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Abstract: Given the challenges that businesses have whemiég to adjusting to current circumstances andawipg
their door-to-door delivery processes, it has lwdeserved that delivery agents are the primary caluseubles. Ensuring
reliable transportation of air-to-sea cargo onabgl level continues to provide a significant aifficlilt obstacle. The
absence of a formal contractual arrangement betweedwide air and sea freight intermediaries dmalrtclients has
resulted in the prompt settlement of various camgeguch as missing merchandise, shipment delagslaanaged goods.
The current study used a quantitative researchoapprto examine three hypotheses by considering Vatiables:
"Assurance," "Legal Risk," and "Informal Contraa® the independent variables, and "Delivery of pgekoy agents”
as the dependent variable. The results of the stadonstrate that all of the independent variagkested a significant
influence on the dependent variable. The studyaledethat "assurance" and "perceived legal riskettea beneficial
influence on the establishment of informal consdmtween Malaysian international air and sea eaggmts and their
customers in the context of shipping. The variablé&assurance" has a notable influence on the @e}i of package by
agents". The findings also carry substantial sigaiifce for customers, as it offer valuable insights the uncertainties
and obstacles associated with the informal agreenetween Malaysian international air and seaccaggnts and their
customers pertaining to shipping.

1 Introduction demographic, eliminating the necessity of a briok-a

Informal contractual agreements and direct-to-hom@ortar establishment [4].

delivery services are prevalent in diverse regamiess the ~ Personal relationships and trust are key factors in
globe, including Malaysia. The utilization of arfarmal ~ corporate dealings across various cultural contexts
commerce and distribution technique might yieldhbotInformal agreements may be more prevalent in such
benefits and drawbacks [1]. This paper exploresithion ~ Circumstances [5]. The rise of the informal sectan be

of informal contractual agreements and direct-todao influenced by various economic factors, such as the
delivery services, and their ramifications in manyresence of small firms or cottage industries. @hes
geographical contexts, with a specific focus ondyisia. ~€nterprises may face limitations in terms of tiveipacity
Informal contractual agreements pertain to busine&@ participate in formal contractual agreements [Hje
arrangements that lack formal legal documentatimtead  informal economies of Malaysia have played a kg ro
relying on unwritten understandings or verbal agressts throughout history, notably within areas such agatjure

[2]. These agreements frequently depend on trudt agnd small-scale retail. Local marketplaces, stveatlors,
interpersonal connections among the involved pariiee and certain online platforms are characterized Hy t
terms that may be incorporated encompass aspettasu presence of informal agreements and conventional
pricing, delivery, payment methods, and productcspe distribution systems. Informal agreements have the
Although lacking the legal enforceability typically Potential to cultivate strong connections between
associated with formal contracts, these agreenwftes  Customers and suppliers, thereby facilitating irtlialized
retain binding power in numerous instances asuaitres customer experiences [7]. Direct-to-home delivesyai
prevailing social and moral values. Direct-to-hom&onvenient solution for clients, as it enables theneceive
delivery services refer to the practice of tranipgrgoods  Products directly at their place of residence, kenc
directly to the households of clients, hence cireeming Minimizing the need for additional time and effort.
conventional retail channels [3]. The adoption bist ~ The research problem associated to delivery service
methodology has garnered attention as a result @Rd their agents, lies with the absence of adedagt
developments in e-commerce and logistics technetogi Safeguards and the ability to enforce them mayltrésu
E-commerce offers clients enhanced convenience a@@nflicts or violations of contractual obligations.

