommends that road freight service providers should assure their customers of a 

service that will guarantee a satisfying service (Oyeobu, Oyebisi, Olateju, Sesede, 

2014).   

Companies providing delivery services in urban areas facing chaos and traffic 

congestion find it very difficult to execute deliveries successfully. About 28% of 

transportation costs are attributed to the last mile in the logistics process whose goal 

is ensuring a successful delivery without any delays. Several issues are faced by 

delivery companies that make the last mile process a daunting task and they all result 

in increased cost of delivery (Sinha, 2021). Delivery companies are globally delivering 

manufactured goods and perishables quicker and farther than ever before using 

transportation and distribution solutions (Supplychainbrain, 2021). The stage of the 

last mile delivery process is when the parcel or shipment is delivered to the customer’s 

doorstep and is critical to ensuring customer loyalty (SOTI Inc., 2020). Customers are 

demanding on-time deliveries in full, on time and expect a high level of service quality. 
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2.2.2 Customer experience  
Slotow and Schneeberger define the last mile as the last frontier of logistics, where 

the customer and delivery company meet on the distribution borders of expectation 

and complexity (Slotow, Schneeberger, 2018). A missed delivery or a late arrival of a 

delivery vehicle at a distribution centre does not only cost money but it has a direct 

impact on the availability of stock and the reputation of the brand. It also determines 

the possibility of repeat business and the kind of referral or recommendation based on 

the experience, a great reputation, continued customer engagement and a sustainable 

and healthy bottom line will translate into a satisfied customer (Slotow, Schneeberger, 

2018). One of the top 10 challenges that are faced by logistics companies is enhancing 

customer service in dynamic markets where customer expectations are continuously 

changing (Keshavdas, 2021).  

2.2.3 Strategies for service delivery 
 

A study by Rogelio Olivia Pue presented a theory that says service quality cannot be 

measured in a straightforward manner like quality in a manufacturing environment. It 

further states that there has been an under-investing in the more important and 

tangible factors of service quality and capacity (Pue,1996). Road freight service 

providers experience challenges that impact their customers, these challenges have 

an impact on the service quality and capacity.  

A study on sustainable goods supply and transport which investigates the analysis of 

freight developments and strategies has identified some strategies from a need for 

action resulting from the study (Marti, Ruesch, Hegi, Petz, Matti, Schultz, 2010). The 

following are some of the strategies. 

• To secure and increase efficiency and quality of the supply of the goods 

• To improve the accessibility of freight transport  

• To minimise the negative impact of freight, transport the environment 

• To support and encourage awareness of freight/logistics issues, education, and 

innovation 

• To improve cooperation among road freight service providers. 
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Increased business competition makes markets tougher which makes it critical for a 

business to increase its competitive advantage to remain relevant and thrive in these 

market conditions (Andajani, 2015). 

 

2.3 Cost Implications 
 
A failed delivery is when the delivery service provider, courier service, or transport 

company, attempted to deliver goods in a form of a parcel or consignment, to a 

customer but the delivery was unsuccessful, these have negative implications; mostly 

costs and compromised customer service levels (Meulders, 2019). According to the 

IMRG report (2008), a first-time delivery failure is defined as a delivery for which a 

signature could not be obtained from the customer or their designated representative 

which results in the goods or package being sent back to the sending depot where a 

customer collection or redelivery will be arranged (Edwards et al, 2009). Avoiding a 

failed delivery is the best way to manage the cause of a delivery failure (Doust, 2011). 

About 53% of the delivery cost are attributed to the last mile delivery process and 

efficiencies result in losses. Most of this cost is attributed to failed deliveries due to 

one reason or the other and having to plan redelivery to the customer at an additional 

cost (SOTI Inc., 2020). 

 
2.4 Compromised Customer Service Level 
 

Notwithstanding the impact on the environment concerning carbon emissions, failed 

deliveries are a drawback for any business in that; additional costs are incurred by the 

carrier when a second attempt to deliver is carried out, it inconveniences the customer 

and negatively impacts service levels (Edwards, McKinnon, Cherret, McLeod, Song, 

2009). 

2.5 Impact on the environment 
 

The transportation and logistics industries are a key driver of the economy and a 

backbone of all economic sectors such as manufacturing, retail, and services 

(Keshavdas, 2021). This industry is faced with many changes which are attributed to 
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technology innovation and the changing needs and expectations of the customer plus 

strict government regulations due to its impact on the environment (Keshavdas, 2021). 

Transportation contributes over two-thirds of greenhouse gas emissions, and this is 

expected to increase by 50% by 2025 (Olejede, 2021). Ranked number 13 in the world 

on greenhouse gas emissions, South Africa contributes to the world’s total transport 

greenhouse gas emissions which sits at 91.2% (Olejede, 2021).  

The levels of road freight transport activity related to cargo and parcel distribution in 

and around cities are continuously increased with the increasing level of urbanization. 

The increase in road freight transport activity creates social, economic, and 

environmental impacts which are largely associated with traffic congestion, a greater 

risk of accidents, and increased greenhouse gas emissions. This raises the need for 

cities to innovate road freight operations in their road networks in line with new 

technology developments (De Oliveira, De Mello Bandeira, Goes, D’Agosto, 2017). 

2.6 Research knowledge gap analysis 
 

A SAPICS report by Slotow and Schneeberger conducted in 2018, has emphasised 

the importance of the last mile delivery. The report suggests that last mile delivery is 

what customers define the satisfaction with a brand, so any delivery failure will have 

serious implications on the delivery company’s business and its relationship with its 

customers (Slotow, Scheenberger, 2018). “Last-mile service should emphasize 

speed, timely delivery and accuracy, to improve brand loyalty and customer 

satisfaction” (SOTI Inc., 2020). The SOTI Inc. report lists the following as the critical 

challenges; lack of visibility, high delivery costs, late deliveries, outdated technology, 

low-efficiency levels, poor route planning and other unpredictable factors (Ross, 

2021). Failed deliveries are a challenge in the last-mile delivery process yet not much 

has been written about them, their causes, and their implications to delivery 

companies and mostly their customers. 

