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Abstract : In this digital age with the mushrooming of online companies across the globe has led to an unprecedented new
business model. The frequency of online purchasing varies across the globe, but trend shows a steep upward movement. From
Generation X to the Millennial the consumer not only wants to order the product with the click of mouse but also very
demanding service quality during pre to post-transaction stage. The existing research examines the impact of website quality
on the on behavioral intentions in e-services customers and has not adequately recognized the quality of e-commerce logistics
perceived by the customer.In order to address this gap, this study examines the relationship among the logistics service
quality, satisfaction, and loyalty. Drawing upon a sample of 350 millennial customers from various regions of UAE will work
within the framework of structural equation modeling (SEM). Finally, the study would use Importance-Performance analysis
(IPA) to discuss the relations of the level of customers’ expected logistics service quality and level of customers’ perceived
logistics serviced quality.
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