enables businesses to expand their reach to a dsroakficonsistencies in quality control have the potnto
impact consumer satisfaction and the overall retjmutaf
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the market. Insufficient market openness antb determine how shipping businesses make effarts t
competitiveness may result in inefficiencies. Tlgaaiic optimize their operations with the aim of minimigicosts.
nature of the environment is associated to thefpration The finding reveals that decreasing transit timasg
of e-commerce platforms has led to a progressivenhancing the overall efficiency of the supply chai
integration of digital tools for transactions areliceries, improve the delivery services entirely. This encasges
even among informal firms [8]. Governments in difiet several elements such as route optimization, cuetai
nations, such as Malaysia, may endeavour to actaevausage, port handling processes, and inventory neameigt
harmonious equilibrium between promoting informa[10]. The optimization of cargo transportation ratly
economies and ensuring legal safeguards for comsumgields advantages for the companies involved bso al
and enterprises. Furthermore, the prevalence ofrivdl facilitates streamlined global trade patterns aitijates
contractual agreements and direct-to-home delivesarbon emissions [11]. The shipping sector is facin
services is observed in diverse countries, withirthemounting pressure to embrace environmentally Sueitde
dynamics being influenced by cultural, economicd anmethods as a result of growing apprehensions remgitae
technological variables. Although these methodsutie detrimental effects of air and water pollution, greouse
certain advantages, they also present issues &lvatthe gas emissions, and their consequences on marine
potential to influence market dynamics and consumecosystems [12].
experiences. The delicate equilibrium between médr According to Cichosz et al. [13], recent advanceismen
and formal procedures necessitates a sophisticatealve enabled the generation of more precise fdscas
evaluation encompassing factors like as trustlilggand pertaining to the stochastic nature of cargo gtiastind
the general efficiency of the market. freight. Consequently, this has facilitated thediizag of a

In order to gain a full understanding of the prewake, larger volume of ships and cargoes within a giveret
characteristics, benefits, problems, and socio-@winn frame, leading to enhanced efficiency and profiiybin
repercussions associated with informal contractuahipping systems. Furthermore, according to Broiskhu
arrangements and direct-to-home delivery serviges and Scholten [14], the social contract existingween
various geographical regions, this study speclfidacus buyers and suppliers has a significant impact erfahmal
on the context of Malaysia. The objective of thisdy is contract and contract management. The authors déngtie
to offer a comprehensive understanding of thedaties contract concerns pertaining to customer focusbaryer-
of informal contract associated to delivery sersicéhe supplier relationships play a crucial role in alignthe
study also provides some implications for both §irend interests of buyers, suppliers, and customers. sthdy
consumers, and the prospects of integrating informeonducted by Saka et al. [15] examines the compsitie
activities with formal legal structures toward dely of material management and post-contract waste
services provided by delivery agents. Through aminimization among quantity surveyors, with the ain
investigation into delivery services influence oformal optimizing value for money. The study employed a
contractual agreements and direct-to-home deliverpaterial management process model and employed a
services in various ways, this research contributes quantitative research approach. The findings sugbes
analysing the variations in practices and idergdynmon quantity surveyors have a significant role in the
trends. By doing so, it also contributes to a cahpnsive management of materials within the context of infar
understanding of the dynamics of these agreememnis aontracts.

services, their impact on different regions, anteptal A previous study in this domain was undertaken by

strategies for optimizing them within legal, regolg, and Susanty et al. [16]. The research was conductddnite

technological frameworks. context of small and medium-sized enterprises (SMEd
provided evidence to support the notion that aicenable

2 Rdated work challenge encountered by several firms is the alaseh

The generalizability of findings pertaining to theeffective coordination throughout their supply charhe
evaluation of informal contractual agreements ainectt  Small and medium enterprises (SMEs) who speciafize
to-home delivery services, together with theiBatik production, situated in Pekalongan, an arézeintral
consequences in different areas, such as Ma|ayamnot Java, have faced Challenges reSUlting from thaenfte of
be readily transferable to other contexts. Thoroughformation exchange and informal contracts onlével
examination of contextual elements is requiredrifento  Of trust created between them and their raw cddonic
derive more comprehensive results. Several sigmifi Supplier within the batik industry. The study admpta
difficulties and obstacles that require attenti@véhnbeen Mixed-methods approach, incorporating both qualgat
discovered in the investigation. This paper aimgite a and quantitative research tools. The results stigjgatsthe
review of past empirical research pertaining toveey Practice of exchanging information and forming mmfal
services and informal contracts. agreements has a significant influence on strengtgehe

