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Abstract: The purpose of this study is to investigate connection between customer retention and 

service quality in the logistics industry, with a focus on Agarwal Packers and Movers Ltd. (APML). 

The research investigates how factors like reliability, responsiveness, and overall customer 

satisfaction impact the long-term retention of clients. Using a mixed-method approach, the study 

analyzes customer feedback, service quality assessments, and demographic data. Findings highlight 

the critical role of customized service solutions and the significance of changing services to satisfy 

client demands. Implications for managers in improving customer loyalty and service quality are also. 
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I. Introduction 
In today’s fast-paced and competitive logistics industry, retaining customers has become essential for 

long-term business success. The logistics sector, responsible for the efficient movement of goods, is heavily 

dependent on maintaining high levels of customer satisfaction. For companies like Agarwal Packers and Movers 

Ltd. (APML), which has established itself as a leader in the Indian relocation and logistics market, quality of 

service plays important role in ensuring customer loyalty. 

Service quality encompasses several key aspects, including reliability, responsiveness, assurance, and 

empathy. When customers experience consistent and dependable service, they have a higher chance of to 

continue using that service provider. Conversely, any gaps in service delivery can lead to dissatisfaction and 

potential customer loss. In the logistics industry, where competition is fierce and customer expectations continue 

to rise, offering exceptional service quality is a critical differentiator. 

This study is to investigate the connection between customer retention and service quality, with a particular 

emphasis on how APML sustains its clientele by consistently providing top-notch services. This study aims to 

offer useful insights that can assist logistics organizations in improving their service offerings and, consequently, 

improve customer retention by identifying the service factors that most significantly influence customer loyalty. 

 

II. Literature Review 
2.1 Introduction to Service Quality and Customer Retention 

Because of their vital role in ensuring the longevity of businesses, service quality and customer 

retention have been the subject of in-depth research in a number of industries. Reliability, assurance, 

responsiveness, and other characteristics that are commonly used to describe service quality are important in 

determining how satisfied and how customers perceive themselves. Customer satisfaction is a critical area of 

focus for service-oriented businesses, particularly those in the logistics industry, as it has a direct impact on 

retention. The SERVQUAL model was first presented by Parasuraman et al. (1988) and lists five essential 

components of service quality: tangibles, assurance, responsiveness, empathy cultivate closer ties with clients, 

which will increase retention rates. 

Service quality becomes even more important in the logistics sector because of the high dependency 

retention rate. Christopher (1994) emphasized that logistics service providers must prioritize efficiency and 

reliability to ensure customer satisfaction. His research underscores the role of logistics as a strategic function 

within businesses, particularly in terms of enhancing 
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customer loyalty and improving competitive advantage. Christopher’s work remains relevant as companies like 

Agarwal Packers and Movers Ltd. (APML) continue to rely on quality-driven logistics solutions to retain 

customers. 

 

2.2 Service Quality in Logistics 

The logistics industry presents unique challenges when it comes to service quality. Unlike many other 

sectors, logistics is heavily reliant on external factors, such as transportation infrastructure, regulatory 

frameworks, and unpredictable market dynamics. This makes the consistent delivery of high-quality service a 

complex undertaking. However, the key drivers of customer satisfaction in logistics remain tied to the same 

SERVQUAL dimensions. 

Isaksson and Suljanovic (2007) explored the impact of customer relationship management (CRM) practices in 

the transport and logistics sector, highlighting how effective communication and more client retention may 

result from individualized care. Their Swedish case study logistics companies revealed that aligning CRM 

practices with local market dynamics significantly boosts competitiveness and customer loyalty. In the context 

of APML, where the logistics environment is diverse and often challenging, CRM tools can help bridge gaps in 

service delivery and ensure customer needs are met. 

Similarly, Paul and Ramanan (2019) applied the Recency, Frequency, and Monetary (RFM) analysis to 

customer retention in logistics, demonstrating how customer segmentation based on these factors can lead to 

more effective retention strategies. Their research showed that analyzing customer lifetime value (CLV) helps 

logistics companies identify their most profitable customers and adjust service services that address their 

particular requirements. This is especially important for APML because it serves a wide range of clients, 

including both individual and business customers. 

 

2.3 Relationship Between Service Quality and Demographics 

Operational considerations alone do not determine service quality or client retention; demographic 

factors also matter. Customers' perceptions and decisions regarding service quality are influenced by age, gender, 

occupation, and income level decisions about whether to continue using a particular provider. 