 

2.7 Theoretical Framework  
 

This research resonates with the theory of business and organisations by Drucker 

which suggest that companies operate to a theory to their business based on an 
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assumptive framework that natures and guides the activities of the organisation (Daly, 

Walsh, 2010). The ‘theory of businesses by Drucker is a management concept that 

applies to the challenging of a company’s performance. The research seeks to do this 

by using Drucker’s theoretical framework as an instrument for planning. The research 

aimed to establish the role assumptions play and to provide a new perspective on the 

original theory of business by Drucker (Daly, Walsh, 2010). The results of this study 

adopted the theory by looking into the following: 

• Activities that will have an impact on customer experience. 

• Assumptions managers of delivery companies can make concerning their last-

mile activities lead to the problem of failed deliveries. 

• Possible interventions that can improve customer experience 

Regarding this study two elements of this theory are exploited, which are; 

• Entrepreneurship – always seeking change, responding to it and exploiting it to 

one’s advantage 

• Innovation – enhancing human and material resources with new and greater 

wealth-producing capacity (Daly, Walsh, 2010). 

The results and findings were interpreted by looking at the market choices and 

competencies, how these have contributed to the nature of the results and what 

possible remedies can be employed to improve the results (Daly, Walsh, 2010). 

Another approach for interpreting the findings was through adopting the General 

Systems Theory framework which involves engaging a synthetic mode of thinking and 

suggest that more research needs to be done to address service delivery systems 

configurations, particularly the relationship between the customer input and 

transformation type (Ponsignon Smart, Maul, 2007). This theory provided for a 

multifaceted approach to the results of this study. This gives a clear understanding of 

the change that is required by customers and the change that delivery customers need 

to effect to address the problem of failed deliveries (Ponsignon Smart, Maul, 2007). 

 

2.8 Summary and conclusion 
2.8.1 Summary of literature reviewed  
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The literature reviewed in this chapter has identified several issues that bring about 

the problem statement. Service delivery and customer experience are one of the key 

areas that are likely impacted by road freight transport. This chapter introduced a few 

theories that highlight service delivery issues and the impact these issues may have 

on customers and businesses. Oyeobu et al suggest that customers are mainly 

satisfied because of reliable service, staff showing empathy shown by staff where 

there are issues service (Oyeobu et al, 2014).   

 Slotow and Schneeberger assert that a business will incur the cost and possibly lose 

their customer if a road freight service provider does not complete their deliveries on 

time or deliver late to the customer. This has a direct negative impact on customer 

experience (Slotow, Schneeberger, 2018). This study will ask service delivery 

questions whose answerers can be compared with the assertion above. 

 

2.8.2 Proposed strategy, design, procedure, and method  
 

This study was quantitative and employed primary data collection strategy to establish 

an in-depth understanding of how customers are affected by the service delivery 

provided to the by road freight service providers. A survey was used to solicit 

responses to questions and to address three of the study's objectives. These included 

both closed and open-ended questions and with certain questions providing an option 

for multiple answers. This provided an in-depth understanding of the different issues 

experienced by the respondents. The results of the study were analysed using a 

Qualtrics model to interpret and understand the feedback from respondents. 
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3. RESEARCH DESIGN AND METHODOLOGY 

3.1 Introduction 
 

This chapter provides insight into the strategy (3.1), and design (3.2) of the research, 

it gives details and explains the context of what the research seeks to achieve and 

how it will achieve it. In 3.3. the sub-section deals with the research method and 

procedures followed in the research. It covers data collection, details on the target 

population and selection of the study population, ethical considerations, data, and 

information processing analysis and describes the research respondent. The strength 

and weaknesses of the research are discussed in 3.5 and 3.6 respectively. 

3.2 Research strategy 
 

The research strategy used in the study was qualitative and employed a survey to 
collect data.  

 

3.3 Research design 
 

The study was cross-sectional in that it employed a survey to gather data from various 

participants in the road freight distribution logistics, warehousing and distribution, and 

courier service sector in the Johannesburg area. This survey will ask both closed and 

open-ended questions, that will provide answers to the questions around the causes 

and remedies of service delivery and how it affects the customer experience. This 

study design was chosen as it was used to collect participant information during a one-

time period. The cross-sectional study design is simple and cheap compared to other 

study designs. 

 

3.4 Research method and procedure 
3.4.1 Information and data collection 
 

An unstructured questionnaire consisting of open-ended and closed-ended questions 

was used to collect data. The study survey was designed using an electronic data 
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management system Qualtrics. The questionnaire was sent to the study participants 

through email. The data collection took place from December 2021 to February 2022. 

Variables that were collected included the following: 

 

• Location – Gauteng/Johannesburg, Sector – Road Freight 

• Category – service provider, customer, employer, manager 

• Frequency of unsuccessful deliveries  

• Frequency of service failures 

• Reasons for service failure/unsuccessful delivery 

Once all the data has been collected and analysed a summary of the results is 

presented in the results section and dominant trends discuss including exceptional 

findings. The discussion will assist in leading towards formulating informed 

recommendations and suggesting further research where applicable and drawing 

conclusions based on the results and findings. 

