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Abstract:- The large number of business contact 

termination phenomena over the past year became one 

of the foundations of the study, while there were no 

major problems underlying the termination of such 

employment contracts. So a study is needed to find out 

what can affect the level of customer loyalty in the 

International Supply Chain Department. The study was 

conducted with a total of 75 respondents. The data was 

collected through an instrument on the questionnaire 

whose results were changed based on the Likert scale 

and tested first before analyzing the data using the path 

analysis method. The results showed that operational 

performance and the use of e-bussiness technology had a 

significant positive influence on the implementation of 

supply chain management. Furthermore, the 

implementation of supply chain management in 

accordance with operational performance and the use of 

e-bussiness technology has an impact on increasing the 

level of customer loyalty, so that the implementation of 

supply chain management as an intervening variable is 

proven to function to strengthen the influence of 

operational performance and the use of e-bussiness 

technology on customer loyalty. 
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I. INTRODUCTION 
 

In the era of globalization that is all digital like today, 

all people and agencies are required to follow technological 

developments so as not to be eroded by the times, including 
the freight forwarder business world. With the emergence of 

freight forwarder companies  in big cities, people are more 

free to choose and determine whichis the best company 

according to them before deciding to use the services of the 

freight forwarder they will use. For this reason, companies 

engaged in freight forwarders are competing to provide 

better service and have value-added compared to other 

companies. Not to mention that customer demands are 

complex and cannot be confused between one customer and  

another, making a  freight forwarder company  must be able 

to evolve into an all-round company and become a solution 
to every customer problem. 

 

One of the things that affects the  company's revenue 

is the consistency of the number of customers managed by 

the company. Not a few customers decide to leave the 

company or not renew the business contract for various 

reasons, for example, commercial issues. We can't do much 

when management has tried to provide the most competitive 

price possible during the contract renewal period but there is 
no agreement by both parties, therefore researchers are 

trying to find other causes or problems that cause customers 

to decide to terminate cooperation with the company.  
 

The researcher conducted an interview with one of the 
local customers in the  export/import department  who will 

complete the business contract in July 2022, from the results 

of the interview it is known that  the termination of the 

contract is not fully desired by the local customer, which we 

often refer to as shipper/factory/supplier, but the termination 

of the contract is apparently done by the real owner of the 

contract, namely the Buyer. those in the export destination 

country, there is nothing that can be done even though they 

are satisfied with the service that has been provided by PT. 

DHL Global Forwarding Indonesia. 
 

Then the researcher tries to observe the operational 

performance of the company which is the benchmark of 

service excellence that the company promises to customers. 

Because from small mistakes made by the operational team, 

it can provide a sense of displeasure or discomfort for 
customers so that it will have a big impact if there is no 

good control and periodically. For example, whether the 

operational team has  provided services in accordance with 

the operational stardard, whether the operational team  has 

given clear instructions to customers so that mistakes can be 

avoided. Not to mention the COVID-19 pandemic like today 

where the majority of operational teams  work from home, 

for example, obstacles such as uneven communication often 

occur, there is a need for good control so that it does not 

cause misunderstandings or unwanted things. For this 

reason, operational performance is very basic for the 

sustainability of a company. 
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In addition, to meet customer demands  that are not 

only limited to the goods they have finished producing and 

successfully delivered according to the buyer's request, but 

also require complete access to the process, position of 

goods in real-time, and minimize unexpected costs or costs, 

DHL Global Forwarding Indonesia provides the 

"InforNexus" platform which is a platform for access real-

time booking, documentation, and  tracking, which is not 

only intended for local customers, but also buyers as the real 
owner of  orders (type, quantity of products and services 

sold by suppliers). 
 

According to (Wullur & Wardaya, 2017) operational 
performance grows the  cost of quality which contributes 

greatly so as to increase competitiveness in the company, 

especially in innovative marketing technology. In addition, 

e-business technology also has a role that can be seen from 

two perspectives, namely in terms of technical and 

managerial. If these two technicalities can run together, then 

e-business  collaboration can increase the competitiveness of 

the company. On the other hand, supply chain management 

practices and  poor levels of use of e-business technology 

can reduce competitiveness in the company. According to 

(Nugroho & Sudaryanto, 2013) trust has a positive effect on 

customer loyalty, meaning that if consumer confidence in 
the delivery service increases, it will have an impact on 

increasing customer loyalty.  Meanwhile, according to 

(Novianty et al., 2020) one of the  key factors in determining 

customer loyalty is customer  value, which is also a 

continuous process and does not end in the satisfaction of 

customer needs alone, but is always continued with repeated 

and continuous purchases at certain brands. 
 

II. RESEARCH PROBLEM 
 

This study tries to answer the following questions: 

 Is there a significant influence between Operational 

Performance and Supply Chain Management  

Implementation in PT. DHL Global Forwarding 

Indonesia? 

 Is there a significant influence between the use of E-

business Technology on the Implementation of Supply 

Chain Management in PT. DHL Global Forwarding 

Indonesia? 

 Is there a significant influence between Operational 

Performance and Customer  Loyalty in PT. DHL Global 
Forwarding Indonesia? 