For example, Kwortnik and Thompson (2009) explored the relationship between age and customer loyalty, 

noting that older customers often prioritize reliability and consistency in service delivery, while younger 

customers are more inclined to seek innovative and fast services. In the context of APML, this distinction could 

influence how the company approaches different customer segments. Older customers may value the company’s 

experience and trustworthiness, while younger customers might expect technological innovation and faster 

service response times. 

Zeithaml (1988) added to this by exploring the role of income in impacting how clients view the quality of the 

services they receive. According to his research, clients who earn more money are typically tolerant of service 

disruptions as long as they perceive the service to offer value for money. This insight is crucial for logistics 

companies like APML, where pricing and perceived value can heavily influence retention rates. Offering 

premium services to higher-income customers while maintaining affordable options for other segments can help 

balance service expectations and retention across the board. 

 

2.4 Impact of Responsiveness and Reliability on Retention 

Two of the most critical aspects of the quality of the services in logistics are responsiveness and 

reliability. 

Simanjuntak et al. (2020) found that in industries where service timeliness is critical, such as logistics, 

customers are less likely to tolerate delays or errors, making responsiveness a key factor in customer satisfaction. 

For companies like APML, which handle sensitive and time-bound tasks such as relocations and deliveries, 

being responsive to customer inquiries and ensuring prompt issue resolution are vital to maintaining customer 

loyalty. 

When it comes to reliability, Wallenburg and Lukassen (2011) highlighted the significance of reliable 

performance in logistics for retaining customers. Their investigation revealed that businesses that proactively 

improve their services and address performance issues are more likely to retain customers. This is especially 

important in the Indian logistics sector, where infrastructure challenges and regional variations can lead to 

inconsistent service quality. 

At APML, reliability is a cornerstone of the company’s service model. By consistently delivering on its 

promises—whether in terms of on-time delivery or the safe handling of customer belongings—the company can 

build trust and foster long-term relationships with its clients. 

 

2.5 Gaps in the Literature and Implications for APML 

Despite the extensive body of research on service quality and customer retention, there remains a gap in 
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the understanding of how specific demographic factors, such as age, gender, and income, influence customer 

perceptions of service quality in the Indian logistics sector. While studies like those of Paul and Ramanan 

(2019) and Zeithaml (1988) provide insights into customer segmentation and value perception, few studies have 

focused specifically on how companies like APML can tailor their services to different client segments 

determined by these variables. Furthermore, a large portion of the research that has already been done does not 

adequately address the particular difficulties that logistics companies have in developing nations like India, 

where complicated regulations and infrastructure might impede the provision of services. Viswanadham and 

Puvaneswari (2004) noted that among the many difficulties facing the Indian logistics industry are exorbitant 

operating expenses and uneven service delivery. Maintaining high levels of customer satisfaction while 

addressing these difficulties calls for a thorough understanding of both the operational and demographic factors 

that drive retention. 

 

2.6 Conclusion 

The body of research on customer retention and service quality emphasizes how important service 

delivery is in determining client loyalty, especially in the logistics sector. In order to satisfy client expectations 

and maintain their loyalty, companies such as Agarwal Packers and Movers Ltd. (APML) need to concentrate 

on enhancing critical service characteristics including responsiveness, empathy, and reliability. Although pre-

existing models such as SERVQUAL offer a valuable structure for assessing service quality, further investigation 

is still necessary to fully understand the impact of demographic variables on customer retention, especially in 

developing economies. 

By investigating how APML may use its service quality to improve customer retention across various 

demographic categories, this study seeks to close this gap. It does this in the aim of offering practical insights that 

will not only help APML but also contribute to the broader understanding of service quality management in the 

logistics sector. 

 

III. Methods and Materials 
This study employed a mixed-method method to investigate the connection between customer retention 

and service quality in the logistics sector, with an emphasis on Agarwal Packers & Movers Ltd. (APML). The 

methodology was created to provide a thorough understanding of how service quality affects customer loyalty by 

capturing both quantitative data from a sizable sample of customers and qualitative views from key managers. 

 

3.1 Survey Design and Data Collection 

The main instrument used to gather data was a structured survey aimed at measuring customer 

satisfaction and perceptions of service quality. The survey was based on the SERVQUAL model, which 

evaluates five key dimensions of service quality: reliability, responsiveness, assurance, empathy, and tangibles. 

