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Courier service quality from  
the clients’ perspective

Aleksandra Gulc 

A B S T R A C T
The aim of the study is a critical analysis of literature concerning the evaluation of 
courier service quality and verification if client expectations towards courier service 
quality change in time considering the perspective of future 5–10 years. Research 
methods include the theoretical analysis of scientific literature, CAWI survey and 
statistical analysis of obtained data.
The literature overview has shown the lack of clearly defined evaluation constructs of 
courier service quality together with the criteria and weight, one universal commonly 
used measuring scale for evaluation of the service quality, diversification of methods 
and measurement tools for the various groups of stakeholders of courier service. 
Moreover, it can be concluded that the research concerning the courier service quality 
has not considered the problem of aging of quality indicators. Research results by the 
author have proved that the expectations of clients using courier service change in 
time, some of them are exposed to the aging process (price) while others become 
more important (for example tele-technologies, modern packaging, and technical 
facilities). Moreover, the survey results have shown that the customer opinions can be 
the source of interesting and innovative ideas for the development of courier service 
in future.
The analysis of domestic and foreign literature allowed presenting the academia with 
an output concerning the evaluation of quality in the field of courier service. As a result, 
the theoretical and methodological gaps were revealed to expose potential fields for 
further research. The research results concerning different methods of service quality 
evaluation can be useful mainly for managers in courier enterprises. Moreover, the 
knowledge about changing expectations of clients allows adjusting courier proposals 
to customer needs to gain a competitive advantage in the global market.
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Introduction 

Recently, the courier, express and parcel market 
(CEP) has developed dynamically worldwide. For 
example, in Poland, in the period 2000–2015, the 
number of registered courier operators increased by 
1400%, while the volume of deliveries and revenue 
grew at double-digit pace (Urząd Komunikacji Elek-
tronicznej, 2016). In the next few years, the global 

CEP market is expected to grow by 3.5% reaching the 
value of USD 385.09 billion by 2019 (Global Cou-
rier…, 2014). Although courier services stand at the 
juncture of logistics and postal services, they have 
characteristic features, which differentiate them, for 
example, the specified delivery time with an accuracy 
to an hour, money back guarantee, receipt of the ship-
ment, delivery to the addressee in door-to-door sys-

pages:  36-45



Volume 9 • Issue 1 • 2017

37

Engineering Management in Production and Services

tem, the ability to track the shipment in the 
tracking-tracing system, the role of specific messen-
ger – courier. This specificity of courier services has 
become very attractive not only for many trading, 
manufacturing enterprises but also for individual 
clients. Moreover, the global trends should be consid-
ered, such as the higher popularity of e-commerce, 
development of small and medium enterprises, 
higher activity of exporters provide for the further 
growth of CEP market, increasing competition 
among operators and higher demands of clients 
(Marczuk et al., 2015). To face these challenges and 
remain on the competitive market, courier enter-
prises must focus on the improvement of service as 
one of the key strategic aims. Therefore, the subject of 
measuring service quality in a courier branch is 
important and presents an issue both for practition-
ers and researchers. As far as scientific research is 
concerned, the current trend over the last years is the 
relatedness between quality management and ser-
vices (Olszewska, 2016). Among many aspects of 
quality management, the authors have conducted 
research to find and develop models and methods for 
measuring quality in the field of service (Urban, 
2013). Considering the quality measurement, an 
interesting problem that was outlined by Franceschini 
et al. but remains unsolved by researchers, is the aging 
of quality indicators caused among other things by 
changing demands of service customers (Frances-
chini et al., 2000).

 The purpose of the paper is a critical analysis of 
literature concerning the evaluation of courier service 
quality and verification, provided criteria that deter-
mine the courier service quality change in time in the 
perspective of the next 5–10 years. The first section 
includes the overview of the research achievement 
concerning the issue of measuring courier service 
especially the measurement methods and criteria of 
courier quality assessment. The second one is dedi-
cated to the description of author’s own pilot research 
concerning the present and future expectations of 
clients using courier service. Finally, the conclusions 
of the examination and future research implications 
are presented. 