 Is there a significant influence between the Use of E-

business Technology on C ustomer Loyalty in PT. DHL 

Global Forwarding Indonesia? 

 Is there a significant influence between Supply Chain 

implementation  and Customer  Loyalty in PT. DHL 

Global Forwarding Indonesia? 

 Whether there is an indirect influence on operational 

performance on Customer Loyalty through the 

Implementation of Supply Chain Management in PT. 

DHL Global Forwarding Indonesia? 

 Is there any indirect influence on the Use of E-business 

Technology on Customer Loyalty through the 

Implementation of Supply Chain Management in PT. 

DHL Global Forwarding Indonesia? 

III. LITERATURE REVIEW 
 

A. Customer Loyalty 

Loyalty means that consumers come back and come back 

again to make business transactions (purchases), even 

though maybe the products owned by the company are not 

the best products on the market or have the lowest prices. 

This fairly "irrational" consumer behavior can be explained 

by the view that the "good relationship" established with 

consumers is the key to a company's success in retaining 

customers (Kartika & Kezia, 2011). According to Tjiptono 

quoted by  (Purbohastuti, 2018) loyalty is a repurchase 

behavior solely concerned with purchasing certain brands 
that are the same repeatedly (it can be because only one 

brand is available, the cheapest brand and so on). Customer 

loyalty is a deep customer commitment to re-subscribe or 

repurchase selected products/services consistently in the 

future, even though the influence of the situation and 

marketing efforts has the potential for behavior change 

(Nasrin & Moch.Trenggana, 2020). Meanwhile, according 

to  (Griffin, 2010) about loyalty, a consumer is  said to be 

loyal or loyal if the consumer shows regular purchase 

behavior or there is a condition that requires consumers to 

buy at least twice in a certain interval of time. The 

characteristics or characteristics of consumer loyalty 
include: 

 Make repeat purchases of a product on a regular basis. 

 Buying between product lines and services of a brand. 

 Provide positive support to the company. 

 Less likely to be affected by the appeal of other brands. 

 Want to refer a product or brand to others 
 

Based on Kincaid's statement cited by Oke 

(Srivastava & Rai, 2018),  customerloyalty is defined as 

consumer behavior, built on positive experience and value, 

which leads to the purchase of a product, even when it may 

not be the most rational decision. From some of the 

understandings above, it can be concluded that  customer 

loyalty  is a customer behavior that continues to be 

committed to certain companies to continue to repurchase 

goods or services without being affected by other brands 
because of satisfaction with the services provided as well as 

the emergence of trust and emotional bonding towards the 

company. 
 

Based on some of the definitions above, the 

researcher concluded that customer loyalty  is a form of 

customer loyalty to goods/services continuously or  

continuously because of the satisfaction felt and tends to 

give rise to an attitude to be willing to recommend the  

goods/services to others. The dimensions used in this 

research are repurchase and referral, with the following 

indicators: reuse of services, loyalty to the company, 

renewal of business contracts, offers to other products of the 

company, and product promotion to other business partners.  
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B. Supply Chain Management 

Supply Chain according to  (Dawei, 2011) is a group of 

interrelated corporate participation that adds value to the 

flow of input changes from their source of origin to the final 

product or service demanded of the intended end consumer. 

A supply chain can only be formed if there is more than one 

participating company. The supply chain  has a dual 

purpose, on the one hand to improve the performance of 

individual organizations and the entire supply chain. On the 
other hand, it aims to reduce the cost of the supply chain, Li 

et al quoted by (Banerjee & Mishra, 2017). The definition of  

supply chain management is the integration of activities to 

obtain materials and services, convert them into semi-

finished goods and finished goods, and deliver them to 

consumers. This activity also includes purchasing activities, 

outsourching activities  coupled with other functions that are 

important for the relationship between suppliers and 

distributors (Yulianti, 2015). 
 

According to (Lotfi et al., 2013) supply chain 

management is defined as the act of sharing information, 

materials and financial information within an organizational 

unit, so that it will meet customer needs and lead to an 

improvement in the  entire supply chain involved. 

Andfollowing from the  International Forwarding 
Association, the components of supply chain management  

offered by freight forwarder companies  include planning 

and control, work / organizational infrastructure, product 

flow, storage, reverse logistics, to risk management.  
 

Based on some of the definitions above, it can be 

concluded that supply chain management is a method to 

integrate the flow of information from processes starting 

from production, transportation, to distribution with the aim 

of maximizing time and minimizing costs.  
 

C. Operational Performance 

Performance (work performance) is the result of work in 

quality and quantity achieved by an employee in carrying 

out his duties in accordance with the responsibilities given 

to him, according to Mangkunegaracited by (Dwianto et al., 

2019).  Meanwhile, according to Moeherionoyang quoted by 

(Maulana & Surya, 2019),performance is a picture that has 

to do with the level of achievement of an activity / program / 

policy in realizing the goals, objectives, mission, and vision 

of the organization as outlined in the strategic planning of an 
organization.  