A five-point Likert scale was used to assess customer responses, ranging from "strongly disagree" to "strongly 

agree." 

The survey was distributed to 205 customers of APML, ensuring that participants represented a diverse in 

relation to income level, occupation, gender, and age. The fact that these participants had utilized APML's 

services in the previous 24 months contributed to the relevance and recentness of their input. The numerical 

information gathered from this survey was supplemented by qualitative interviews with five senior managers at 

APML, focusing on internal service practices and customer relationship management strategies. 

 

3.2 Sampling and Participants 

Participants were selected using a random sampling method, ensuring that the final sample reflected the 

diversity of APML's customer base. With 205 respondents, the sample size was adequate to enable significant 

statistical analysis of client satisfaction levels and how they relate to the caliber of services. The qualitative 

interviews took place with managers responsible for operations, customer service, and business development at 

APML, offering valuable insight into the company’s strategic approach to maintaining service quality and 

fostering customer loyalty. 

 

3.3 Data Analysis 

Regression analysis and ANOVA were two statistical techniques used to examine quantitative data in 

order to pinpoint important trends and relationships between service quality dimensions and customer retention. 

These analyses were aimed at testing the study's hypotheses, specifically whether higher service quality leads to 

improved customer retention and whether demographic factors such as income and age affect service 

perceptions. 

Thematic analysis of the qualitative data gathered from management interviews revealed important trends in the 

issues facing service delivery and the tactics employed by APML to raise customer satisfaction. A more 
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comprehensive knowledge of how customer satisfaction is impacted by service quality was made possible by the 

integration of quantitative and qualitative findings. 

 

IV. Data Analysis and Results 
The results of the quantitative and qualitative assessments carried out to determine how service quality 

affects customer retention at Agarwal Packers and Movers Ltd. (APML) are presented in this section. The links 

between customer loyalty and service quality aspects were investigated using a variety of statistical approaches, 

along with an analysis of the role demographic factors play in shaping customer perceptions. 

 

4.1 Quantitative Data Analysis 

Statistical techniques were used to examine the quantitative survey results, including chi-square tests, 

regression analysis, and ANOVA, to assess the significance of service quality dimensions and their effect on 

customer retention. 

 

4.1.1 Demographic Breakdown 

The respondents, 205 in total, were representative of a broad demographic spread: 

4.1.1.1 Gender: The sample comprised 53% male and 47% female respondents. 

4.1.1.2 Age: The biggest age group was 30-39 years (38%), followed by 40-49 years (25%) and 20-29 years 

(20%). 

4.1.1.3 Occupation: Participants included professionals (35%), business owners (18%), students (12%), and 

retired individuals (14%). 

4.1.1.4 Income Levels: The majority of respondents fell into the mid-income category, earning between 

₹30,000 and ₹70,000 per month (42%). 

These demographics helped ensure the findings were reflective of APML’s broad customer base. 

 

4.1.2 Service Quality and Customer Retention 

Chi-Square Test for Gender and Service Frequency: A chi-square test was conducted to evaluate the 

relationship between gender and frequency of service usage. The results indicated no significant association 

between gender and how frequently customers used APML’s services (p = 0.621). This suggests that male and 

female customers had similar usage patterns, reinforcing that at APML, gender has little bearing on the services 

that are used. 

Impact of Age on Retention: Age showed a significant impact on customer retention, with older customers 

demonstrating longer relationships with the company. The chi-square test indicated that customers aged 50 and 

above were more likely to be devoted customers than newer ones (p = 0.027). This emphasizes how crucial 

dependability is for senior customers, who appreciate consistency and are more likely to stick with a business 

over time. 

Regression Analysis on Income and Perception of Value: To investigate the effect of income on consumers' 

judgments of value for money, regression analysis was employed. Higher income levels and more positive 

evaluations of service value were found to be significantly correlated by the analysis (p = 0.003). Higher income 

consumers were more likely to believe that APML's services offered good value, indicating that income is a 

significant factor in shaping customer expectations and satisfaction. 

 

4.1.3 Service Quality Dimensions 

To better understand how individual dimensions of service quality affect customer retention, ANOVA 

was applied to the data. The key findings were as follows: 

4.1.3.1 Reliability: Customers ranked reliability as the most important dimension of service quality. 

Consistent, on-time service delivery was found to be a critical factor in retention, particularly among older 

clients (p < 0.05). 