It has been determined that the optimization ofjcar degree of trust among small and medium-sized engerp
transportation efficiency is of paramount imporenc(SME) owners in the batik sector and their supplier
within the shipping business [9]. The study wasdumted
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As stated by Benitez-Avila [17], there is a barriegap may pertain to an insufficient investigationhef ways
related to the sequential operation of contractad in which established enterprises may effectivelysicto
relational governance elements, as well as tha capitalize on these practices, as well as thanséy
incorporation of trust and relational standards.he T which potential obstacles, such as quality asseranc
research utilized the theoretical framework of cactt legal conflicts, can be effectively managed. THisdg
design theory and employed a quantitative researaims to investigate the effects of informal corisac
approach. The results of the investigation indithét the between package delivery agents and their custoorers
successful facilitation of contract agreements d¢sn the shipping process.
achieved by employing informal, social, and ecormomi
incentives. In their study, Vasan and Chavan [18 Research methodology
employed the concepts of "Vessel dwell time,” "Tiexah The current investigation employed a quantitative
dwell time,” and "Street dwell time" to examine fitecess research approach, characterized by the systematic
of Indian customs green channel clearing within thgxamination of hypotheses derived from a theoretica
jurisdiction of India. The researchers adopted @itptive  framework [19]. This procedure entails the gathgprif
case study approach to analyse this phenomenon. Th®a on particular variables assisted by the atitim of
scope of this study is limited to examining the\d&ly time  standardized instruments. In contrast to qualitativ
in India, with a specific focus on the duratiomaikes for a techniques, which entail active engagement betvtken
shipment to reach a port or airport within the dourThe  researcher and participants, quantitative methayiteso
diSCOVGry ImpIIeS that it would be beneficial taess the adopt a more detached approach, a”owing par“tm"

performance of other nations both |nd|V|dua”y aane passive observers in the research process.
collectively, in accordance with the Trade Fadida

Agreement (TFA) of the World Trade Organization31
(WTO), in future evaluations. )
The main research gap in the context of both
theoretical and practical perspectives pertaitiseédack of
a comprehensive comprehension and empirical evide
concerning the ramifications and outcomes of th
widespread utilization of informal contracts asated to
direct-to-home deliveries within Malaysia's comnigrc
environment. The research gap may pertain to a m
specific area or topic. An additional area of regedhat
might be explored pertains to the insufficient istigation
of the interplay between informal transactions an
established legal frameworks, particularly withaeto
the protection of consumer rights. Moreover, it
imperative to comprehend the various opportuniéied
problems that arise from informal commerce. Theagezh

Conceptualization and development of

hypothesis
The basic paradigm proposed for this current rekear
rig depicted in Figure 1. This model is predicatedtioe
Premise that the research aims to construct a novel
ramework that incorporates factors derived froevus
empirical studies. This study proposed the utilzatof
Jaur key variables, specifically referred to as $Asance
&US)," "Legal Risk LR)," "Informal Contract (C)," and
"Delivery of package by agent®E)" The study examines
H1e relationship between the independent variablies
Assurance" and "Legal Risk," the mediating factor
- variable of "Informal Contract," and the dependemtable
of "Delivery of package by agents".

Delivery of
Package Y1l

Informal

contract.
¥2

Legal Risk
X2

Figure 1 The proposed conceptual model
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The operational definition of the variable "Informa recognition. This study recognizes the presencéoti

Contract" refers to an agreement between custoarets
cargo agents that is not documented in writing ianabt
legally binding.

The operational definition of the variable "Asswrah
refers to the degree to which a customer is confitieat
his or her shipment will arrive at its destinat@mtime and
without experiencing any complications.

The operational definition of the variable "LegasiR
Represents the level of potential legal complicetior
risks associated with formal contracts or transasti It
influences the decision to opt for an informal caat due
to the desire to avoid legal complexities.

registered and unregistered firms within the Aid 8ea
freight agent industry, hence justifying the coesidion of
"assurance" as a variable for examination.