1. Literature review 

This section presents the critical literature review 
indicating the academic achievements in the field of 
courier service quality especially measuring methods 

and criteria of courier quality assessment aiming to 
systematize the knowledge and indicate possible 
research gaps. Unlike the academic output concern-
ing the measurement of logistics service quality, there 
are only a few articles concerning the measurement of 
courier service quality in the world-wide literature 
(Gulc, 2016). Zhang et al. deliberate the method of 
courier quality service improvement called a Two-
Stage Quality Functional Deployment (QFD). The 
method is based on Parasurman, Zeithaml, Berry’s 
model (PZB model), QFD and the fuzzy set theory. 
The aim of the method is to transform express service 
demand into the express service resources. The 
authors outline that this method in not only available 
to analyse the whole express industry but also can be 
adopted by the whole service sector. Although, first 
and second stage of the QFD research can effectively 
reduce and even eliminate the negatively influencing 
factors in service of internal enterprise, namely the 
gap 1–4 in the PZB model, it does not verify the fifth 
gap measuring the difference between the perceived 
and experienced service quality (Zhang et al., 2012). 

The study of Liu and Liu investigates the express 
logistics service quality in Changdao County in 
China by scales developed according to SERVQUAL 
method and LSQ theoretical models. The service 
quality scale was based on five dimensions, including 
reliability, protection, security (assurance), empathy, 
and perception (tangibles). The questionnaire con-
taining 25 items was formed considering specific 
demands for the shipping express service in the island 
county. The research sample was 300 questionnaires, 
but only 199 were valid. The author does not specify 
if the respondents were only individual or also com-
panies. The results of the empirical research show 
that the expected values of customers are significantly 
different from the perceived ones, showing that cus-
tomers are not satisfied with the service quality of 
express logistics providers in Changdao. The results 
have shown that the dimension of security (assur-
ance) achieved the highest rate while protection 
received the lowest. The authors recommend that the 
scale developed in this study may need further test-
ing. Moreover, the sample in this study was drawn 
from Changdao County; thus, the conclusions 
inferred may not be generalized to other regions (Liu 
& Liu, 2014).

The paper of Ho et al. presents the application of 
the Logistic Service Quality (LSQ) model to deter-
mine the most important dimensions of client satis-
faction from courier service. The model included the 
following variables: timeliness, condition/accuracy of 

http://www.translatica.pl/slowniki/po-polsku/academic%20achievements/
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order, quality of information, and availability/quality 
of personnel. A multiple regression analysis indicated 
that not timeliness but condition/accuracy of order 
was the strongest factor influencing customer satis-
faction with courier service. However, due to the 
increasing expectation from customers, timeliness 
was perceived as an entry-level requirement for every 
company in the logistic industry. The quality of infor-
mation was also found to have a strong influence on 
customer satisfaction, while availability/quality of per-
sonnel was not a significant factor. The research based 
on snowball sample of 200 individual respondents 
mainly students limits the generalizability of this 
study. Sampling respondents from various groups 
including working adults and business organisations 
might provide a different scope of service quality 
expectations among logistic service providers (Ho et 
al., 2012).

 In Polish literature, there are only a few papers 
concerning courier service quality. Dyczkowska’s 
paper presents two groups of customers – individual 
and institutional, who buy transport–forwarding–
logistics service (TFL) including courier service. The 
paper presented conditions decided about the choice 
of logistics operator and how customers assessed 
courier service quality and their satisfaction. The 
most popular criteria of services selection in TFL 
sphere both by the individual and institutional cus-
tomer were a time of delivery, service quality, and 
price. The paper considered the specificity of courier 
service, but it did not specify the part of the supply 
chain of TFL service that was the subject of research. 
Moreover, the research sample was limited only to 30 
individual clients and 45 institutional ones without 
distinction of their size. The author did not explain 
how the service quality should be understood by 
respondents. The research results could be confusing 
because apart from the service quality there were other 
separate criteria being rather the features of service 
quality for example timeliness, completeness of deliv-
ery, a small number of compliments (Dyczkowska, 
2011). 