 

 3.4.2 Target population and selection of respondents 
 

The target population included stakeholders of logistic and supply chain companies in 

Gauteng, Johannesburg. The companies were identified from LinkedIn and other 

social media platforms. The study population was a simple random selection of the 

target population. The population sample consisted of 300 stakeholders that were 

extracted from the list of companies identified. The sample consisted of employees, 

customers and service providers within logistics and supply chain companies were 

included as the study population. Each participant voluntarily and anonymously 

completed the questionnaire 

Participants in the study included:  

• road freight service providers,  

• customers,  

• managers and employees of freight companies 
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 3.4.3 Ethical considerations 
 

Ethics to conduct the study was sought from the Human research committee of the 

University of the Witwatersrand (Ethics protocol no: WBS/BA2386019/883, attached 

to Appendix 3). Information sheets on the study and consent forms were sent to the 

participants before completion of the survey to provide them with detailed information 

on the study and to enable them to make an informed, voluntary, and rational decision 

to participate in a study (Kowalczyk, 2013). The study consent form is attached in the 

supplementary documents attached. Once the participants had agreed and given 

consent to participate in the study, they were provided with the link containing the 

study survey. No further personal confidential information was required from the 

participant. 

3.4.4 Data and information collection processing and analysis 
3.4.5 Data analysis 
 

Data management, cleaning, and data analysis was done using using a Qualtrics 

model. Data was checked for inconsistencies as well as for missing information on all 

collected variables. Frequencies and percentages were used to summarize variables 

collected in the study.  

 3.4.6 Description of research respondents 
 

The study population will be individuals who are active in the road freight industry in 

the Johannesburg area. This includes road freight companies that are providing 

delivery services, customers and individuals receiving goods through road freight 

services, managers and employees in companies that provide road freight services 

and those that receive service from road freight companies. 

 

3.5 Research strength  
 

The strength of this study is that it provides the following benefits: reliability, cost-

effectiveness, and versatility (Price, Jhangiani, Chiang, 2013). The reliability of the 
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data collection tool was ensured by conducting a pilot study of twenty randomly 

selected participants from the target population. Following the response from the pilot 

study, the survey was improved to increase reliability. The study uses a survey to 

collect data using an anonymous link. This is considering the most cost-effective 

method of collecting data. The uses of a survey provide the ability to collect information 

from many people (DeCarlo, 2022). The use of email and social media platforms 

provides the cheapest way to distribute the survey for feedback. The standardised 

questions in the survey pose the same questions in the same way to all respondents 

who are directly involved in the logistics and supply chain industry, these individuals 

are considered to have insider information about the use of road freight transport and 

have or currently using it, this makes the study more reliable. 

 

3.6 Research weaknesses  
 

The standardized nature of reach questions is a limiting factor to a certain extent in 

that it makes it more difficult to ask anything than questions that a broad range of 

people can understand (DeCarlo, 2022). One of the weaknesses of this is that some 

responses may lack depth and might not answer the questions fully. The second 

weakness is that the use of a survey does not provide flexibility to clarity-seeking 

questions like in a normal interview method. Collecting of responses is not guaranteed, 

you can distribute the survey to a thousand people but there is no guarantee that all 

the people will complete the survey. It also takes time to collect data as you are always 

dependent on how quickly respondents complete the survey once they received it. 
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4. PRESENTATION OF RESULTS 
4.1 Introduction 
 

The results show that most of the respondents are users of road freight transport in 

the Johannesburg area, these users are either using couriers, delivery vans, trucks, 

and motorbike delivery services to either send or receive goods. The respondents 

were randomly selected; thus the results do not show the demographic background of 

respondents or where they are based or operating in the Johannesburg area. 

Respondents were not classified on their age, gender, or cultural backgrounds but 

rather on their area of operation which is Johannesburg for this study. Most of the 

respondents (47.06%) use the courier service delivery panel van service the send and 

receive goods, while 22% use trucks, 21% use the motorbike delivery service, while 

the 10% use other means of services. This is in line with the increased number of 

home deliveries in the past two years which brought about the COVID-19 lockdown 

restrictions. Most people have continued to use the home delivery service even after 

the restrictions were lifted. 

 

4.2 Research question 1 
 

1. How does service delivery affect customer experience in the road 

freight industry? 

Respondents were asked to indicate the type of issues they have experienced when 

they used road freight transport to receive or send goods. Some respondents 

experience multiple of these issues with their service providers. The most common 

issue was the prevalence late deliveries, followed by redelivery of failed initial attempt 

and short delivered order. About 51% of respondents indicated late delivery as one of 

the issues they have experienced. Wrong/inaccurate order, Re-delivery of initial 

delivery attempt and short delivered order contributed 12%,18% and 15% respectively. 

The high prevalence of late delivery can be attributed to traffic  
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congestions and poor route planning which was indicated as the most common causes 

of service delivery issues. 

Table 1: Prevalence of service delivery issues 

 

 

 

 

Respondents were asked to rate the quality of their customer service experience. It is 

interesting to note that most respondents indicated their experience as somewhat and 

extremely good, about 51% and 24% respectively. However, 6% and 2% said the 

quality of their experience was somewhat and extremely bad respectively. This result 

is similar with the results on whether they will use the road freight service provider 

again. 

 

Table 2: Quality service rendered 

 

Based on their customer service experience, 46% of respondents are somewhat likely 

and about 22%extremely likely to recommend the service provider they use to their 

friends, family, and colleagues. About 17% were unsure whether they recommend 

their service provider. This is very important for service providers as it is one of the 

ways to draw new customers and possibly grow their market share. People are more 

likely to recommend a service provider who provides exceptional customer 

experience. On the other 8% and 25% of the respondents are somewhat and 

extremely unlikely, respectively, to recommend their service provider. This has a 

negative impact negatively on the service provider’s business as they risk losing 

customers to competitors. 