According to Kilibarda et al. [22], the sub-constrof
"Assurance" can be classified as a constituent estemof
the broader construct of "Service Quality" withinet
domain of goods forwarding enterprises. These coiepa
frequently offer a variety of services that demaoatst
differences in their organizational structure aedel of
quality. The quality of service in this specifisiance can
be ascribed to the agent's level of skill in camgybut their
tasks. The logic of the present study is consisiétht the

The beginning of the process known as "delivery afotion that conceptualizing Assurance as a detemiof
packages by agents" occurs when a customer angeaih a service delivery is equivalent to asserting thasukance

come to an agreement regarding the delivery of
customer's package from the customer's countrgwotes
to the country in which the package is to be deigeThis
is the last variable.
3.11 Thelevel of assurance associated
to the delivery of package by agents

In the context of assuring the quality of deliverly
package by agents, this study examines the retdtipn

fzas an impact on service quality, as posited bip&itla et
al. [22]. Based on the aforementioned reasoning, th
hypothesis 1 to 3 are formulated as follows:

H1: The level of assurance is positively associatéth w
delivery of package by agents.

H2: The level of assurance is positively associatéth w
informal contract between delivery of package by
agents and their customers.

between the amount of assurance connected with tH&: Informal contract mediate the relationship betvés

delivery process. The establishment of particukmdards

level of assurance and delivery of package by agent

would enhance the level of confidence and certainty

between clients and cargo brokers about packagedel

When dealing with a situation governed by an infalrm

3.1.2 Thelevel of legal risk associated to delivery

of package by agents

contract, it is necessary to thoroughly analyse the The concept of "legal risk" refers to the probapilhat

procedures involved. This research aims to exartiae
relationship between the level of assurance andefeery

an organization or an individual would face legal
difficulties or unfavourable consequences due teirth

of packages by cargo agents, which is consideredfalure to comply with applicable laws, regulatiprer

significant concern in this study. The rationale fobis
assertion stems from the notion that, in the cdntéx
package delivery, there exists a prevailing prefeedor a
heightened degree of certainty, as it engendeneatey
sense of confidence in the successful achievenfettieo
intended outcomes [20]. The present study is driten
examine the impact of certainty levels on packadwery
by utilizing informal contracts.

Furthermore, it is crucial to acknowledge that witen
act of delivering anything is closely linked toubstantial
degree of assurance, it indicates that appropstps,

contractual obligations [16]. The rationale behind
examining the correlation between legal risk anckpge
delivery stems from a recent study endeavour tlat h
investigated the difficulties faced by Freight Farding
Agents in meeting client expectations. According to
Narunart and Panjakajornsak [23], the study has
specifically identified legal concerns, such aspdies
pertaining to delivery and parcel damage, as natimyo
elements that contribute to customer discontent.
Insufficient decision-making and operational praged,

encompassing substandard logistic practices and

evaluations, and precautions have been put in flaceinaccuracies in service delivery, equipment managgm

minimize potential hazards, guarantee the excedlenthe
service, and bolster reliability. Neverthelesss itrucial to
evaluate the possibility of extending the scopassurance
to include scenarios in which it is relevant. Timgolves
assessing the various processes, verifications,

cost estimation, and booking and delivery servitese
the potential to result in financial losses forstdikeholders
[24]. Hence, it is crucial to optimize logisticgberations,
including responsibilities such as organizing dgiigs,

aseinding freight, and selecting transportation modes

protections that have been put in place to ensbee tand Sinha [25] argue that the achievement of market
dependable transportation of commodities via infdrm domination necessitates the prioritization of lowstcand

contractual agreements. Kilic et al. [21] utilizade
theoretical construct of "Assurance” to evaluagentpact

responsiveness as crucial factors for attainingesg
The contractual agreement between the logistics

on the perceived superiority and quality of asstean service provider and the client acknowledges thstexce

services rendered by accounting companies witlciaFfi
accreditation

of product liability as a potential legal and filcgai risk

in comparison to those without sucthat might affect both parties. Product liabilitgrfains to
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the legal accountability associated with defectjomds. possess legal enforcement, they can nonetheless be
The hypothesis that can be derived from thealuable in clarifying the objectives and expectadi of all
aforementioned argument is as follows: parties involved. This can facilitate productivealissions
and negotiations with the goal of reaching a miyual

H4: Legal risk is positively associated with delivesf agreeable resolution [28].