 

Operational performance reflects the company's 

internal operating performance in terms of costs and waste 

reduction, improving product quality, developing new 
products, improving delivery performance, and increasing 

productivity (Ibrahim, 2016). The measurement of 

operational performance is measured through several 

measurement dimensions, namely the cost of the product, 

product quality, process quality, ability to handle changes in 

the number of requests, the ability to meet changes in 

customer tastes, timely delivery, and the ability to deliver 

before the specified time, according to Leong cited by (Rita, 

2010). 
 

 

According to (Muslih, 2012) performance is a measure 

of an employee's success in carrying out the duties or work 

charged to him. This opinion can be summed up as the 

ability of employees to achieve work that can be accounted 

for. Performance also plays an important role in achieving 

goals and serves as a driver for someone to be even better at 

achieving goals. There are several factors that can affect 

employee performance, namely the creation of a good work 

environment and providing motivation to these employees. 
The meaning of the work environment is the presence of 

adequate equipment and facilities, a pleasant working 

atmosphere will be able to encourage effective and efficient 

performance. So it can be concluded that performance is a 

result achieved by a person in carrying out the tasks 

assigned to him in accordance with predetermined criteria. 

Here are the indicators in operational performance according 

to (Robbins, 2008), namely the quantity of work, the quality 

of work, and the timeliness. 
 

Based on some of the definitions above, it can be 

concluded that operational performance is an operational 

activity that has the aim of advancing a company by 

prioritizing effectiveness and clear control over a program 

or policy in realizing the company's goals, objectives, and 

vision and mission. The dimensions used in this study 
include time, quality, and flexibility.   
 

D. E-Bussiness Technology 

The term e-business is defined as a business management 

method using IT-based communication, especially 
applications with the Internet. E-business refers to the 

delivery of documents, exchanging data between 

manufacturers, distributors  and trade partners, tools to win 

new  customers,  market monopolies, and also for 

teleconferences (Brzozowska & Bubel, 2015). Today, the 

term e-business can be used in several contexts. First, e-

business may be an element of an enterprise management 

strategy consisting in the use of solutions designed to 

increase the competitiveness of the company. In this case, 

companies can carry out part of their activities online, or use 

technology to improve the company's internal or the 
exchange of information from external. Second: e-business 

is a model of a company that operates primarily on the 

Internet, limiting the "physical" presence in the market or 

customer service to a minimum (Brzozowska & Bubel, 

2015). Technology presents mechanisms or ways how e-

business can be  applied in many ways where it can be put to 

good use for business purposes as well as internal activities 

of the organization. However, technology must be managed 

effectively if the company is to make the best use of its 

potential (Combe, 2006). 
 

Based on the theory of (Wullur & Wardaya, 2017), e-

business technology  is a use of internet-based technology 

by conducting data transfer methods   that can be done 

anywhere, anytime, more quickly and accurately. The data 

can also be combined with other data and is able to carry out 
data sharing with suppliers and customers. The benefit of 

using technology according to  (Wirapraja & Aribowo, 

2020) is that it functions as an increase in the company's 

operational competence by providing facilities for 
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increasing gross margins, as managing employee 

productivity levels, managing operational talent, in order to 

create superior operational services. E-Business Technology 

is conceptually believed to allow companies to have the 

ability to manage margins for products successfully without 

compromising the quality of the product. 
 

Based on some of the definitions above, it can be 

concluded that e-business technology  is a process of 

utilizing internet-based technology that aims to maximize 

the company's operational processes, employee productivity, 

by making business innovations so that it can create 

customer value. The technology used in this study is the GT 
Nexus. GT Nexus is  a Supply Chain Management (SCM) 

platform used by companies to manage and organize supply 

chain processes such as trade and logistics across a global 

network. Used in 66 countries around the world, more than 

$100 billion (USD) of managed goods annually in the  GT 

Nexus cloud. GT Nexus was acquired by Infor In September 

2015 and is now renamed Infor Nexus. Infor Nexus offers a 

range of supply chain solutions, including:  Network Supply 

Management, Network Financial Supply Chain, Network 

Demand Fulfillment, and Network Transportation 

Management.  

 

IV. RESEARCH METHOD 
 

The sampling technique in this study is to use a non-

probability sample technique  with an accidental sampling 

method. The sample used is based on theSlovin formula, 
namely: 

 

𝑛 =
𝑁

1 +𝑁. 𝑒2
 

 

Where: 
 

𝑛 is the number of samples obtained 

𝑁 is a predetermined population number 

𝑒 is the tolerable error limit in a population 
 

By using 𝑒 10% so that a total sample of 75 customers 

was obtained from a population of 300 selected customers. 

According to (Arikunto, 2010),the sample is a part or 

representative of the population studied. If the study 

population is less than 100, then the samples taken are all of 

them, but if the study population is more than 100 then the 

sample can be taken between 10-15% or 20-25% or more. 

So the theory (Arikunto, 2010) is fulfilled. 
 

V. RESULT 
 

A. Validation Test 

The critical limit value of validity is 0.227, which if the 

correlation or r value is less than or less than 0.227 then the 

questionnaire statement is declared invalid. Conversely, if 

the calculated r value is greater than 0.227 then the 

questionnaire statement is declared valid. 
 