Response % Count
Somewhat good 51% 113
Extremely good 23% 51
Neither good nor bad 19% 42
Somewhat bad 6% 13
Extremely bad 1% 3
Total 100% 222

Response % Count 
Late delivery 51% 170 
Re-delivery of initial delivery attempt 17% 58 
Short delivered order 15% 49 
Wrong/inaccurate order 11% 38 
No delivery 6% 20 
Total 100% 335 
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Respondents were asked to rate the quality of their customer service experience. It is 

interesting to note that most respondents indicated their experience as somewhat and 

extremely good, about 51% and 24% respectively. However, 6% and 2% said the 

quality of their experience was somewhat and extremely bad respectively. This result 

is similar to the results on whether they will use the road freight service provider again. 

 

4.3 Research question  
 

2. What is the frequency of poor service delivery incidences in road freight 
service industry?  

 

The result from the respondent shows that almost 70% experience poor service 

delivery at least once a month, with bout 3% of respondents experiencing poor service 

delivery daily. This is a concerning number for any business . A further breakdown 

shows that 31.% of the respondent experice poor service delivery from road freight 

service providers while 31% do not experience any poor service delivery issues. About 

21% experince poor service delivery once a month. 

 

Table 3: Frequency of poor service delivery 

The frequency of use of the road freight transport by the respondents who used their 

service every day and those who used their services a few times a month was the 

same at 24.35% for each. About 20% of the respondents only use road freight 

transport at least once a month and an almost equal number of respondents, 19.7% 

use road freight transport less than once a month. 

 4.4 Research question  
3. What are the strategies for improving service delivery and customer experience 

in the road freight industry?  

Response % Count
Never 31% 77
A few times a month 31% 76
Once a month 22% 55
A few times a week 11% 28
Once a week 3% 7
Daily 2% 6
Total 100% 249
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Respondents were asked information on "what road freight service providers can 

do to improve their specific experience". Several suggestions were put forward by 

the respondents and these are depicted in Annexure 2. Suggested strategies 

include training of staff, followed by improvement of route planning. These two 

interventions are vital in running a road freight service as they determine the quality 

of the service provided to customers. Below are more interventions that were 

provided by the users: 

 

• Staff training, Improve route planning 

• Communicate possible delays 

• Improve processes 
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5. DISCUSSION OF RESULTS 

5.2 Research objective 1 
To establish how service delivery in road freight industry affects customer experience.  

Most respondents, 58% (n=131), are somewhat and 20%(n=46) extremely satisfied 

with the customer experience they received from the road freight service provider they 

use. However, 14%(n=32) were somewhat dissatisfied and 1%(n=2) were extremely 

dissatisfied with their service. These are the customers that service providers should 

be more attention to, listen and try to correct the issues experienced by these 

customers. About 57% describe the service experience from the road freight service 

provider you use as equalling their expectations while 22% said that the customer 

experience was short of expectations. However, 15% and 4% of the respondents 

described their customer experience as exceeding and far exceeding expectations 

respectively. This is good for the concerned service providers if they can maintain this 

type of service constantly by keeping to what they do best as it seems to work for 

them. Dissatisfied customers could create problems for a business and put the 

business brand and reputation at risk. 

 

Graph 1: Frequency of poor service delivery experienced 
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5.3 Research objective 2 
To establish the frequency of poor service delivery incidences in road freight service 

industry.  

 

The frequency of poor service delivery among the respondent’s ranges from 2% (n=6) 

who experience poor service delivery daily to 31% (n=77) who do not experience poor 

service delivery at all. However, this means that 69% (n=172) of the respondent’s 

experience poor service delivery ranging from daily to a few times a month. What 

should concern leaders in road freight transport is the 2% (n=6) of customers that 

experience poor service delivery daily. 

 

Table 4: Frequency of poor service delivery experienced 

 
5.4. Research objective 3  
To identify strategies for improving service delivery and customer experience in the 

road freight industry.  

 

In responding to this objective, respondents provided strategies ranging from the 

training staff, improvement of route planning, improvement of communication and 

keeping to delivery time. The results show that most of the poor service delivery issues 

which have impacted customers are a result of a lack of training of staff. This leads to 

the second strategy of communication. Well-trained staff should be able to 

communicate better with customers and take accurate orders and record accurate 

customer information. The third strategy is the improvement of route planning to avoid 

poor service delivery. As cities develop the traffic flow in certain routes changes, is 

therefore important for companies to regularly examine their route planning for 

improvement. 

Response % Count
Never 31% 77
A few times a month 31% 76
Once a month 22% 55
A few times a week 11% 28
Once a week 3% 7
Daily 2% 6
Total 100% 249
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6. SUMMARY, CONCLUSION, LIMITATIONS AND RECOMMENDATIONS 

 

6.1 Summary  
 

The result of this study has highlighted several facts regarding road freight transport 

and how it impacts the customer experience. Even though a high number (57%, 

n=133) of respondents indicated that the service they received met their expectations. 

Several respondents, (22%, n=52) and (4%, n=9) indicated that the service was short 

of expectations and far short of expectations respectively. This creates a negative 

impact on their customer experience. The ultimate result of a bad or poor customer 

experience is a loss of customers to competitors. Of the respondents in this study, 8% 

and 2% said that they were unlikely and extremely unlikely to use the service provider 

due to poor service experience. These are the customer who experiences one or 

several of the contributing factors listed in 4.2. It is therefore critical for road freight 

service providers to put action plans to mitigate these factors and ensure that they 

provide the required customer service experience to their customers. 

 

6.2 Conclusion  
 

This study provides road freight transport service providers operating in the 

Johannesburg area with a better understanding of the impact their service has on their 

customers. It will also give them an understanding of their customer's expectations 

and provides possible solutions on how to improve the service delivery to improve 

customer experience. 

The results have shown that road freight transport service delivery has a direct impact 

on customer experience. The first objective of the study was met in that the results 

have shown that most of the respondents experienced good service from road freight 

transport service providers and are more likely to continue to use their service based 

on the customer experience they have received from them.  