package by agents. It is important to acknowledge that informal contsa
H5: Legal risk is positively associated with informalmay have some limitations when compared to formal

contract between delivery of package by agents amditten contracts, as they lack legal validity andy lack

their customers. specified terms and conditions. Therefore, it igisable
H6: Informal contract mediate the relationship betw#e  for courier agents and clients to consider forniadjzheir
legal risk and delivery of package by agents. agreements through written contracts to guarantee
improved legal protection and clarity [16]. Genbral
3.1.3 Informal contract relationship to ddivery speaking, while informal contracts may not posdéss
of package by agents same level of legal enforceability as formal coctisathey

The consideration of the correlation between infdrm can nonetheless significantly impact the deliverycpss
contracts and the delivery process holds significaby setting mutual expectations, adaptability, abdsis for
importance within the domain of courier servicagvidbus addressing possible issues. The aforementionednamu
research study underscored the need of cultivatingg gives rise to the development of a hypothesis below
between suppliers and customers to foster a caonect
between informal contracts and delivery [16]. Thidd7: Informal contract is positively associated witlidery
highlights the importance of the level of inforntyalin of package by agents.
contractual agreements. Despite the absence of lega
enforceability, informal contracts can exert a salial 32  |nstrumentation, research  population,

influence on the transportation of parcels throuaggny sampling and data collections
nrw].echamsmfs. Fl“".“ anothe;]r perspectl\ée prior fe?*(';"?‘" This research employs questionnaires as a method of
this type of relation on the comprenension o W data collection from participants in relation tolidery

terms, which was revealed that _casual agreements @@ ice agents and clients. When constructing eeguit
establish a reciprocal comprehensmn between _tt_mea:o is crucial to offer respondents a diverse range of
azgeent_lfihnd t.heICLéSton;er concern;]ng thehdell_verymokr:rll possibilities for option choice and to restrict thember of
[ ] Is_includes factors such as the time taken questions per variable to ensure a meaningfulpré¢ation
delivery, instructions for handling, and any specif of the variable [29]. To deal with that, the presstudy

requirements or preferences. In situa’giqns _whg‘mrmal employed the Likert scale ranging from 1 to 5 (temsyly
written contract is not present, the participafiagties may disagree — to - 5 = strongly agree). According &t al.

nope_theless choose to ab_lde by an '”fom."a' agrefasen [19], it is advisable to ensure a sufficient numbkitems
guiding framework for their behaviour during theicee of o'\ 2 iaple prior to doing factor analysis. Thisasure is

the dfeh\./llery prch]cess. 'I;)r;_ehutlhzatlofn ﬁf mformaggﬁtfs implemented to mitigate any potential adverse ¢dfen
can facilitate the establishment of the expect the overall study instrumentation in the event titat

Zerwcg_ and A .Eerfornl"nagc;e _n seryt;fe ¢ meXpeCt.at'onﬁecomes necessary to exclude specific items thmugh
ccording to Atiku et al. [27], it is possible ftte courier o ahavsis. Consequently, the questionnaire was

agent and the client to develop a shareq undeisiguod . constructed to encompass all the variables addpoed
the expected standard of service quality. The redui yoe hrevious studies, namely Informal Contract, dleg
|nfo_rmat|on for dehvery of package by agents m_tduhe Risk, and Assurance. Additionally, a separate det o
designated state ofdehv_ery, the chosen methd_dlotery, questions was formulated specifically for the Jalea
and any additional services that may be desirech a3 "Delivery of package by agents" The questionnaire

signature (.:pnfllrmatlon. or Insurance. . consists of a range of 6 to 10 questions per Vigidihe
The utilization (_)f_llnformal contracts can _prowde astudy utilized the questionnaire developed by Stysetral.

