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THE INFLUENCE OF THE COVID-19 CRISIS ON THE FORMATION
OF LOGISTICS QUALITY

Natalyia Chornopyska, Lidiia Bolibrukh. “The influence of the COVID-19 crisis on the formation of
logistics quality”. Relevance of research. COVID-19 crisis has led to an unequal consequence. Some industries
collapsed, some - reached the top of their development. Thus, E-commerce passed a three-year path during the
pandemic. Such rapid growth has led to logistical reconsideration of the e-commerce market, which raises the
issue of logistics services. Despite the presence of many methodological and applied developments, the issue of
measurability of logistics quality, a set of evaluation criteria for the quality of logistics services remains
debatable, and due to recent events caused by the COVID -19 pandemic, suitability of applied evaluation criteria
to variable environmental requirements. Thus, the problem of market value transformation of logistics needs
further research.

The purpose of the study is to further develop guidelines for assessing the quality of logistics in view of
current post-COVID-19 challenges. For this goal achievement it was necessary to solve the following tasks: to
conduct marketing research on the quality of logistics of e-commerce in quarantine and, on this basis, to make
conclusions about the transformation of the value of logistics and B2C market, which will be reflected in a set of
evaluation criteria for logistics quality.

Methods: express survey of 240 e-consumers in 19 regions of Ukraine during April-May 2020 on the basis
of an online-questionnaire created on Google Forms platform and shared on social networks like Facebook,
Instagram, Telegram and Viber.

Conclusions and value added. The results of the study have showed that in modern conditions the
formation of the quality of logistics in the B2C market is influenced by the following criteria: flexibility, timeliness,
completeness, wholeness, security and E2E-interaction. It is important for consumers to be able to independently
choose additional delivery functions - place, time, delivery period, method of payment, which indicates the need
to develop flexibility in the services of logistics operators. The modern consumer values his time, respectively, so
the logistics service provider doesn’t have the right to make a mistake in completing the order or improper
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storage of goods. The transformation of the value of logistics services, in the post-COVID-19 conditions, concerns
online interaction and speed of data exchange with the logistics service provider: contactless technologies,
gadgets and applications that provide seamless online work, regardless of location. Online interaction, in
particular online shopping, according to the study, attracts them with its simplicity, the ability to compare prices
on different platforms, the availability of a wide range of goods and saving time. Thus, the value of the benefits
of digitalization increases. Those logistics providers that are more technologically advanced have a significant
competitive advantage. E2E determine the value.

Keywords: COVID-19 crisis; e-commerce market; online shopping; e-consumer; quality of logistics;
logistics provider; methods for evaluation the quality of logistics; evaluation criteria; value; E2E-interaction;
logistics services

Hamania YopHonuceka, Jlidia Boni6pyx. «Bnnue kpusu COVID-19 Ha ¢opmyeanHa akocmi
nozicmuku». AkmyaneHicme 0ocnioxeHHA. Kpuza COVID-19 posnodinunaca HepigHomipHo. Okpemi 2anysi
3aHenanu, iHwi — 0ocaeu c8o2o niky. Tak, e-commerce 3a nepiod naHoemii NpoliwiaIa MpooXpiYHUG WIIAX.
Takut cmpimkul picm npu3ssie 0o nepe2niady 102iCcMUYHOI CK/1a0080i PUHKY e-commerce, WO aKkmyanisye
NUMAHHA AKOCMI 102iCMUYHUX NOocTy2 ma 00CnioxeHHA npobaemu mpaHcghopmayii YiHHocmi no2icmuku 3
No2sA0y PUHKY.

Memoto 0ocnioxeHHa € noddnbwuli po38UMOK MemoOUYHUX NOJIOXeHb OUIHIB8AHHSA SKOCMi
J102icmuKu 3 027190y Cy4acHux 8uknukie Post- COVID-19. [lna 0ocszHeHHS nocmassieHoi Memu HeobxiOHO 6ys10
supiwumu maki 3a80aHHA: Nposecmu MapkemuHa08e 00CTIOXeHHA AKOCMI J102iCMUKU iHmepHem-mopzigni
8 YMOB8AX KAPAHMUHY i, HG Yili OCHOBI, 3p06UMU BUCHOBKU 8I0HOCHO MpaHcpopmauii yiHHocmi noeicmuku ma
pUHKy B2C, wio 3Hatide c8oe 8i00bpaxxeHHA 8 HABOPI OYIHHUX Kpumepiig AKoCcmi no2icMuKu.