Late deliveries and Wrong/inaccurate orders, Re-delivery of the initial delivery attempt 

and short delivered orders are the biggest contributors to poor customer service 
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delivery by road freight transport providers. These are mainly caused by mostly traffic 

congestion, which is a very common occurrence in the Johannesburg area where the 

respondents were sampled. Poor route planning and inaccurate customer details were 

also major contributors, which speaks to the efficiency of processes in the operations 

of road freight transport service providers. These can be immediately addressed by 

the service providers to align their delivery service to their customer's expectations. It 

was also established that most respondents are most likely to continue using their 

preferred road freight service provider. The frequency of use of road freight service by 

respondents varied, from daily use to once a month with the service delivery issues 

experienced spread through all the users which address the second objective of the 

study. In addressing the third objective users of road freight transport provides several 

interventions that road freight companies can put in place to improve the service, see 

annexure A.  

This study will provide road freight transport service providers with key information that 

will assist them in formulating new or improving their existing service delivery 

strategies. It also provides users with reading transport factors they need to consider 

when choosing a read freight service provider. Not a lot of research has been 

conducted on how the service delivery of road freight transport affects customer 

experience, which makes this study significant as it provides information on the current 

view of how road freight transport service delivery impacts customer service 

experience in the Johannesburg area. 

 

6.3 Limitations  
 

This study focused on road freight users in the Johannesburg area who has access to 

a computer or internet to complete the survey. The focus was on the user’s customer 

experience from the delivery service provided by road freight transport service 

providers. The study focused on the issues or challenges experienced by the users 

and how the users were affected by these issues. The users of road freight transport 

were sampled mainly from people involved in the supply chain and logistics sector in 

Johannesburg. Most participants were users of courier services using delivery panel 

vans and delivery services using motorbikes. One other limitation is the sample size a 

total of 300 responses were collected from an initially intended sample of 350 
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respondents. This however would not have a significant change on the result of the 

study. This study focused on employees, customers and management of logistic and 

supply chain companies across the Johannesburg area and therefore the results of 

this study are limited to this area. It is not known whether broader research looking 

into the other big cities, like Cape Town, Durban, and others, would yield similar results 

and is worth exploring. 

 

6.4. Recommendations  
 

It has been established that road freight service delivery does impact customer 

experience. Unlike Johannesburg, cities like Cape Town, Durban, and others provide 

unique alternatives in terms of transport, and they are much less congested in terms 

of their population, which might bring about fewer service delivery issues for road 

freight service providers. However, this may not guarantee better results in 

comparison to the study in Johannesburg. The results of this study show that customer 

experience is highly affected by the effective and efficient service delivery by road 

freight transport service providers. Road freight transport is the most dominant means 

of transporting goods in the Johannesburg area and the demand for it is very high. 

This is due to the high number of road freight services provides in this area. Therefore, 

competition is very high, and customers have the freedom to choose the best service 

provider based on how best it can meet their needs. Users of road freight transport 

services in Johannesburg are looking for a service provider that will ensure that they 

get their deliveries on time and in full without delays or inconveniences.  

The results from the study therefore can provide the following recommendations: 

• Managers in the road freight service industry must ensure that their operations 

are fit for purpose by ensuring that their staff are properly trained to understand 

how important their role is in making their service effective and efficient. 

• Route planning is one critical aspect that has been mentioned as a focus area 

for improvement. To avoid delays and late deliveries customer routes must be 

thoroughly planned to ensure that all deliveries reach their destinations on time. 
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• Preparation of loads before deliveries should be done with a high degree of 

accuracy. Orders should be taken and confirmed with customers before they 

could be picked and packaged. This will prevent short or incorrect stock items 

to be delivered to a customer. 

• Another key intervention is improved communication with customers. Effective 

communication with customers when planning deliveries will ensure that 

deliveries are executed on time without any hassles. Service providers need to 

negotiate delivery times with customers and adhere to these times. If delivery 

slots a booked, these need to be met to avoid penalties and redeliveries.  

• Meeting and exceeding the expectations of customers should be the 

preoccupation of every road freight transport manager. Ensuring a consistent 

road freight service delivery that meets and exceed its customer’s expectation 

will always create a good customer experience and will put road freight service 

not only the most effective but the most preferred freight service. 

• To maintain their existing customer base, and attract new customers, it is 

therefore important for managers to consistently look for ways that will help 

improve their road freight service delivery. 

• The focus should also be put on having corrective measure in areas where the 

has been service delivery failures to ensure that affected customers continue 

to use and recommend their service to others. It is every manager’s 

responsibility in a road freight service business to ensure that its business 

understands and is fully aligned with strategies and plans to provide exceptional 

customer experience to the customer and remain relevant in the highly 

competitive road freight service delivery business. 

 

  



Page | 37  
 

7. REFERENCES 

Andanjani, E. (2015). Understanding Customer Experience Management in Retail. 

Retrieved from https://reader.elsevier.com/reader/sd/pii/S1877042815054221 

Becker, L., Jaakkola, E. (2020). Customer experience: fundamental premises and 

implications for research. Retrieved fromhttps://doi.org/10.1007/s11747-019-00718-x 

Bowen, JT.  (2012). A spatial analysis of FedEx and UPS: hubs, spokes, and network 

structure, Journal of Transport Geography, Volume 24, 2012, Pages 419-431, ISSN 

0966-6923, https://doi.org/10.1016/j.jtrangeo.2012.04.017. Retrieved from 

https://www.sciencedirect.com/science/article/pii/S0966692312001299 

Brink, BS., Heyns, GJ., Kilbourn, PJ. (2019). Journal of Contemporary Management. 