 

4.1.3.2 Responsiveness: While generally well-rated, responsiveness was noted as an area needing improvement, 

especially among younger customers who reported lower satisfaction levels regarding timely communication 

and issue resolution (p = 0.041). 

 

4.1.3.3 Empathy and Assurance: These dimensions, while valued, had a more moderate impact on retention. 

Customers appreciated personalized service and professional assurance, but these were not primary factors 

influencing their decisions to remain with APML. 

Overall, the quantitative data clearly indicated that service quality plays a central role in customer retention, with 

reliability being the most significant factor. Additionally, demographic factors such as age and income were found 

to influence perceptions of service value and loyalty. 
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4.2 Qualitative Insights 

To complement the survey data, Key managers were interviewed in a qualitative manner at APML, 

focusing on internal service strategies and operational challenges. Thematic analysis of the interviews revealed 

several important insights into how the company approaches service quality and customer retention. 

 

4.2.1 Internal Challenges 

One recurring theme in the interviews was the challenge of maintaining consistent service quality across 

regions. Managers acknowledged that while APML’s operations in metropolitan areas were generally smooth, 

logistical complexities in rural regions often led to inconsistencies in service delivery. These variations were 

cited as one of the main reasons for lower customer satisfaction in certain areas, particularly when it came to 

reliability and timeliness. 

 

4.2.2 Customer Feedback and Adaptation 

The interviews also revealed that APML places a strong emphasis on customer feedback as a tool for 

continuous improvement. Managers noted that the company regularly collects and analyzes feedback to identify 

areas for improvement, especially in responsiveness and communication. For example, younger customers 

expressed a preference for quicker responses to inquiries, leading the company to enhance its customer support 

channels through faster, more digitalized communication methods. 

 

4.2.3 Strategic Focus on Reliability 

A consistent focus on reliability was highlighted as one of APML’s key retention strategies. Managers 

emphasized that ensuring timely deliveries and secure transportation of goods is the foundation of the 

company’s customer retention efforts. APML has invested heavily in infrastructure and staff training to ensure 

that service reliability remains high, particularly in competitive urban markets. 

 

4.3 Results Summary 

The findings from both quantitative and qualitative analyses underscore the importance of service 

quality in retaining customers at APML. Key takeaways include: 

 Reliability is crucial: The most significant driver of customer retention, particularly among older customers, 

was reliability. Ensuring that deliveries are made on time and goods are handled securely builds trust and 

loyalty. 

 Demographics matter: Age and income play important roles in shaping customer perceptions. Older 

customers value reliability, while younger customers expect faster communication. Additionally, higher-

income customers tend to rate the value for money more favorably, which indicates a potential opportunity 

for tiered service offerings. 

 Responsiveness needs improvement: The study identified responsiveness as a potential area for 

enhancement, especially for younger clients. Faster, more streamlined communication could help boost 

satisfaction levels within this demographic. 

 Customer feedback as a tool for growth: APML’s focus on using customer feedback to improve service 

quality is a key strategy that helps the company adapt to changing expectations and maintain customer 

loyalty. 

 

V. Discussions 
The study's findings, particularly as they relate to Agarwal Packers and Movers Ltd. (APML), highlight 

the vital role that client retention plays in the logistics sector. The results showed that important aspects of 

service quality, like assurance, responsiveness, and dependability, directly affect client loyalty. These 

observations align with earlier research, such as Parasuraman et al. (1988) and Christopher (1994), which 

highlight the significance of high service quality in enhancing customer satisfaction and retention. 

Based on the quantitative data analysis, it was shown that one of the strongest indicators of customer 

retention was reliability, namely in the areas of timely service delivery and customer inquiry handling. Clients 

who thought APML was trustworthy were more inclined to stick with them and refer them to others. This is in 

line with Wallenburg and Lukassen's (2011) research, which highlighted the direct relationship between 

customer loyalty and consistent performance in logistics services. In line with their conclusions, our research 

also found that reliability remains a top priority for customers, particularly in a market where logistical delays 

and inconsistencies can significantly impact customer satisfaction. 