Memoouka docnidxeHHsA: ekcnpec-onumysaHHsa 240 e-cnoxugadis y 19 obnacmsax YkpaiHu npomsazom
keimHa-mpasHa 2020 p. Ha nidcmasi cmeopeHoi 3a donomozoto Google Forms ma po3nogctodxeHol y makux
coyianbHux mepexax Ak Facebook, Instagram, Telegram ma Viber aHkemu.

BucHosku. ik nokazanu pesysbmamu npogedeHo20 00C/TIOXKEHHS, 8 Cy4dCHUX yMOBAX HA (hOPMYBAHHSA
AaKkocmi nozicmuku Ha puHky B2C ennusarome maki Kpumepii: 2Hy4YKiCmb, 84ACHICMb, KOMNIEKMHICM®b,
yinicHicme, 6e3neyHicme ma E2E-e3aemodia. TpaHcghopmauia yiHHocmi no2icmuyHoi nocsiyau, 8 post-COVID-
19 cepedosuuyi, cmocyemsca OH-1aliH 83aemodii ma waeudkocmi 0bMiHy OaHUMU 3 NOCMAYaslbHUKOM
J102icmuy4Hoi’ nocstyau: 6e3KoOHMAakmHi mexHosoeil, 2adxemu ma 0o0amku, wo 3abesnedyioms 6e3nepebiliHy
OH-/1alH pobomy, He3asIeXXHO 8i0 Micus 3Hax00xeHHs. OH-1auH 83dEMOOis, 30KpeMa OH-1alH NOKYNKU, 3a
pe3ysbmamamu 00C/iOKeHHSA, Npusab/IIOIMb X CBOEID NPOCMOMOI0, MOX/IUBICMIO NOPiBHIO8AMU UiHU HA
pi3HUX n1amgopmax, 00CMynHiCmMI0 WUPOKO20 ACoOpmuMeHmy moeapie ma ekoHomiero Yacy. lliosuwjeHHs
pigHa didxxumanizayii cnposokyeasno 3miHy oKycy UiHHOCMI 102icmMuYHOI noc/yau 0719 CNOXUBAYie, Momy
8/1aCHA MOObIiNIbHICMb MA MOXJ/IUBICMb eKOHOMII 4yacy O/1A Cy4dcHO20 K/IEHMA cmasau npiopumemHumu.
Omxe, 36inbWyemoca YiHHICMb nepesae, wo o0ae didxxumanizauyia. Ti no2icmuyHi onepamopu, Aki € 6inow
NpOCYHYyMuUMU MexXHO102i4HO, Marome Cymmesy KOHKypeHmHy nepesay. E2E su3Hauae yiHHicme.

Knrouoei cnoea: kpnza COVID-19; puHOK e-commerce; iHTEPHET-MOKYMKY; e-CMoXMBaY; AKiCTb
NOTICTMKN; NOTICTUYHUI OnepaTop; MEeTOAM OUIHKN AKOCTI NOTiCTUKK; OLUiHHI KpuTepii; UuiHHicTb; E2E-
B3aEMOAIA; NOTiCTUYHI NOCAYTW.

Hamanusa YopHonesicbka, Jluoua bonu6pyx. «BnuaHue kpusuca COVID-19 na ¢popmupoeaHue
Kayecmea sio2ucmuku». AKmyaibHocms ucciedosarus. Kpusuc COVID-19 pacnpedusnusicsa HepagHOMepHO.
Hexomopeie ompocnu ynasnu, Opyeue — docmuasiu c8oezo nukd. K npumepy, e-commerce 3a nepuod naHoemuu
npowJsia nyme Ha mpu 200a eneped. Takol cmpemumesbHbil pocm npusesl K nepecMompy o2ucmudeckou
cocmasnawel pulHKA e-commerce, Ymo akmyasausupyem 80Npoc Kayecmed J102UuCmuyecKux Yyciye,
uccnedo8aHuUa NpobsieMol MpaHCHOPpMAYUU UEHHOCMU JI02UCMUKU C MOYKU 3peHUs pbiHKA.