Volume 16 Issue 2. Service quality expectations of online grocery consumers in 

Gauteng, South Africa. Retrieved from  

https://journals.co.za/doi/pdf/10.35683/jcm19059.49 

Daly, P., Walsh, JS. (2009). Drucker’s theory of the business and organisations: 

challenging business assumptions. Retrieved from 

https://www.semanticscholar.org/paper/Drucker's-theory-of-the-business-and-

organisations%3A-Daly-Walsh/e12261ec10716006dbf337ea7352fabb232ba3c1 

Das Nair, R., Chisoro, S. (2015). The Expansion of Regional Supermarket Chains: 

Changing Models of Retailing and the Implications for Local Supplier Capabilities in 

South Africa, Botswana, Zambia, and Zimbabwe (November 1, 2015). CCRED 

Working Paper No. 2015/17, WIDER Working Paper 2015/114, Available at 

SSRN: https://ssrn.com/abstract=2923047 or http://dx.doi.org/10.2139/ssrn.2923047 

Deloitte. (2020). How COVID-19 has affected South African Grocery Retail 

Consumer Sentiment: Consumer insights pre- and during lockdown May 20. 

Retrieved from 

https://www2.deloitte.com/content/dam/Deloitte/za/Documents/za_Deloitte_BrandsE

ye_Consumer-Sentiment-report 

De Oliviera, CM., De Mello Banderia, RA., Goes, GV., Gonçalves, DNS., D’Agosto, 

MDA. (2017).  Sustainable Vehicles-Based Alternatives in Last Mile Distribution of 

Urban Freight Transport: A Systematic Literature Review. Retrieved from (PDF) 

https://reader.elsevier.com/reader/sd/pii/S1877042815054221
https://doi.org/10.1007/s11747-019-00718-x
https://doi.org/10.1016/j.jtrangeo.2012.04.017
https://www.sciencedirect.com/science/article/pii/S0966692312001299
https://journals.co.za/doi/pdf/10.35683/jcm19059.49
https://www.semanticscholar.org/paper/Drucker's-theory-of-the-business-and-organisations%3A-Daly-Walsh/e12261ec10716006dbf337ea7352fabb232ba3c1
https://www.semanticscholar.org/paper/Drucker's-theory-of-the-business-and-organisations%3A-Daly-Walsh/e12261ec10716006dbf337ea7352fabb232ba3c1
https://ssrn.com/abstract=2923047
https://dx.doi.org/10.2139/ssrn.2923047
https://www2.deloitte.com/content/dam/Deloitte/za/Documents/za_Deloitte_BrandsEye_Consumer-Sentiment-report
https://www2.deloitte.com/content/dam/Deloitte/za/Documents/za_Deloitte_BrandsEye_Consumer-Sentiment-report
https://www.researchgate.net/publication/318823689_Sustainable_Vehicles-Based_Alternatives_in_Last_Mile_Distribution_of_Urban_Freight_Transport_A_Systematic_Literature_Review


Page | 38  
 

Sustainable Vehicles-Based Alternatives in Last Mile Distribution of Urban Freight 

Transport: A Systematic Literature Review (researchgate.net) 

Doust, N. (2021). Resolving the redelivery conundrum. Retrieved from 

https://eds.b.ebscohost.com/eds/pdfviewer/pdfviewer?vid=1&sid=0d364a10-f9ec-

4307-b1ce-52235b0bf45b%40pdc-v-sessmgr03 

Edwards, J., McKinnon, A., Cherret, T., McLeod, F., Song, L. (2009). The impact of 

failed home deliveries on carbon emissions: Are collection/delivery points 

environmentally-friendly alternatives? Retrieved from: 

https://www.researchgate.net/publication/312903652_The_impact_of_failed_home_d

eliveries_on_carbon_emissions_are_collection_delivery_points_environmentally-

friendly_alternatives  

Engström, Rikard. (2016). The Roads’ Role in the Freight Transport System. 

Transportation Research Procedia. 14. 1443-1452. 10.1016/j.trpro.2016.05.217. 

Iwan, S., Kijeweska,K., Lemke, J. (2012). Analysis of parcel locker’s efficiency as the 

las mile delivery solution – the results of the research in Poland. The 9th International 

Conference on City Logistics. Retrieved from Analysis of Parcel Lockers’ Efficiency as 

the Last Mile Delivery Solution – The Results of the Research in Poland | Elsevier 

Enhanced Reader 

Jain, R., Aagja, J. and Bagdare, S. (2017), "Customer experience – a review and research 

agenda", Journal of Service Theory and Practice, Vol. 27 No. 3, pp. 642-

662. https://doi.org/10.1108/JSTP-03-2015-0064 

Keshavdas, M. (2021). Top 10 challenges logistics companies are facing in 2019. 

Retrieved from https://fleetroot.com/blog/top-10-challenges-facing-logistics-

companies-in-2019/ 

Kneale, L. (2016). Freight Transport by Road. Who Own Whom. African Business 

Information. Retrieved from 7123 (woweb.co.za)  

Kowalczyk, D., 2013. What Is Informed Consent in Research? - Definition & 

Purpose. Retrieved from https://study.com/academy/lesson/what-is-informed-

consent-in-research-definition-purpose.html. 