Interestingly, while responsiveness was identified as an important dimension, it was noted that older 

Compared to younger customers, clients expressed lower levels of satisfaction with APML's responsiveness to 

their inquiries. The disparity in demographics draws attention to a service gap that hasn't been well examined in 

earlier research, but it also represents the changing demands of various clientele. Our study demonstrates that 
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younger customers judged APML's response more favorably, supporting Kwortnik and Thompson's (2009) 

finding that younger consumers frequently have higher expectations for speed and communication in service 

delivery. This implies that in order to improve satisfaction overall, logistics service providers need to adjust to 

the differing needs of various age groups. Additionally, our research revealed that, in line with 

previous findings, clients with higher incomes tended to view APML's services as having better value for 

their money. Zeithaml (1988), who noted that perceived value is strongly influenced by price sensitivity. This 

indicates that APML's pricing strategy resonates well with higher-income customers, who may prioritize service 

quality over cost. However, the study also highlighted the need for better alignment of perceived value with 

service quality for lower-income segments. Offering tiered 

service levels or more flexible pricing options could enhance satisfaction for this demographic, thereby 

improving retention rates. 

This study adds to a better knowledge of how service quality may be customized to match the unique 

requirements of different client demographics when compared to previous research. The relationship between 

customer retention and service quality has been the subject of previous research, but this paper adds subtlety by 

examining the particular effects of age and income on service perceptions in the logistics sector. This disparity 

is especially noticeable in developing nations like India, where a wide range of clientele require more 

specialized assistance. The results of this study generally align with current beliefs regarding customer 

retention and service quality. But it offers fresh viewpoints on the significance of of demographic factors, which 

had been underexplored in previous literature. For APML, these insights provide actionable strategies to 

improve customer retention by addressing specific service gaps, particularly in responsiveness and pricing. By 

adapting services to cater to different demographic needs, logistics companies can build stronger relationships 

with their customers and sustain long-term loyalty. 

 

VI. Conclusion 
This study highlights the critical this case study examines the impact of service quality on customer 

retention in the logistics sector, with a focus on Agarwal Packers and Movers Ltd. (APML). The investigation 

showed that developing long-term client loyalty requires a focus on critical service qualities, including 

responsiveness and dependability. Consumers are far more likely to stick with APML's services and refer them to 

others if they believe the company to be dependable and responsive. 

The results also highlight how critical it is to cater to the various needs of various clientele groups. 

Younger customers tend to prefer greater communication and speedier service, while elderly customers 

prioritize reliability. Furthermore, consumers with greater incomes are happier with the perceived value for their 

money, indicating that flexible pricing strategies and personalized service options could enhance retention across 

all customer segments. 

In conclusion, APML can enhance its market position by concentrating on upholding strict reliability standards, 

enhancing responsiveness, and customizing its services to fit the distinct requirements of different clientele. In a 

market that is highly competitive, the corporation may guarantee consistent client happiness and enduring 

loyalty by attending to these crucial aspects. 

These revelations are advantageous to APML as well as advance knowledge on how logistics firms can 

improve client retention by providing tailored service improvements. 

 

VII. Implications and Future Scope of Study Managerial Implications 
The study's conclusions have a number of significant managerial ramifications for both APML and the 

larger logistics sector. First, logistics firms should invest in technologies and procedures that improve service 

consistency, as reliability and responsiveness are crucial factors in retaining customers. Real-time tracking tools, 

effective customer support channels, and ongoing training should be managers' top priorities training for 

employees to meet customer expectations effectively. Additionally, the insights into demographic variations 

highlight the need for tailored service offerings, with older customers requiring greater reliability and younger 

customers demanding faster, more transparent communication. 

 

Academic Implications 

From an academic standpoint, this study adds to the current body of literature on service quality by 

introducing the significance of demographic characteristics in determining customer retention in the logistics 

business. The findings suggest fresh paths for further research on how different consumer segments perceive 

and respond to service quality in logistics, an area that has been relatively underexplored in growing economies 

like India. 

 

Future Scope 

Subsequent investigations may build upon this work by examining the role of technological 
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innovations in improving service quality in logistics. Additionally, longitudinal studies could assess how 

customer perceptions evolve over time, particularly as APML and similar companies implement new strategies 

for improving reliability and responsiveness. Researchers could also explore the effects of external factors, such 

as economic conditions or competitive dynamics, on customer retention to provide a more holistic 

understanding of service quality management. 
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