Llenvio uccnedosaHus senaemcs OdsbHelilee pazgumue MemooUYecKUX NoJIoXKeHUU OUeHKU
Kayecmaa JI02UCMUKU C y4emom cospemeHHbIX 86130808 Post- COVID-19. [lna 0ocmuxxeHuUa nocmassieHHou
yesiu Heobxooumo 6b110 pelums cedyoujue 3a0aqu: NposecMu MapKemuH208ble UCC/1e008aHUA Kayecmaa
JI02UCMUKU UHMEPHeM-mopaoesiu 8 YCI08UAX KAPAHMUHA U HA 3moli ocHose cOesldmb 8bi800bI



The electronic scientifically and practical journal 88-98
“INTELLECTUALIZATION OF LOGISTICS AND SUPPLY CHAIN MANAGEMENT”, v.2 (2020)
ISSN 2708-3195 https://smart-scm.org

OMHOCUMENIbHO MPAHCHOPMAYUU YeHHOCMU J102UCmuKu U pbiHka B2C, ymo Hatidem cgoe ompaxeHue 8
Habope oyeHOYHbIX Kpumepues Ka4ecmaa J102UCMUKuU.

Memooduka uccnedosaHus: sxkcnpecc-onpoc 240 e-nompebumerneti 8 19 o6acmsax YkpauHel 8 meyeHue
anpena-mas 2020 Ha 0CHO8AHUU €030aHHOU ¢ nomouwibto Google Forms u pacnpocmpaHeHHOU 8 Makux
coyuansHblx cemsax kak Facebook, Instagram, Telegram u Viber aHkemel.

Bobigodsbl. Kak nokaszanu pe3ynbmamel Npo8e0eHHO20 UCC/e008aHUSA 8 COBPEMEHHbIX yC108UAX HA
opmuposaHue kadyecmea Js102UCMUKU Ha peiHke B2C enusaiom cnedyrowue kKpumepuu: 2ubKocme,
C80€BPEMEHHOCMb,  KOMNJIEKMHOCMb, — yeslocmHocme,  6e3onacHocme  u  E2E-83aumoodelicmaue.
TpaHcghopmayua yeHHocmu noz2ucmuyeckol yciyeu, 8 post-COVID-19 ycnosusax, kacaemca OH-nauH
83aumodelicmaus u ckopocmu 0bMeHa OaHHbIMU C NOCMABWUKOM slo2ucmuyeckol yciyeu: 6eckoHmakmHsoie
mexHo/102UU, 2a0XXembl U NpUIoXeHUs, obecnedusaroujue becnepeboliHyto oHnalH pabomy, He3asucumo om
Mecma HaxoxoeHus. OHaliH-e3aumolelicmaue, 8 MOM 4ucsie OH-AalH NOKYNKU, NO pe3ysbmamam
uccie0osaHus, npugriekarom ux cgoeli npocmomod, B03MOXHOCMbIO CPABHUBAMb UEHbl HA PA3HbIX
naamgopmax, 00CMyNnHOCMbIO WUPOKO20 ACCOPMUMEHMA MO8Apo8 U SKOHoMuel 8pemeHu. lossiweHue
ypo8HA OudXUManu3ayuu cnposoyuposasno UsMeHeHue hoKyca yeHHOCmu so2ucmuydeckol ycayeu 0nd
nompebumernet, mak cobcmaeHHasa MobuUIbHOCMb U 803MOXHOCMb SKOHOMUU 8peMeHU OJ1 COBPEMEHHO20
KaueHmMa cmanu npuopumemueimu. Criedo8ameribHO, y8enudus8aemca YUeHHOCMb npeumMywecms, Komopsie
O0aem odudxumanusayua. Te no2ucmuydeckue npoesatidepsl, Komopelie AgnAlomMca 6osee nPoO8UHYMbIMU
MmexHo/I02UYecKU, uMerom cyujecmaeHHoe KOHKypeHmHoe npeumyuwecmaeo. E2E onpedensaem yeHHocme.