The following are the results of the validity test of the 

research instrument (questionnaire) for each of the variables 

studied: 

 
Table 1: Validation Test Results 

 

Source: processed primary data (SPSS 26.0) 
 

From the table above, the value of r is  obtained>0.227 

(r table with n=75), which is the basis for drawing 

conclusions on the Pearson validity test, from which the 

results can be concluded that each item of each statement on 
the variable Operational Performance in PT. DHL Global 

Forwarding (X1), Use of E-Bussiness Technology (X2), 

Implementation of Supply Chain Management (Y) and 

Customer Loyalty (  Z) are all valid. 
 

B. Reliability Test 

The reliability test used in this study was Alpha 

Cronbach. This formula is used to see the extent to which 

measuring instruments can give relatively no different or 

consistent results when re-measuring a social phenomenon. 
 

 
Table 2: Reability Test Results 

 

Source: processed primary data (SPSS 26.0) 
 

The table above shows that each variable is reliable 

because the value  of the Cronbach Alpha coefficient for all 

variables is greater than 0.60. Then it can be concluded that 

all items of statements on all variables show valid and 

reliable results, so that they can be used and distributed to a 

total of 75 respondents, which can later be further analyzed. 
 

C. Partial and Simultaneous Tests 
 

 
Table 3: Substructure Partial Test 1 

 

Source: processed primary data (SPSS 26.0) 
 

Kinerja 

Operasional 

( X 1)

E-  B ussines 

Techno logy 

( X 2 )

Supp ly chain 

M anagement  

( Y )

Loyalit as 

C ust omer 

( Z )

No. 1 0.843 0.707 0.760 0.821 V alid

No. 2 0.834 0.653 0.738 0.755 V alid

No. 3 0.872 0.734 0.739 0.659 V alid

No. 4 0.872 0.532 0.760 0.707 V alid

No. 5 0.842 0.694 0.783 0.810 V alid

No. 6 0.883 0.765 0.820 - V alid

No. 7 0.879 0.818 0.841 - V alid

No. 8 0.860 - - - V alid

No. 9 0.853 - - - V alid

N ilai Koef isien Koreksi ( r  Hit ung)

St at usPernyat aan

Variable Nilai Alpha Nilai Batas Status

Kinerja Operasional (X1) 0.954 0.6 Reliable

Penggunaan E- Bussines 

Technology (X2)
0.829 0.6 Reliable

Implementasi Supply Chain 

Management (Y)
0.890 0.6 Reliable

Loyality Customer (Z) 0.805 0.6 Reliable
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Table 4: Simultaneous Test of Sub Structure 1 

 

Source: processed primary data (SPSS 26.0) 
 

Here are the interpretations of the two tables above: 

 Operational Performance at PT. DHL Global Forwarding 

Indonesia (X1) affects the Implementation of Supply 

Chain Management (Y). Table 4.16 also shows that the 

path analysis coefficient is significant, since the 

t/individual (partial) test test obtained a Sig value of 0.028 

which is less than 0.05 or [0.028 < 0.05]. So that 

Operational Performance at PT. DHL Global Forwarding 

Indonesia has a positive and significant effect on the 

Implementation of Supply Chain Management. The direct 
influence of Operational Performance on the 

Implementation of  Supply Chain Management is shown 

by a Beta value of 0.219 or 21.90%. 

 Use of E-Bussiness Technology in PT. DHL Global 

Forwarding Indonesia (X2) influences the Implementation 

of Supply Chain Management (Y). Based on table 4.16, 

the t/individual (partial) test obtained a Sig value of 

<0.001 which is less than 0.05, so the path analysis 

coefficient is significant. So that the use of E-Bussiness 

Technology in PT. DHL Global Forwarding Indonesia has 

a significant positive effect on the Implementation of 

Supply Chain Management. The big influence of the use 
of E-Bussiness Technology in PT. DHL Global 

Forwarding Indonesia towards  Supply Chain 

ManagementImplementation is indicated by a Beta value 

of 0.514 or 51.40%. 

 Operational Performance at PT. DHL Global Forwarding 

Indonesia (X1) and the Use of E-Bussiness Technology in 

PT. DHL Global Forwarding Indonesia (X2) has a 

simultaneous/joint effect on  the Implementation of 

Supply Chain Management (Y). Table 4.15 shows that the 

path analysis coefficient is significant, since the F/test 

together obtained a Sig value of <0.001, where the Sig 
value <0.001 is less than 0.05. So that Operational 

Performance at PT. DHL Global Forwarding Indonesia 

and the Use of E-Bussiness Technology in PT. DHL 

Global Forwarding Indonesia has a significant effect 

together on the Implementation of Supply Chain 

Management. 
 