Ratajczak and Lorenc analysed the data concern-
ing the time of delivery in one local courier company 
in Poland, Xpress Couriers. The data showed that the 
level of timeliness was very differentiated. The authors 
also analysed the reasons for client complaints indi-
cating the timeliness, breakage, and loss of delivery. 
The research has the fragmentary character; it con-
cerns one single company and presents only one 
aspect of the service quality, i.e. timeliness (Ratajczak 
& Lorenc, 2015). 

The research of Frąś was based on the SERV-
QUAL method. It was conducted in 2009 and 2012, 
on a sample of 400 respondents who were clients of 
courier service, but only 225 surveys were completed. 
The research was conducted by examining the expec-
tations concerning the quality of courier service, as 
well as assessment of already experienced courier 
service. The perceived service measured as the differ-
ence of experienced and expected quality was assessed 
on the account of five service criteria: reliability (the 
ability to perform the promised service dependably 
and accurately), assurance (the knowledge and cour-
tesy of employees and their ability to convey trust and 
confidence), tangibility (the appearance of physical 
facilities, equipment, personnel and materials), 
empathy (caring, individualized attention to custom-
ers) and responsiveness (the willingness to help cus-
tomers and to provide prompt service). The lowest 
rated criterion was the third one – responsiveness, 
and the highest rated one was the first criterion – tan-
gibility. It should be noted that compared to the 
results of the survey in 2009, the service quality 
improved slightly in 2012. The author did not charac-
terize the research sample or explain if the questions 
in the survey were adopted into the specificity of 
courier service (Frąś, 2014). 

The paper by Rutkowski et al. is a complex study 
on the conditions of courier service development, the 
role of courier service in the Polish economy and 
future trends of this branch. The paper includes the 
results of the survey, which aimed to present the role 
of courier service in creating the competitiveness of 
Polish companies. 81 companies, which took part in 
the survey had to choose the factors that determine 
the choice of courier service. The results showed that 
98% of small and medium enterprises and 94% of 
large companies admitted that next-day delivery is 
the most important factor in choosing the courier 
service as well as the same-day delivery and delivery 
tracking. 76% of small and medium enterprises and 
55% of large companies said that without the access 
to courier service, their international activity would 
be very limited. Although the research results are 
interesting, it would be reasonable to verify them 
with an extended research sample (Rutkowski et al., 
2011). 

The paper by Dmowski et al. concerns the evalu-
ation of service in two courier companies from the 
perspective of 60 customers, mainly small companies. 
The research focused on a few operation areas of 
chosen courier enterprises, which are essential from 
the point of view of contractor needs. These were: 
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knowledge and competence of staff, customer service 
level, time of response and courier service, communi-
cation between courier companies and clients, the 
willingness and commitment to the search for solu-
tions to problems. In every case, the client (company) 
made the assessment of the significance of the crite-
rion on a scale of values from “very low”, to “average” 
and “very high”. The research results have shown that 
the high overall assessment of the quality of the ser-
vice provided by one of the two courier companies 
was caused by the highly-rated level of knowledge 
and competence of employees, fast response time for 
complex orders, and commitment of the employees 
in solving current problems of customers. The infor-
mation collected in the study clearly proved that 
cooperation with the client, which means a high level 
of customer service, is an essential criterion for choice 
and continuous cooperation with couriers, and, thus, 
an essential part of building a competitive advantage 
(Dmowski et al., 2013). 

Summing up, although the express branch has 
developed rapidly and the courier service quality is 
one of the key goals for courier operators on the 
competitive market, the overview of literature has 
shown that only a few authors focus their research 
interests on this aspect both in Poland and worldwide. 
Moreover, researchers have not still deliberated one 

universal set of criteria to assess courier service qual-
ity and each author proposed a different point of 
view. As Table 1 shows, some of them used general 
criteria based on the SERVQUAL method (E–F) 
while others propose more detailed ones (A–D). All 
proposed criteria do not consider changing demands 
of clients and current facilities offered by courier 
operators. Moreover, some studies focus on one group 
of respondents for example institutional clients (Rut-
kowski et al., 2011; Dmowski et al., 2013) or individual 
ones (Ho et al., 2012), while others compare both 
individual and institutional client evaluation (Dycz-
kowska, 2005). Moreover, in some cases, the research 
sample is not specified, or authors do not pay atten-
tion to characterizing the research sample (Frąś, 
2014; Zhang et al., 2012; Liu & Liu, 2014). As far as 
assessment methods of service quality are concerned, 
some researchers use the full version of the SERV-
QUAL method assessing the perceived and expected 
quality (Frąś, 2014; Zhang et al., 2012) while others 
examine only expectations of clients or experienced 
service quality (Dyczkowska, 2005; Dmowski et al., 
2013; Rutkowski et al., 2011; Ho et al., 2012; Ratajczak 
& Lorenc, 2015). 