certain level of flexibility and allow for alteratis to be [16] to evaluate the prevalence of informal cortsda

made during the course of the delivery procesthdrcase ﬂglivery service involving agents and consumersseh

gf gnforezegnllC|rcur|nsta_nces, sughl as a ﬁhaf‘ge?'” ntracts encompass implicit agreements betweentsage
esignated delivery location or a delay in thepeat's o4 cystomers  that prioritize the preservation of a

availability, the informal agreement can provideeais for ¢, o raple reputation characterized by integrityd an
negotiating _ alternative  arrangements or  developingness for hoth sides, as opposed to assertimyiaun
solutions that accommodate the interests of botliesa o inonce  The variable known as "Legal Risk"
[16]. Inf(_)rmal_contracts can be ujuh_zed_as a refiee point encompasses situations where there is a lack ofatéon

for settling disagreements or difficulties that magcur Er uncertainty regarding legal status, which has th

during the delivery process within the framework ofonia| to undermine the protection and well-geshall
dispute resolution. Although informal agreementsndo
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parties engaged in an air and sea cargo transadtfen
variable in question has been derived from thearebe
conducted by Wasiuzzama et al. [30]. The variabi&sn
the category of "Assurance" pertain to the quaraifon of
the degree of certainty both customers and agerstsegs
regarding the successful and punctual delivery
shipments to their intended destinations, free framy
complications or difficulties. These items were ived
from the research conducted by Kilic et al. [21].

The survey instrument includes a section that adéie

4  Analysisand presentation of the results
The assessment of collected data is a critical istep
extracting significant insights and reaching infedn
conclusions pertaining to the topic or interventlming
investigated. The choice of analytical techniquesl a
@hethodologies is dependent on the specific chaisiits
of the research inquiry and the data that has bedected.
The utilization of the analysis employed in the gemt
study is in accordance with the specific reseabjbabives.

The study employed descriptive analysis for the

demographic information, covering questions that aidemographic variable and inferential analysis fbe t

essential for comprehending the respondent's teaith
overall opinions. The other part of the survey tjoes

research variables as recommended by Hair et3l.Ifis
suggested that a comprehensive variable analysiddsh

involves a “variables questions”. The questionss setommence with the administration of reliability tesand

underwent pre-testing, followed by a pilot testinich the
validity and reliability of the questions were assed prior
to proceeding with final data collection.

factor analysis, then proceeding to the examinatioiine
interrelationships among the variables. The useviged
a numerical reference without any accompanying text

The concept of a "study population" encompasses all

individuals or subjects that are the central foofisa

research investigation, and from whom a subsetvkres
a sample, will be selected for the purpose of theys This
study focuses on those who utilize the servicesreff by
delivery service agents and their clients. To obtan
approximate figure for the population in questidnis

noteworthy that the number of delivery services trair

agents be extracted first, hence, in Malaysia 222bere
are out 6000 delivery agents from a total of 116riev

licenses listed in the "List of Non-Universal Servi
Licensees." An approximate of 10 to 30 customeryear
per agents was estimated. As a result, this ststipated
a total population of 180000 people from which mpie

as extracted.

Simple random sampling technique was chosen fsr thi,

study based on the fact that it is sampling designedure,

where in each member of the population has a nonz

chance of being chosen for sample, that is theaa exjual

opportunity for every member of the population t
participate in the research [31]. Krejcie and Maorga
sample size formulation technique was chosen f
extracting the sample size required, because prsvig

studies frequently cited as a reference for estaiboly the
appropriate sample size in educational researghHi@n
the Krejcie and Morgan's sample size determindtbte,

which presents a comprehensive analysis of populati

sizes and their corresponding sample sizes foerdifit

confidence levels the sample size for this presamy

should consist of 384 samples as the target. $thisdause
from the table any population that is more than,Q00

should use a minimum sample size of 384.Immidetiér

setting up the target samples, an online data atile

guestionnaire was developed. Delivery of package
agents are invited as well as requesting thenrtesfia the

guestion to their customers. Furthermore, the qurastire

is broadcasted through emails, social media platfcand
to related groups.