In summary, substructure  1 can be set forth in the 

following figure: 

 
Fig. 1: Substructure Path Analysis Diagram 1 

 

 
Table 5: Sub Structure Partial Test 2 

 

Source: processed primary data (SPSS 26.0) 
 

 
Table 6: Simultaneous Test of Sub Structure 2 

 

Source: processed primary data (SPSS 26.0) 
 

Here are the interpretations of the two tables above: 

 Operational Performance at PT. DHL Global Forwarding 

Indonesia (X1), The Use of E-Bussiness Technology in 

PT. DHL Global Forwarding Indonesia (X2) and the 

Implementation of Supply Chain Management (Y) have a 

concurrent influence on Customer Loyalty  (Z). Table 
4.17 shows that the path analysis coefficient is significant 

because the F/test together obtained a Sig value of <0.001, 

where Sig <0.001 is less than 0.05. So that Operational 

Performance, Use  of E-Bussiness Technology and 

Implementation of Supply Chain Management at PT. 

DHL Global Forwarding Indonesia has a significant effect 

together on Customer Loyalty. 

 Operational Performance at PT. DHL Global Forwarding 

Indonesia (X1) affects Customer Loyalty  (Z). The path 

analysis coefficient is declared significant because the 

individual (partial) t/test value is obtained by 0.043 which 

is less than 0.05 or [0.043 < 0.05]. So that Operational 
Performance at PT. DHL Global Forwarding Indonesia 

(X1) has a positive and significant effect on Customer 

Loyalty. The direct influence of Operational Performance 

in PT. DHL Global Forwarding Indonesia to Customer 

Loyalty  as explained by the Beta value of -0.229 or 

22.90%, which means Operational Performance at PT. 

DHL Global Forwarding Indonesia negatively influences 

Customer Loyalty. 

 Use of E-Bussiness Technology in PT. DHL Global 

Forwarding Indonesia (X2) affects Customer  Loyalty (Z). 
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The path analysis coefficient is declared significant 

because the individual (partial) t/test value is obtained by 

0.034 which is less than 0.05 or [0.034 < 0.05]. So that the 

implementation of Supply Chain Management has a 

significant positive influence on Customer Loyalty. The 

big influence of  Supply Chain Management 

Implementation in PT. DHL Global Forwarding Indonesia 

to Customer Loyalty  as explained by the Beta value of 

0.272 or 27.20%. 

 The implementation of Supply Chain Management (Y) 

affects Customer Loyalty  (Z). The path analysis 

coefficient is declared significant because the individual 

(partial) t/test value is obtained by 0.005 which is less 

than 0.05 or [0.005 < 0.05]. So that the implementation of 

Supply Chain Management has a significant positive 

influence on Customer Loyalty. The magnitude of the 

influence  of  Supply Chain ManagementImplementation 

on Customer Loyalty  is explained by the Beta value of 

0.375 or 37.50%. 
 

In summary, substructure  2 can be set forth in the 

following figure: 

 

 
Fig. 2: Substructure Path Analysis Diagram 2 

 

D. Sobel Test 

A sobel test is a test used to determine whether a 

relationship through a mediating variable is significantly 

capable of functioning as a mediator in the relationship. To 

make it easier to calculate the z value of the sobel test, you 

can take advantage  of the www.danielsoper.com online site 

with the Statistics  Calculator → Mediation Models → Sobel 

Test Calculator for Significance of Mediation  menu, with 

the following results:  
 

 Mediation Test of the Effect of Operational Performance 

in PT. DHL Global Forwarding Indonesia towards 

Customer Loyalty  through the Implementation of Supply 

Chain Management. 
 

 
Fig. 3: Sobel Test Model 1 

 

 Based on figure 3 above, it shows a one-tailed 
probability of 0.04634567 < 0.05, so it can be concluded 

that  the  Supply Chain Management Implementation 

variable  can function as a mediator or be able to mediate 

the indirect influence ofOperational Performance in PT. 

DHL Global Forwarding Indonesia towards Customer 

Loyalty. 

 Mediation Test of the Effect of Using E-Bussiness 

Technology in PT. DHL Global Forwarding Indonesia 

towards Customer Loyalty  through the Implementation of 

Supply Chain Management. 

 

 
Fig. 4: Sobel Test Model 2 

 

Based on figure 4 above, it shows a one-tailed 

probability of 0.04241719 < 0.05, so it can be concluded 

that  the  Supply Chain ManagementImplementation 

variable  can function as a mediator or be able to mediate 

the indirect influence of the use of E-Bussiness Technology 
in PT. DHL Global Forwarding Indonesia towards Customer 

Loyalty. 
 

E. Model Conformity Test 

This test serves to see if the proposed model has a fitwith 
the data or not. 

 

 
Table 7: R-Square Sub Structure 1 

 

Source: processed primary data (SPSS 26.0) 

 

 
Table 8: R-Square Sub Structure 2 

 

Source: processed primary data (SPSS 26.0) 
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So that the calculation of the value of the diversity of 

data studied is as follows: 
 

𝑅𝑚
2 = 1− (1 − 𝑅1

2). (1 − 𝑅2
2)… (1 − 𝑅𝑝

2) 

𝑅𝑚
2 = 1− (0.389)𝑥(0.277) 

𝑅𝑚
2 = 0.892247 

 

A figure of 0.892247 was obtained in the calculation 

so that it can be concluded that the diversity of data 

indicated by the model is 89.22%, while the other 10.78% is 

explained by variables that are not studied. Thus the 

research model has a high predictive ability over the 

behavior of dependent variables characterized by a high 

coefficient of determination above 50%.𝑅𝑚
2  

 

VI. DISCUSSION 
 

 Operational Performance at PT. DHL Global Forwarding 

Indonesia has a significant positive influence on the 

Implementation of Supply Chain Management. Based on 

the results of the analysis, the value of the path coefficient 

of  the Operational Performance variable  to the  Supply 

Chain ManagementImplementation variable  was 

obtained by 0.219 or 21.90% with a significance value of 

0.028. So that H0 is accepted, meaning that the better the 
Operational Performance at PT. DHL Global Forwarding 

Indonesia, the Implementation of Supply Chain 

Management will be more effective and maximum.  