Based on the literature overview, some research 
gaps can be mentioned: the lack of a clearly defined 
evaluation constructs of courier service quality 

Tab. 1. Overview of criteria for measuring courier service quality

quality criteria
author

A B C D E F G

Timeliness

Condition/accuracy of order

Quality of information

Availability/quality of personnel

Reasonable and Formal Charges

Client service

Communication with clients 

Willingness and commitment to the search for solutions to problems/Empathy

Lack of delivery damage 

Small number of compliments

Service quality

Complexity of proposal

Reliability 

Responsiveness

Assurance

Tangibility

Source: author’s elaboration on the basis of (A – Ho et al., 2012; B – Zhang et al. 2012; C – Dmowski et al., 2013; D – Frąś, 2014; F – Liu 
& Liu, 2014; G – Ratajczak & Lorenc, 2015).
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together with the criteria for their evaluation and 
weight, the lack of a commonly used measuring scale 
for the evaluation of the service quality, the lack of 
diversification of methods and measurement tools for 
various groups of stakeholders (service provider, ser-
vice recipient – an individual and an institution). 
Moreover, it can be concluded that the research con-
cerning the courier service quality have not consid-
ered the problem of the aging of quality indicators, 
which was outlined by Franceschini (Franceschini et 
al., 2000). 

2. Research methods 

In response to the identified research gap con-
cerning the problem of the aging of quality indicators, 
the aim of the pilot research was to verify if criteria 
that determine the courier service quality change in 
time. The research was based on the Internet survey-
ing technique CAWI. The survey was addressed to 
clients of courier service, both individuals and enter-
prises located in Poland. The main question in the 
questionnaire was to rate the features of courier ser-
vice that were essential in choosing the service today 
and ascertain their importance in the next 5–10 years. 
The respondents had to rate the courier service 
according to the seven-point Likert scale with anchors 
ranging from “the least essential” to “the most essen-
tial”. The data was collected from 30 May 2016 to 7 
August 2016. Based on the literature overview and 
web-sites of courier companies, thirteen criteria of 
service quality were elaborated:
• time of delivery (1);
• service price (2);
• service availability and information (the availa-

bility of information about the company and the 
proposal, fixed working hours, the location of the 
collection points, ease of contact, etc.) (3);

• flexibility to handle the delivery in terms of time 
and place (4); 

• ability to take advantage of additional service 
(notification of receipt by text message or email, 
charges on delivery, written proof of delivery, 
etc.) (5); 

• comprehensive service – the ability to use the 
accompanying services (receipt of the waste, 
packaging, package pick-up, full logistics service, 
etc.) (6);

• service individualization (proposal matching to 
the needs of a specific client or industry) (7);

• modern technology (individual PUDO – PickUp 
DropOff point near houses or apartments instead 
of boxes, drones or robots as couriers, etc.) (8); 

• tele-technologies (ICT, mobile apps, the ability to 
manage shipment tracking, the ability to generate 
reports, constant contact with the client, etc.) (9); 
modern packaging solutions (the variety of pack-
aging, packaging availability, possibility of pack-
aging by courier, the aesthetics of packaging, 
packaging customization, etc.) (10);

• competence and qualifications of the service 
provider (professionalism and preparation of the 
service provider, the knowledge, skills, etc.) (11);

• staff politeness (12);
• trust (the credibility and reliability of the com-

pany, honesty, etc.) (13), (Kawa, 2014; Liu & Liu 
2014; Dyczkowska, 2005; Anioł, 2015; Biznes 
raport… 2015; Frąś, 2014).
The research sample consisted of 231 respond-

ents; however three of them were not the customers 
of courier service, so finally, 228 questionnaires were 
completed. Respondents of this study were 60% 
females and 40% males. Considering the age of res-
pondents, the most active group of courier service 
clients was the one of the age from 18 to 55 years old, 
the least (0%) – below 18 years of age (Fig. 1). 