4.1 The profile of the respondent and response
rate
The analysis of response rate and participant
characteristics was conducted using a descriptatestical
approach, and the findings have been clearly etk A
total of 411 valid replies were gathered for theppse of
conducting analysis. The demographic profile of the
participants indicated that a majority of the rewtents,
around 62%, belonged to the age group of 25 toezdsy
making it the most prominent segment. In contrast,
approximately 20% of the patrticipants fell into thge
category of 34 years and older. This discoveryciaigis
that individuals belonging to the younger age group
demonstrate a higher degree of receptiveness tewzede
atters. In the context of gender, it was obsetliatimale
articipants shown a greater rate of responsempaason
b their female counterparts, comprising around o7 %e
overall responses. The bulk of participants, namedye

%han 82%, hold a Bachelor's degree level of edocati

The results indicated that a significant majorifyttae
?)rarticipants, around 87%, agreed with the propmsithat
tilizing a deliberate and planned approach isragddor
effectively encouraging and promoting the acceptand
utilization of delivery services among agents ahdirt
consumers. In a comparable manner, the findinghef
study demonstrate that a substantial majority, ipec
91%, exhibited endorsement for delivery services
conducted through informal contracts as it seneaR
indication of reliability and should be cultivatesiith
meticulous attention to the customer's requirements
inclinations, and challenges. This suggests tha th
implementation and use of Informal contract ondel
Rervices require a more substantial advancemermnbey
subjective viewpoints or beliefs.

4.2 Theréliability and factor analysis
The analysis of the relationship among the varm@ble
was performed. It begins with an extensive evabmatif
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act between delivery of package by agents and their

variables by the implementation of reliability fegtand
factor analysis. This is followed by the analysfstlwe
interrelationships that exist among these variabldse
research conducted an analysis to assess theiligliab
the study's variables, resulting in a Cronbachshal
coefficient of 0.821 when all variables were aggted.
The resultant Cronbach's alpha value obtained fitwen

considered acceptable if they were within the rasfge50
and above, as suggested by Hair et al. [19]. Aclutly,

the items were also evaluated based on their eiees,
which were required to be greater than 1, as itelichy
the same authors. All the variables evaluated had a
explanatory capacity of 61.909%, above the reconaien
threshold of 60% total variance elucidated by Hial.

analysis can be viewed as a measure of the dedree[1®]. Nevertheless, any value below the specifieeghold

internal consistency.  Consequently, given thats th
signifies the preliminary phase following the gathg of
data, the reliability analysis was also conductethe four
main variables. The Cronbach's coefficient valeesé in

is deemed unacceptable, resulting in the exclusfidems
falling inside that range.

Table 3 The results of the outer loading values

this study are as follows: IC (0.916), LR (0.928)$ Assurancg Delivery of Informal | Legal
(0.823), and DE (0.787) (see Table 1). At presé, package by Contract | Risk
variables IC, LR, AS, and DE contain 7, 8, 7, arittihs agent
correspondingly. The subsequent stage entails théS1 | 0.85]
execution of factor analysis. AS2 | 0.88¢
AS3 | 0.80(
Table 1 The result of the reliability study AS4 | 0.812
Latent Cronbach'y Cronbach's Alpha Based ¢ No of ASE | 0.84¢
IC 0.916 0.922 7 AS6E | 0.76¢
LR 0.926 0.928 8 DE1 0.921
AS 0.823 0.831 7 DE?Z 0.93;
DE 0.787 0.798 7 DEA4 0.90;
DEE 0.84¢
The Exploratory Factor Analysis (EFA), was carried |C1 0.68:
out, by assessing the results of the Kaiser-MeykinO | |C2 0.67:
(KMO) measure and Bartlett's sphericity test on thejc3 0.64
variables AS, LR, IC, and DE. The findings of théssts | |c4 0.78¢
are provided in Table 2. Hair et al. [19] suggéstt the |5 0.77¢
appropriateness of values for exploratory factalysis [75g 0.78¢
(EFA) can be assessed by evaluating the Kaiser-Mey:IC? 0.68-
Olkin (KMO) values, which should exceed 0.55. I th LR1 - 0.87¢
present investigation, all variables exhibited KM&ues -

. X . LR2 0.82¢
exceeding 0.5. Furthermore, the Bartlett's tespbEricity LR3 0772
yielded statistically significant findings (p < 0D), —
providing additional evidence for the dependabitifythe LR4 0.71-
model's fit. LRS 0.75¢

LR6 0.84¢

Table 2 Results of examination of constructs fptaatory
factor analysis suitability

Construct KMO (> 0.50) Bartlett's Test
of Sphericity

IC 0.792 0.00

LR 0.841 0.00

AS 0.799 0.00

DE 0.828 0.00

In nearly all instances, there exists a set of elgmthat
are excluded, with the exception of the data pargito
the ICC variables (see to Table 4). The objectife o
conducting factor analysis was to enhance the dvera
accuracy and interpretability of the factor struetuThis

was achieved by the removal of specific components.