Knroueesbie cnoea: kpusuc COVID-19; pblHOK e-commerce; UHTEPHET-MOKYNKYK; e-noTpebutens;
KauyecTBO JIOFUCTUKK; NOMUCTMYECKMIA MpoBaifep; MeToAbl OLEHKU KauyecTBa JIOrMCTUKK; OLEHOUHble

Kputepun; ueHHoOCTb; E2E-B3anmopencTemin; normctnyeckmne ycnyru

Introduction. The world was gripped by
an unpredictable coronavirus pandemic that
forced quarantine restrictions on more than a
third of the world's population. Such drastic
actions have led to unpredictable
consequences for the economy and
development of many countries at the global
level, as well as the purchasing power of the
population and its mobility. In particular, the
pandemic has a great impact on the logistics
industry, which is now demonstrating its
flexibility and importance in the general state
of countries’ lives. In such extreme conditions,
humanitarian logistics has become critical [2].

COVID-19 crisis wasn’'t smooth. Some
industries collapsed, some - reached the top
of their development. The COVID-19
pandemic has led to the accelerated growth
of e-commerce. Analyzing the e-commerce
market in Ukraine, it is tracing the rapid
development of the industry in recent years.
In particular, in 2018, the Ukrainian market
was ranked second in Europe in terms of
growth rate (30%), in 2019 it was 17%, and,
according to preliminary forecasts, in 2020 -
15% [3]. However, an external factor became
unpredictable - the coronavirus pandemic,

which stimulated a sharp increase in demand
for online shopping. In April 2020 the E-
commerce market reached the mark of 2023
(within 8 weeks the path has been covered in
3 years) [4]. Such rapid growth has become a
serious challenge for logistics, which has
highlighted the problem of quality logistics
services.

The works of such founders of logistics
science as Lambert D., Bauersachs D., Pfoll H.
and domestic classics - Krykavsky E, Grygorak
M., especially their latest ones, are devoted to
theoretical and applied issues of logistics
quality [5,6]. Logistics quality assessment
methodologies have been developed by
leading think tanks and consulting centers,
including the World Bank, which calculates
and publishes the Logistics Efficiency Index
(LPI), where quality is one of the six sub-
indices [7]. The following scientists made a
significant contribution to the coverage of the
method of assessing the quality of enterprise
logistics: Meffert G. [8], Parasuraman A. [9],
Bruhn M. [10], Vozniak J. [11], Fras J. [12],
Nakonechna. T., Gryniv N. [13].

At the same time, despite the availability
of many methodological and applied works,
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the issue of logistics quality assessment, a set
of evaluation criteria for the quality of logistics
services is still debatable (there is no united
approach or view, lack of coherence and
formalization), and due to recent
developments and the question of the
suitability of the applied evaluation criteria for
the changing requirements of the
environment. Thus, the problem of market
value transformation of logistics needs
further research.

The purpose and objectives of the
study. The purpose of the study is to further
develop guidelines for assessing the quality of
logistics in view of current post-COVID-19
challenges. For the achievement of this goal it
was necessary to solve the following tasks: to
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conduct marketing research on the quality of
logistics of e-commerce in quarantine and, on
its basis, to make conclusions about the
transformation of the value of logistics and
B2C market, which will be reflected in a set of
evaluation criteria for logistics quality.

Primary materials and results. The
marketing research was conducted in April-
May 2020 and included an express survey
based on an online questionnaire created on
Google Forms platform and shared on social
networks like Facebook, Instagram, Telegram
and Viber, which served as the main research
tool. The research methodology provided
details of objectives, search questions and
hypotheses (parameters) that should be
defined (Table 1).

Table 1

Objectives, search questions, hypotheses (parameters) of study

Objectives of the
study

Search questions

Hypotheses (parameters)

shop online?