MacDonald, S. (2021). 7 Ways to create a great customer experience strategy. 
Retrieved from 7 Ways to Create a Customer Experience Strategy (superoffice.com) 
 

https://www.researchgate.net/publication/318823689_Sustainable_Vehicles-Based_Alternatives_in_Last_Mile_Distribution_of_Urban_Freight_Transport_A_Systematic_Literature_Review
https://www.researchgate.net/publication/318823689_Sustainable_Vehicles-Based_Alternatives_in_Last_Mile_Distribution_of_Urban_Freight_Transport_A_Systematic_Literature_Review
https://eds.b.ebscohost.com/eds/pdfviewer/pdfviewer?vid=1&sid=0d364a10-f9ec-4307-b1ce-52235b0bf45b%40pdc-v-sessmgr03
https://eds.b.ebscohost.com/eds/pdfviewer/pdfviewer?vid=1&sid=0d364a10-f9ec-4307-b1ce-52235b0bf45b%40pdc-v-sessmgr03
https://www.researchgate.net/publication/312903652_The_impact_of_failed_home_deliveries_on_carbon_emissions_are_collection_delivery_points_environmentally-friendly_alternatives
https://www.researchgate.net/publication/312903652_The_impact_of_failed_home_deliveries_on_carbon_emissions_are_collection_delivery_points_environmentally-friendly_alternatives
https://www.researchgate.net/publication/312903652_The_impact_of_failed_home_deliveries_on_carbon_emissions_are_collection_delivery_points_environmentally-friendly_alternatives
https://reader.elsevier.com/reader/sd/pii/S2352146516000193?token=ABCCA1726B54958C6BC03FF61AE0A63DE6CDCA6B4407479886A570F134DBA19DF066D63F30D16CC34E0E95A00029557D&originRegion=eu-west-1&originCreation=20220321130739
https://reader.elsevier.com/reader/sd/pii/S2352146516000193?token=ABCCA1726B54958C6BC03FF61AE0A63DE6CDCA6B4407479886A570F134DBA19DF066D63F30D16CC34E0E95A00029557D&originRegion=eu-west-1&originCreation=20220321130739
https://reader.elsevier.com/reader/sd/pii/S2352146516000193?token=ABCCA1726B54958C6BC03FF61AE0A63DE6CDCA6B4407479886A570F134DBA19DF066D63F30D16CC34E0E95A00029557D&originRegion=eu-west-1&originCreation=20220321130739
https://www.emerald.com/insight/search?q=Rajnish%20Jain
https://www.emerald.com/insight/search?q=Jayesh%20Aagja
https://www.emerald.com/insight/search?q=Shilpa%20Bagdare
https://www.emerald.com/insight/publication/issn/2055-6225
https://doi.org/10.1108/JSTP-03-2015-0064
https://fleetroot.com/blog/top-10-challenges-facing-logistics-companies-in-2019/
https://fleetroot.com/blog/top-10-challenges-facing-logistics-companies-in-2019/
https://www.woweb.co.za/public/sasector/report_content/7123.pdf
https://study.com/academy/lesson/what-is-informed-consent-in-research-definition-purpose.html
https://study.com/academy/lesson/what-is-informed-consent-in-research-definition-purpose.html
https://www.superoffice.com/blog/customer-experience-strategy/


Page | 39  
 

Maersk. (2021). Warehousing and Distribution. Retrieved from 

https://www.maersk.com/supply-chain-logistics/warehousing-and-

distribution/distribution-services 

MercuryGate. (2021). What is the value of Customer Experience in Freight? 
Retrieved from. What Is the Value of Customer Experience in Freight? 
(mercurygate.com) 
 
Meulders, A. (2019). Eurosender. Failed delivery Attempt. Why it happens and what 
to do. Retrieved from https://www.eurosender.com/blog/en/failed-delivery-attempt-
how-it-happens-and-what-to-do/ 

Njambi, E., & Katuse, P. (2013). Third party logistics in distribution efficiency delivery 

for competitive advantage in fast moving consumer goods companies in 

Kenya. International Journal of Social Sciences and Entrepreneurship, 1(8), 15-27. 

Olejede, OA. (2021). Transport Decarbonisation in South Africa: A case for Active 

transport. Retrieved from 

http://sjsutst.polsl.pl/archives/2020/vol109/125_SJSUTST110_2021_Olojede.pdf 

Oyeobu A. J, Oyebisi. T. O, Olateju O. I., Sesede. T. (2014). An Assessment of Effects 

of Service Quality on Performance of a Road Transport Company in Nigeria, 

International Journal of Engineering Research & Technology (Ijert) Volume 03, Issue 

02 (February 2014). Retrieved From An Assessment of Effects of Service Quality on 

Performance of A Road Transport Company in Nigeria (ijert.org) 

 

Ponsignon, F., Smart, PA., Maull, RS. (2007). Service Delivery Systems: a business 

process perspective. Retrieved from  

ttps://www.researchgate.net/publication/254936908_Service_delivery_systems_a_b

usiness_process_perspective 

Ros, S. (2021). Seven last-Mile Delivery Challenges, and How to Solve Them. 

Retrieved from https://www.supplychainbrain.com/blogs/1-think-tank/post/32800-last-

mile-delivery-challenges-and-how-to-solve-them 

RTMC. (2014). Notice in Terms 32(3) of The Road Traffic Management Corporation 

Act, 20 of 1999. Retrieved from 

https://www.gov.za/sites/default/files/gcis_document/201409/37149gen1.pdf 

https://www.maersk.com/supply-chain-logistics/warehousing-and-distribution/distribution-services
https://www.maersk.com/supply-chain-logistics/warehousing-and-distribution/distribution-services
https://mercurygate.com/blog-posts/what-is-the-value-of-customer-experience-in-freight/
https://mercurygate.com/blog-posts/what-is-the-value-of-customer-experience-in-freight/
https://www.eurosender.com/blog/en/failed-delivery-attempt-how-it-happens-and-what-to-do/
https://www.eurosender.com/blog/en/failed-delivery-attempt-how-it-happens-and-what-to-do/
http://sjsutst.polsl.pl/archives/2020/vol109/125_SJSUTST110_2021_Olojede.pdf
https://www.ijert.org/research/an-assessment-of-effects-of-service-quality-on-performance-of-a-road-transport-company-in-nigeria-IJERTV3IS20310.pdf
https://www.ijert.org/research/an-assessment-of-effects-of-service-quality-on-performance-of-a-road-transport-company-in-nigeria-IJERTV3IS20310.pdf
https://www.supplychainbrain.com/blogs/1-think-tank/post/32800-last-mile-delivery-challenges-and-how-to-solve-them
https://www.supplychainbrain.com/blogs/1-think-tank/post/32800-last-mile-delivery-challenges-and-how-to-solve-them
https://www.gov.za/sites/default/files/gcis_document/201409/37149gen1.pdf


Page | 40  
 

Ruesch, M., Hegi, P., Petz, C., Haefeli, U., Matti, D., Rütsche, LP., Schultz, B. (2010). 