As far as the level of education is concerned, the 
majority of clients using courier service were those 
with a Master degree (64%) while the minority – 
those with the primary level of education.

Over a half of all respondents use courier service 
often, i.e. once a month (31%) and more than once 
a  month (29%), while the minority (a quarter) of 
customers use the service less than once per quarter 
(Fig. 3). 

In this pilot research, most of the respondents 
were individuals (73%); however, 28% were enter-
prises. Surprisingly, 12% of enterprises were large, 
hiring over 250 employees (Fig. 4).

3. Research results  
and discussion

The respondents had to assess the significance of 
thirteen criteria, which determine the choice of cou-
rier service at present and in the future (in 5–10 
years). The collected answers were analysed statisti-
cally. Firstly, the average assessment of each criterion 
of courier service was calculated considering the 
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Fig. 1. Age of respondents [%]

Fig. 2. Education level of respondents [%]

Fig. 3. Frequency of courier service use [%]

Fig. 4. Groups of respondents [%]
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seen in the importance of modern technologies, such 
as drones or individual pick-up & delivery boxes, but 
also comprehensive service, service individualization, 
tele-technologies, and modern packaging solutions, 
which nowadays are not as important. In the case of 
time of delivery, staff politeness and trust, their 
increase in significance will be the lowest. The Fig. 6 
also presents that the price will be a less important 
criterion for clients in the future than nowadays. 
Based on these results, it can be assumed that cus-
tomers will not only pay attention to price or a time of 
delivery while choosing courier service but will also 
look for new technological solutions that will provide 
them comfort and individualised treatment. 

The data presented in Table 2 indicates the per-
centage of respondent answers showing the difference 
between the future (b) and present expectations (a). 

present (a) and future assessment (b), (Fig. 5.). The 
obtained results were checked using the Wilcoxon 
signed-rank test – a non-parametric statistical hypo-
thesis test used to compare two related samples. The 
differences between the two matched samples (b–a) 
were statistically significant (p<0.005 in each case). 
Considering the assessment of the present service, 
the highly rated are a time of delivery (1a), trust (13a), 
flexibility (4a), and price (2a), while the least ones 
were comprehensive service (6a), modern technology 
(8a), and modern packaging solutions (10a). Simi-
larly to other research, these results proved that one 
of the most important criteria for clients was a time of 
delivery and price but surprisingly also trust – reli-
ability and honesty of courier enterprise as well as 
delivery flexibility, which is especially important for 
individual clients nowadays (Biznes raport…, 2015). 
As far as the future client demands 
are concerned, all of the criteria 
were assessed higher than at pres-
ent, except for the price, the impor-
tance of which should decrease in 
future. In the perspective of 5–10 
years, clients assessed that the 
most important criteria for them 
will be not a time of delivery (1b), 
trust (13b) and flexibility (4b) 
alone, as previous research showed, 
but also tele-technologies (9b). 

Showing the difference 
between the significance of crite-
ria in the future and nowadays 
(b–a), respondents think that the 
most rapid development would be 

Fig. 5. Assessment of courier service quality at present (a) and in future (b)

Fig. 6. Difference between the importance of criteria at present and in the future
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• diversification of courier service, i.e. the develop-
ment of forms food/laundry delivery as a form of 
click & collect.
These propositions suggest that clients have con-

stantly increasing expectations as well as they can be 
the source of inspiration and innovative ideas con-
cerning courier service. Moreover, the knowledge 
about changing expectations of clients allow adjust-
ing courier proposals to customer needs to gain 
a competitive advantage in the global market.