 Use of E-business Technology in PT. DHL Global 

Forwarding Indonesia has a positive and significant effect 

on the Implementation of Supply Chain Management. 

From the results of the analysis, the value of the variable 

path coefficient  of the Use of  E-business Technology to 

the  Supply Chain ManagementImplementation variable 

was 0.514  or 51.40% with a significance value of <0.001. 

So that H0 is accepted, which means that  the more 
effective and efficient the use of  E-business Technology, 

namely the InforNexus system, the more effective and 

maximum the Implementation of Supply Chain 

Management will be.  

 Operational Performance at PT. DHL Global Forwarding 

Indonesia has a significant negative effect on Customer 

Loyalty. From the results of the analysis, the value of the 

path coefficient  of the Operational Performance variable 

in PT. DHL Global Forwarding Indonesia against the 

CustomerLoyalty  variable  of  -0.229  or 22.90% with  a 

significance value of0.067. So that the decision taken is 

that H0 is rejected and H1 is accepted, which means that 
the more effective and efficient Operational Performance 

in PT. DHL Global Forwarding Indonesia then has a 

negative influence on the level ofCustomer Loyalty.  

 Use of E-business Technology in PT. DHL Global 

Forwarding Indonesia has a significant positive influence 

on  Customer Loyalty. The results of data analysis 

obtained  the value of the  variable path coefficient  of  E-

business Technology use against the  CustomerLoyalty 

variable of 0.272  or 27.20% with  a significance 

valueof0.034.  So that H0 is accepted, which means that 

the  more effective and efficient the use of E-business 
Technology,  customer loyalty  can also be maintained 

properly.  

 Implementation of Supply Chain Management in PT. 

DHL Global Forwarding Indonesia has a significant 

positive influence onCustomer Loyalty.  The results of the 

data analysis obtained  the value  of  the  path coefficient  

of the Supply Chain Management Implementation 

variable  against the CustomerLoyalty  variable of 0.375  

or 37.50% with  a significance value of0.005. So that H0 

is accepted, which means that the implementationof 

Supply Chain Management is more effective and efficient, 
then CustomerLoyalty  in PT. DHL Global Forwarding 

Indonesia can be maintained consistently.  

 The implementation of Supply Chain Management is 

unable to function as a mediator or mediate the influence 

of Operational Performance in PT. DHL Global 

Forwarding Indonesia towardsCustomer Loyalty. This is 

indicated by the siginication value of 0.04634567 < 0.05 

which means the Implementation of Supply Chain 

Management that has been carried out at PT. DHL Global 

Forwarding Indonesia is in accordance with the 

Operational Performance that has been provided by the  
company  in  increasing  the level of Customer Loyalty, so 

that the Implementation of Supply Chain Management as 

an intervening variable is proven to have a great impact 

on Customer  Loyalty in  PT. DHL Global Forwarding 

Indonesia.  

 The results of this study show that the Implementation of 

Supply Chain Management is able to function as a 

mediator or mediate the influence of the use of E-business 

Technology onCustomer  Loyalty in PT. DHL Global 

Forwarding Indonesia. This is indicated by the 

siginication value of 0.04241719 < 0.05 which means the 
Implementation of Supply Chain Management that has 

been carried out at PT. DHL Global Forwarding Indonesia 

is in accordance with the use of E-business Technology 

that has been provided by the  company in increasing  the 

level of  Customer Loyalty, so that  the Implementation of 

Supply Chain Management as an intervening variable is 

proven to influence and strengthen the use of  E-business 

Technology  to Customer  Loyalty in PT. DHL Global 

Forwarding Indonesia.  
 

VII. CONCLUSION 
 

Based on the results of the study and the analysis as a 

whole, the following conclusions can be drawn: 

 Operational Performance at PT. DHL Global Forwarding 

Indonesia has a significant positive influence on the 

Implementation of Supply Chain Management.  

 Use of E-business Technology in PT. DHL Global 

Forwarding Indonesia has a significant positive influence 

on the Implementation of Supply Chain Management.  

 Operational Performance at PT. DHL Global Forwarding 
Indonesia has a significant negative influence on 

Customer Loyalty.  

 Use of E-business Technology in PT. DHL Global 

Forwarding Indonesia has a significant positive influence 

on  Customer Loyalty. 

 Implementation of Supply Chain Management in PT. 

DHL Global Forwarding Indonesia has a significant 

positive  impact onCustomer Loyalty.  
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 The implementation of Supply Chain Management cannot 

function as a mediator or mediate the influence of 

Operational Performance in PT. DHL Global Forwarding 

Indonesia towardsCustomer Loyalty. 