Sustainable Goods Supply and Transport in Conurbations: Analysis of Freight 

Developments and Strategies. Retrieved from Sustainable goods supply and transport 

in conurbations: Freight patterns and development in Switzerland (psu.edu) 

 

 

SEATRAM, 2019. Land Logistics Explained by WA’s specialist freight forwarder. 

Freight advice blog. Retrieved from What Is Road Freight and Land Logistics? | 

Seatram 

Sinha, S. (2021). Last-Mile Delivery: A Supply Chain conundrum. Retrieved from 

https://www.stellium.com/last-mile-delivery-a-supply-chain-conundrum/ 

Slotow, D., Schneeberger, C. (2018). Challenging the Last Mile. Available from: 

https://conference.sapics.org/wp-content/uploads/2018/08/Challenging-the-Last-Mile 

Supplychainbrain. (2021). Transportation and Distribution. Retrieved from 

https://www.supplychainbrain.com/articles/topic/1147-transportation-distribution 

SOTI. 2020. The Last Mile Sprint: State of Mobility in Transportation and Logistics. 

Retrieved from https://soti.net/lp/state-of-mobility-in-transportation-and-logistics/ 

ThinkSecure Network (2021). 5 Ways Bad Customer Service Affects Your Business. 

Retrieved from https://www.thinksecurenet.com/blog/5-ways-bad-customer-service-

affects-your-business/ 

Zak,J., Redmar A., Sawicki, P. (2011).  Multiple objective optimization of the fleet 

sizing problem for road freight transportation. Journal of Advance Transportation. 

Retrieved from Multiple objective optimization of the fleet sizing problem for road 

freight transportation - Zak - 2008 - Journal of Advanced Transportation - Wiley Online 

Library 

 

 

 
  

http://citeseerx.ist.psu.edu/viewdoc/download?doi=10.1.1.680.9586&rep=rep1&type=pdf
http://citeseerx.ist.psu.edu/viewdoc/download?doi=10.1.1.680.9586&rep=rep1&type=pdf
https://www.seatram.com.au/what-is-road-freight/
https://www.seatram.com.au/what-is-road-freight/
https://www.stellium.com/last-mile-delivery-a-supply-chain-conundrum/
https://conference.sapics.org/wp-content/uploads/2018/08/Challenging-the-Last-Mile
https://www.supplychainbrain.com/articles/topic/1147-transportation-distribution
https://soti.net/lp/state-of-mobility-in-transportation-and-logistics/
https://www.thinksecurenet.com/blog/5-ways-bad-customer-service-affects-your-business/
https://www.thinksecurenet.com/blog/5-ways-bad-customer-service-affects-your-business/
https://onlinelibrary.wiley.com/doi/epdf/10.1002/atr.111
https://onlinelibrary.wiley.com/doi/epdf/10.1002/atr.111
https://onlinelibrary.wiley.com/doi/10.1002/atr.5670420402
https://onlinelibrary.wiley.com/doi/10.1002/atr.5670420402
https://onlinelibrary.wiley.com/doi/10.1002/atr.5670420402


Page | 41  
 

8. APPENDICES 

Data Analysis Report 
Suggested Strategies 


	ACKNOWLEDGEMENTS
	SUPPLEMENTARY INFORMATION.
	1. INTRODUCTION
	1.1 Context and Background
	1.2 Research Conceptualisation
	1.2.1 Problem Statement
	1.2.2 Research Purpose Statement
	1.2.3 Research Objectives
	1.2.4 Research Questions

	1.3 Delimitations
	1.3.1 Delimitations

	1.4 Significance of The Study
	1.5 Preface to The Research Report

	2. LITERATURE REVIEW
	2.1 Introduction
	2.2 Research problem analysis
	2.2.1. Service delivery
	2.2.2 Customer experience
	2.2.3 Strategies for service delivery

	2.3 Cost Implications
	2.4 Compromised Customer Service Level
	2.5 Impact on the environment
	2.6 Research knowledge gap analysis
	2.7 Theoretical Framework
	2.8 Summary and conclusion
	2.8.1 Summary of literature reviewed
	2.8.2 Proposed strategy, design, procedure, and method


	3. RESEARCH DESIGN AND METHODOLOGY
	3.1 Introduction
	3.2 Research strategy
	3.3 Research design
	3.4 Research method and procedure
	3.4.1 Information and data collection
	3.4.2 Target population and selection of respondents
	3.4.3 Ethical considerations
	3.4.4 Data and information collection processing and analysis
	3.4.5 Data analysis
	3.4.6 Description of research respondents

	3.5 Research strength
	3.6 Research weaknesses
	4. PRESENTATION OF RESULTS
	4.1 Introduction
	4.2 Research question 1
	4.3 Research question
	4.4 Research question

	5. DISCUSSION OF RESULTS
	5.2 Research objective 1
	5.3 Research objective 2
	5.4. Research objective 3

	6. SUMMARY, CONCLUSION, LIMITATIONS AND RECOMMENDATIONS
	6.1 Summary
	6.2 Conclusion
	6.3 Limitations
	6.4. Recommendations

	7. REFERENCES
	8. APPENDICES
	Data Analysis Report
	Suggested Strategies