Conclusions 

Considering current trends in the CEP market 
and the academic output concerning courier service, 
it can be concluded that the aspect of measuring the 
courier service quality is still a relevant part of man-
agement science and needs further research. The 
critical overview of literature has revealed that 
authors use different criteria and scales to measure 
the courier service quality. Moreover, the measuring 
criteria are not based on the current technical and 
technological achievements used by courier enter-
prises. The research is usually based on the same 
or  slightly changed method despite the variety of 
measurement tools and methods available in service 
science. Moreover, it can be stated that the research in 
the courier service quality have not considered the 
problem of the aging of quality indicators. The results 
of author’s pilot research have proved that client 
expectations change in time. Although the differences 
between the assessment of courier service quality 

The difference between these two assessments (b–a) 
is presented in the range <-6;6>. The greatest share of 
respondents pointed out the difference of importance 
at the level of 1 point: more than 50% of respondents 
chose this assessment for a time of delivery, service 
availability and information flexibility, staff politeness 
and trust (dark grey boxes). However, there were 
some deviations in responses at the level of 2 points 
and the greatest number of respondents was noted in 
the case of criteria 2 and 4–11 (grey boxes). Moreover, 
there were also the differences at the level of 3 points 
as the greatest number of respondents was observed in 
the case of criteria 6–11 (light grey boxes). The results 
proved that client expectations change in time, and in 
the case of some criteria, the difference between the 
present and future expectations is significant. 

Moreover, the last question in the questionnaire 
was open and concerned other, unmentioned features 
of service that could be important for clients in the 
future. Apart from many similar criteria used in the 
prepared questionnaire, some respondents suggested 
interesting and new solutions in courier service for 
example:
• freely contacting the courier;
• cheap shipments from the place of client’s resi-

dence;
• a greater flexibility of working hours of couriers;
• ability to redirect a shipment dynamically during 

the service from one option to another place, for 
example, change your delivery address to a differ-
ent one or PUDO or another pick-up point;

• ability to return the ordered product directly to 
the courier;

Tab. 2. Difference between significance of criteria today and in the future

Criteria

Difference b-a
1 2 3 4 5 6 7 8 9 10 11 12 13

6 0% 0% 0% 0% 0% 1% 0% 2% 2% 0% 1% 0% 0%

5 0% 0% 1% 2% 0% 0% 0% 3% 3% 0% 0% 0% 0%

4 2% 1% 0% 2% 1% 5% 5% 7% 7% 5% 3% 0% 0%

3 5% 0% 6% 6% 8% 13% 11% 19% 19% 10% 11% 8% 4%

2 17% 11% 12% 27% 33% 33% 35% 41% 41% 38% 31% 18% 42%

1 63% 29% 67% 55% 44% 44% 46% 28% 28% 42% 48% 65% 54%

-1 7% 25% 9% 5% 10% 5% 4% 66% 1% 5% 7% 8% 4%

-2 2% 25% 4% 0% 4% 2% 1% 1% 1% 4% 3% 4% 4%

-3 5% 7% 5% 6% 4% 1% 0% 1% 0% 0% 0% 2% 4%

-4 5% 4% 0% 2% 0% 0% 1% 0% 0% 0% 0% 0% 0%

-5 0% 3% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0%

-6 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0%
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at present and in the future are not very significant, 
the results show the future trends among courier 
service. Similarly to other research, the results have 
proved that nowadays one of the most important cri-
teria for clients is a time of delivery and price, but 
surprisingly also trust and delivery flexibility (Biznes 
raport…, 2015). In the perspective of the next 5–10 
years, the expectations of clients will increase in the 
case of all criteria, except for the price, the importance 
of which will decrease. In the future, clients believe 
that the most important criteria for them will be not 
a time of delivery, trust and flexibility alone as previ-
ous research suggested, but also tele-technologies. 
In the future, clients will choose a service that will be 
fast and comfortable. This is the reason to be inter-
ested in modern technical improvements, such as 
drones or individual pick-up & delivery boxes, but 
also comprehensive service, service individualization, 
tele-technologies, and modern packaging solutions, 
which are not considered as important nowadays. 
The results of this research can be useful for courier 
enterprises to recognize future client expectations, 
but also to check if new solutions would be accepted 
by customers. Clients can also be the source of inspi-
ration and innovative ideas concerning courier ser-
vice. For further research, it is recommended to 
determine a universal set of criteria and measuring 
scale dedicated to courier service as well as conduct 
a broader research on future expectations of clients.
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