 The implementation of Supply Chain Management is able 

to function as a mediator or mediate the influence of the 

use of E-business Technology onCustomer  Loyalty at PT. 

DHL Global Forwarding Indonesia. 
 

VIII. RECOMMENDATION 
 

Based on the conclusions that have been described 

above, the recommendations that can be given are as 

follows: 

 To increase and maintain the level of Customer  Loyalty 

in PT. DHL Global Forwarding Indonesia, as well as so  

that the company  does not experience losses or margin 

decreases that can result from customer distrust  to  be 
able to  continue to use the services  of PT. DHL Global 

Forwarding Indonesia, it is necessary to review what  kind 

of Operational Performance is not expected or  even 

expected  by  customers who are already owned by the 

company, then  PT. DHL Global Forwarding Indonesia 

needs to optimize  operational performance because  the 

Operational team is directly dealing  with customers every 

day, and periodically evaluates the implementation of 

Supply Chain Management so that the ISC department can 

work optimally and in accordance with expectations.  The 

company also needs to review the prices offered to 
customers so that PT. DHL Global Forwarding Indonesia 

is still able to compete with competitive prices but still 

with maximum service. 

 For other researchers who will conduct research on 

operational performance,  the use  of e-business 

technology, the implementation of supply chain 

management, and  customer loyalty, it is recommended to 

examine other variables that also have a significant 

influence. So it is hoped that these researches can be 

useful in providing input and recommendations to 

companies and the academic world. 
 

IX. IMPLICATION 
 

Based on the conclusions of the research results and 

recommendations described above, the implications are that 

the performance  of the operation a l is getting more 

optimal, the use of e-business technology becomes easier, 

more effective, and efficient, the implementation of supply 

chain management can be in line optimally, and the 

company is able to get rewards with the level of customer  
loyalty.  which is increasing. Of course, there needs to be 

synergy from all layers of employees so that the company's 

operations can run in accordance with the company's  goal 

of becoming a leading forwarder company but still 

relyingon company operational standards, government 

regulations, and ethics in doing business correctly. 
 

 

 

 

 

REFERENCES 
 

[1.] Arikunto. (2010). Research Procedures: A Practical 

Approach (Revision). Jakarta: Rineka Cipta. 

[2.] Banerjee, M., & Mishra, M. (2017). Retail supply 

chain management practices in India: A business 

intelligence perspective. Journal of Retailing and 

Consumer Services, 34, 248–259. 

https://doi.org/10.1016/J.JRETCONSER.2015.09.009 

[3.] Brzozowska, A., & Bubel, D. (2015). E-business as a 

New Trend in the Economy. Procedia Computer 

Science, 65(Iccmit), 1095–1104. 

https://doi.org/10.1016/j.procs.2015.09.043 
[4.] Combe, C. (2006). Introduction to e-Business 

Management and Strategy. (Elsevier Ltd. All rights 

reserved, Ed.) (1st ed.). The Netherlands: 

Butterworth-Heinemann. Diambil dari 

http://books.elsevier.com 

[5.] Dawei, L. (2011). Fundamentals of Supply Chain 

Management. Frederikesber, Denmark: Ventus 

Publishing Aps. Diambil dari 

http://bookboon.com/en/textbooks/management-

organisation/fundamentals-of-supply-chain-

management 

[6.] Dwianto, A. S., Purnamasari, P., & Tukini, T. (2019). 
The Effect of Compensation on Employee 

Performance at PT. JAEIL INDONESIA. Jesya 

(Journal of Sharia Economics & Economics),  2(2), 

209–223. https://doi.org/10.36778/jesya.v2i2.74 

[7.] Griffin, J. (2010). Customer Loyalty. Jakarta: 

Erlangga. 

[8.] Ibrahim, A. (2016). Analysis of Quality Management 

Implementation of Operational Performance in the 

Extractive Industry in North Sulawesi. EMBA 

Journal, 4(2), 859–869. Taken from 

https://ejournal.unsrat.ac.id/index.php/emba/article/vi
ewFile/13279/12864 

[9.] Kartika, I., & Kezia, K. N. (2011). Influence of 

Customer Relationship Management Toward 

Customer Loyalty on PT. BCA Tbk. Fokus Ekonomi 

(FE), 10(3), 183. https://doi.org/10.1007/978-3-658-

19532-8_20 

[10.] Lotfi, Z., Sahran, S., Mukhtar, M., & Zadeh, A. T. 

(2013). The Relationships between Supply Chain 

Integration and Product Quality. Procedia 

Technology, 11, 471–478. 

https://doi.org/10.1016/J.PROTCY.2013.12.217 

[11.] Maulana, W., & Surya, C. (2019). Performance 
Appraisal of PT. Bank Jatim Pamekasan Branch with 

the Application of the Balanced Scorecard Method. J-

Macc, 2(1), 57–71. 