How often do consumers

In the structure of trade, online sales

1. To assess the

Did consumers make online

are still inferior to offline sales, but

demand in the
online format in
the Ukrainian
market and to
determine the
impact of
guarantine on
the online
shopping
intensification.

purchases during quarantine?

Will consumer buying
behavior change after
guarantine?

there is a significant increase in
demand for online services during
quarantine restrictions.

What types of factors affect
online shopping?

The main advantage of online
shopping is a wide range of hard-to-
reach products and time savings.

What goods are in demand
during quarantine?

The largest share of online shopping
structure is accounted for by
expensive appliances, clothing and
restaurant meals, but during
quarantine the demand for food and
household chemicals rose sharply.

2. To identify the
main logistics
operators that
deliver online
stores goods,

method of
delivery and
determine the
level of quality of
logistics
services.

What platforms are used for
goods ordering?

Most often, orders are placed on
specialized online trading platforms
or social networks.

How was the delivery carried
out?

The service of goods delivery to the
post office is popular, but on
quarantine conditions consumers
more often use courier delivery.

Which postal operators are
serving e-commerce market?

Which courier services are the
most popular?

“Nova Poshta” has the largest
volume of deliveries to the branch
and via courier in Ukraine, but
“Ukrposhta” makes international
shipments.
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End of Table 1

What evaluation criteria can
be used to determine the
quality of logistics services of
a postal operator or courier

It is assumed that the most
important for buyers are the
timeliness of delivery, its
completeness and flexibility, but in
quarantine, these criteria may

structure of
consumers after
guarantine.

purchases?

use to make online

service? change
3. To clarify the Sex?
i D)
ta?roefc“:uocliciégge AAt.g"?‘t- 5 Most often, online stores orders are
gh her it i ! CUVILY: made by progressive young people
Woiéit?lrelicljs Type of settlement? under 25 who live in large cities,
P . . study or work there. Most consumers
change the What electronic device do you

are women. In the fast life pace,
orders are used to by smartphones.

Complied by authors.

Questionnaire questions were developed
based on the search questions
transformation.

The survey started at the end of April
2020 and covered 240 respondents, the
breadth of the geography of the study - 19

regions, of which the largest number of
participants are from Lviv (61%), Kyiv (17.4%)
and  Ivano-Frankivsk  (8.3%)

regions.

Geographical coverage and profile of the
target audience of the study are presented in
Fig.1a-1b.

Figure 1a. Geographical coverage and profile of the target audience of the study
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Figure 1b. Geographical coverage and profile of the target audience of the study
Complied and calculated by authors based on results of provided survey

The profile of the target audience of
online commerce confirms that the majority
of respondents are women aged 18 to 25 who
study or work and have an average income.
Virtually everyone lives in cities where more
logistics operators are available, and uses
smartphones (83%) and computers (59.3%)
for online shopping.

An infographic of the survey results on
the demand for online shopping in the
Ukrainian market during quarantine is
presented in Fig.2. According to it we can
conclude that online shopping in Ukraine is

quite popular (58.3%). Despite the fact that
online shopping has entered the domestic
market quite recently, today it has its target
audience, which uses such services both
under normal conditions and during
quarantine restrictions (19.6%). Now we can
see some growth in demand for online
products (76.6%), but according to most
respondents, their shopping habits will not
change after quarantine, and only 20.6% are
convinced that they will use online services
more often.
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Figure 2. Buying behavior during quarantine
Complied and calculated by authors based on results of provided survey

Online  shopping provides those
consumer values that are difficult for ordinary
offline stores to provide, and what are the
most valuable for shoppers (Fig. 3). It was
assumed that in the conditions of quarantine
unpredictable circumstances (restriction of
movement of people, reduction of product
range due to mass purchase) will become a
significant factor influencing demand, but
respondents note the following criteria:
convenience of ordering, simple process of
ordering products (67.2%); possibility to
compare prices on different platforms
(57.6%); access to a wider range of goods that
are limited or not represented in the domestic
market (57.1%); saving time (52.1%).

