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Abstract: Customer service, customer satisfaction and quality of service are constant 
challenges for logistics providers. Increasingly stringent market requirements and strong 
competition on the one hand, i.e., the complexity of logistics processes and activities on the 
other hand require constant measurement, monitoring and improvement of logistics 
services. The right measure of the quality of logistics service is the degree of customer 
satisfaction. Satisfied customers usually return to providers, while dissatisfied customers 
leave the provider and go to the competition trying to meet their own expectations. A lower 
level of customer satisfaction results in high costs for the company, which are reflected in 
lost income based on lost customers. Therefore, it is necessary to develop and apply various 
procedures, methods and measurements of customer satisfaction. In this paper a 
methodology for measuring customer satisfaction is proposed and is based on survey and 
complaints and appeals system. 
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1. INTRODUCTION 
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2. SATISFACTION OF LOGISTICS SERVICE USERS 

 Satisfaction of users before the realization of the service 

 Satisfaction of users during the realization of the service 

 Satisfaction of users after the realized service 

 
 
 
 



 

 

 

 

 

3. METHODOLOGY FOR MEASURING CUSTOMER SATISFACTION



3.1 Survey questionnaire 

Survey questionnaire for corporate clients 



Survey questionnaire for standard clients 



3.2 Complaints and appeals system 



 

 

 

 

 

 

 

 

 

 
 
 
 
 



4. SWOT ANALYSIS 

STRENGTHS (S) WEAKNESSES (W)
A survey: A survey: 

Complaint: Complaint: 

 
OPPORTUNITIES (O) THREATS (T) 

A survey: A survey: 

Complaint: Complaint: 



 

5. CONCLUSION 
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