[12.] Muslih, B. (2012). Analysis of the Effect of 

Motivation on Job Satisfaction and Employee 

Performance at PT. Sang Hyang Seri (Persero) 

Regional III Malang. (Analysis of Influence 

Motivation Against Job Satisfaction And Employee 

Performance In PT. Sang Hyang Seri (Persero) 

Regional III. Journal of Management Applications, 

10(4), 799–810. 
[13.] Nasrin, R., & Moch.Trenggana, A. (2020). The Effect 

of Experiential Marketing, Emotional Branding, and 

http://www.ijisrt.com/
https://doi.org/10.1016/J.JRETCONSER.2015.09.009
https://doi.org/10.1016/j.procs.2015.09.043
http://books.elsevier.com/
http://bookboon.com/en/textbooks/management-organisation/fundamentals-of-supply-chain-management
http://bookboon.com/en/textbooks/management-organisation/fundamentals-of-supply-chain-management
http://bookboon.com/en/textbooks/management-organisation/fundamentals-of-supply-chain-management
https://doi.org/10.36778/jesya.v2i2.74
https://ejournal.unsrat.ac.id/index.php/emba/article/viewFile/13279/12864
https://ejournal.unsrat.ac.id/index.php/emba/article/viewFile/13279/12864
https://doi.org/10.1007/978-3-658-19532-8_20
https://doi.org/10.1007/978-3-658-19532-8_20
https://doi.org/10.1016/J.PROTCY.2013.12.217


Volume 8, Issue 1, January – 2023                 International Journal of Innovative Science and Research Technology                                                 

                                                                    ISSN No:-2456-2165 
 

 

IJISRT23JAN535              www.ijisrt.com                                                              312 

Brand Image on Lion Air Airline Consumer Loyalty 

(Case Study on Lion Air Consumers in Bandung City 

in 2019) The Effect of Experiential Marketing, 

Emotional Branding, and Brand Imag. e-Proceedings 

of Management, 7(1), 1329–1336. 

[14.] Novianty, A. R., Rizki Khoirunnisa, K., Zaini, M., & 

Rumondang, A. (2020). CUSTOMER LOYALTY IN 

HOME DELIVERY LOGISTICS: THE ROLE OF 

SERVICE RESONANCE QUALITY ON 
CUSTOMER PERCEIVED VALUE. Global 

Reserach on Sustainable Transport & Logistics, 3, 

361–371. 

https://doi.org/https://doi.org/10.25292/atlr.v3i0 

[15.] Nugroho, A., & Sudaryanto, B. (2013). The effect of 

service performance, trust and satisfaction on 

consumer loyalty in using freight forwarding 

services. Diponegoro Journal of Management, 2(3), 

1–9. Taken from http://ejournal-

s1.undip.ac.id/index.php/dbr 

[16.] Purbohastuti, A. W. (2018). THE IMPACT OF 
HICARD AND THE DIMENSION OF SERVICE 

QUALITY ON HYPERMART CONSUMER 

LOYALTY. Angewandte Chemie International 

Edition, 6(11), 951–952., Volume X, 190–204. 

[17.] Rita, R. (2010). The Effect of Innovation Strategy on 

the Operational Performance of Manufacturing 

Companies. Binus Business Review, 1(2), 474. 

https://doi.org/10.21512/bbr.v1i2.1095 

[18.] Robbins, S. (2008). Organizational Behavior Twelfth 

Edition. Jakarta: Salemba Empat. 

[19.] Srivastava, M., & Rai, A. K. (2018). Mechanics of 

engendering customer loyalty: A conceptual 
framework. IIMB Management Review, 30(3), 207–

218. https://doi.org/10.1016/J.IIMB.2018.05.002 

[20.] Wirapraja, A., & Aribowo, H. (2020). LITERATURE 

STUDY ON THE CHALLENGES OF E-BUSINESS 

IN ENSURING THE SUSTAINABILITY ASPECTS 

OF CORPORATE PRODUCTIVITY. EXECUTIVE 

JOURNAL, 17(2), 212–232. 

[21.] Wullur, M. (2009). Supply Chain Management 

Practices, E-business Technologies, and Operational 

Performance Have an Effect on Improving 

Competitiveness (Study on ISO 9000 Certified 
Manufacturing Companies in Indonesia. Journal of 

Management Applications, 7, 548–555. 

[22.] Wullur, M., & Wardaya, W. (2017). Supply chain 

management practices and electronic-based business 

technologies as a moderation of manufacturing 

companies. Journal of Transportation and Logistics 

Management,  2(2), 143. 

https://doi.org/10.25292/j.mtl.v2i2.119 

[23.] Yulianti, D. (2015). ANALYSIS OF THE EFFECT 

OF SUPPLY CHAIN MANAGEMENT ON 

BUSINESS PERFORMANCE (CASE STUDY: 
FOOD AND BEVERAGE WHOLESALERS IN 

PASIR PENGARAIAN). Cano Economos, 4(1), 

152–158. 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

http://www.ijisrt.com/
https://doi.org/https:/doi.org/10.25292/atlr.v3i
https://doi.org/10.21512/bbr.v1i2.1095
https://doi.org/10.1016/J.IIMB.2018.05.002
https://doi.org/10.25292/j.mtl.v2i2.119