At the same time, consumers of online
stores more often buy clothes, shoes and
accessories (56.7%), cosmetics and perfumes
(39.4%) and appliances (33.3%), due to the
favorable offers of online stores for these

goods, a wider range and increase in the total
time spent at home.

The infographic of the results in Fig. 4
shows the results of the survey on the quality
of services for ordering and delivery of goods,
as well as determines the most commonly
used methods of provision.

Thus, consumers equally often form their
orders either on the official websites of stores,
or in their absence on special online trading
platforms, such as ROZETKA, OLX, PROM,
Kasta (69.3%), which have a wide range of
different products. Such sites contain all the
evaluation criteria that determine the
consumer value for consumers. Buyers often
order clothes, accessories and cosmetics
through Instagram accounts. At the same
time, delivery services as Glovo, Uber Eats,
Raketa (28.1%) have their network only in
large cities and usually supply restaurants
meals or food from supermarkets.
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Figure 3. Infographics of online shopping during quarantine
Complied and calculated by authors based on results of provided survey

According to the survey, most orders are
picked up by buyers at the operator's post
offices (84.9%), the most popular of which is
Nova Poshta, which delivers orders within
Ukraine. UkrPoshta, Meest Express, DHL etc.

deliver goods from abroad. Despite
quarantine, the services of a postal operator
courier (30.6%) or a courier service such as
Glovo, Uber Eats, Raketa (23.3%) are used
much less.
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Fig.4. Infographics of the quality of online shopping logistics services
Complied and calculated by authors based on results of provided survey
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Assessing the quality of work of the postal
operator of the provided courier service,
consumers said that they were satisfied with
the delivery services and praised the
presented criteria, but the most important
among them were: completion of the order
according to customer requirements,
integrity of the purchase, namely product
appearance in the process, and payment
flexibility. At the same time, due to the
pandemic, the demand for online shopping
has increased, which has provoked full
employment of staff, loading of all rolling
stock and, consequently, reduced
punctuality.

Conclusions. The marketing research
was preceded by the author's survey study on
the evaluation of the quality of logistics.
Among the ten methods studied, the choice
of the authors was focused on the method of
SERVQUAL, from which 22 indicators were
borrowed that characterize the quality of
logistics, grouped by 5 features: material
aspect; reliability; satisfaction of client's
requirements; professionalism of employees;
empathy and knowledge of customer needs.
However, at the trial stage, the researchers
faced the following problems: 1) some
indicators were perceived ambiguously and
needed further clarification (for example,
from the group "material aspect of the
service"); 2) some criteria were perceived as
appropriate, and this should not be asked, but
should be performed as best as possible (the
group "empathy and knowledge of needs"
was rejected); 3) some criteria, according to
respondents, do not create added value to the
consumer, so they were also excluded from
the list. As a result, 22 indicators were reduced
to 4: completeness, wholeness, flexibility and
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timeliness. And, - the criterium "safety" which
provides observance of sanitary requirements
(disinfection, use of protective suits,
observance of social distance etc.) was added.

According to the results of the study, it is
important for consumers to be able to
independently choose additional delivery
functions - place, time, delivery period,
method of payment, which indicates the need
to develop flexibility in the services of logistics
operators. The modern consumer values his
time, respectively, so the logistics service
provider doesn't have the right to make a
mistake in completing the order or improper
storage of goods.

The transformation of the value of
logistics services, according to respondents,
concerns online interaction and speed of data
exchange with the logistics service provider:
contactless technologies, gadgets and
applications that provide seamless online
work, regardless of location. Online
interaction, in particular online shopping,
according to the study, attracts them with its
simplicity (69.7%), the ability to compare
prices on different platforms (58.8%), the
availability of a wide range of goods (57.5%)
and saving time (52.9%). Thus, the value of the
benefits of digitalization increases. Those
logistics  providers  that are  more
technologically advanced have a significant
competitive advantage. E2E determine the
value.

The obtained results change the
understanding of the fullness of the quality of
logistics evaluation criteria that are valuable
for the target market, but do not solve the
problem of measurability of the quality of
logistics services, which will be the prospect
of further research.
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