However, the omission of these components from the
measurement has the potential to impact the ciagi@nd

Table 3 displays the outer loading values for aneliability of the instrument. Therefore, it is cral to

variables, this is the baseline indication of tleetdr
loading required (see Figure 2). The validity of items
was determined based on their factor loadings, lwwere

acknowledge this aspect. Subsequently, following th
completion of the Exploratory Factor Analysis (EFAR
additional iteration of the Reliability test waswidistered.
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Table 4 Reliability analysis results for all theriadble after EFA

Variables Number of Items Cronbach’s Number of Items Cronbach’s
(Before items deletion) Alpha (After items deletion — Alpha
EFA)
IC 7 0.916 7 0.916
LR 8 0.926 5 0.941
AS 7 0.823 6 0.886
DE 7 0.787 4 0.897
AS]
LN
= 0857
5 eomy
CRge
AS5 ‘/C.‘.?65 Assurance
re
A 1T 0.734
As6 0335 ' DET
S o
0921 DE2
0.037
—0%07—»  DE4
0846
DES
Delivery of
package
L o
LR35 a8 Legal Risk
L// ’
LR&
Figure 2 The results of the outer model
4.3 Theanalysisof the hypothesistesting The responsibility of reducing the relationshiptissafalls

The findings demonstrate if there are statisticallyithin the purview of the mediator. Consequentlye t
significant associations between the variablesu@stion hypothesis is deemed valid, suggesting that theceagson
(see Table 5. The column labeled "RelationshipuStat between Assurance and delivery of package by agents
provides information regarding the nature of thénediated by an Informal Contract.
relationship, indicating whether it is positive megative. There exists a statistically significant positive
On the other hand, the column labeled "Hypothessisves correlation between Legal Risk and delivery of jzayekby
to determine whether the null hypothesis is acekpte agents. This implies that there is a positive dati@n
rejected, with the decision being based on thelpeva between the escalation of Legal Risk and the grasfth
There is a statistically significant positive cdateon delivery of package by agents. The statisticaligmce
between Assurance and delivery of package by agen®§ the positive association between Legal Risk and
This finding implies that there is a positive cdéation Informal Contract is observed in a similar manrigtis
between the level of Assurance and the utilizatidn suggests that there is a positive correlation betwibe
delivery of package by agents. The statistical ymiml escalation of Legal Risk and the prevalence ofrinéd
reveals a substantial positive correlation betwee@ontract arrangements. Moreover, the presence of an
Assurance and Informal Contract. This suggeststtieae Informal contract has been found to moderate the
is a positive correlation between an escalatigkssurance association between Legal risk and Delivery of paekby
and a rise in the prevalence of Informal Contrad@gents, resulting in a decrease in the strengtheofink.
agreements. Moreover, the impact of informal catéran However, this moderation impact is not statisticall
the association between assurance and delivergoge  significant. The responsibility of reducing theatinship
by agents has been found to diminish the strenfjtheo status falls upon the mediator. Consequently, the
relationship, resulting in a lack of statisticajrsficance. hypothesis is deemed valid, suggesting that thecat#on
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between Legal risk and Delivery of package by ag&nt meaningful association between Informal Contraad an
mediated by Informal Contract. Delivery of package by agents, however it is pesitiThis

The statistical analysis reveals that there is nimplies that but customers and agents are quiishsatith
significant correlation between the Informal Cootrand their transaction, but are aware anything can hafe is
Delivery of package by agents, indicating a lack ahot right.

Table 5 The result of the hypothsis testing

Types of Influenc Original Sample (?) [T Statistic: [P Value Relationship Stati Hypothesi

H1:. AS->DE 0.73¢ 7.67¢ 0.00( Positive Acceptel
H2: AS->IC 0.33¢ 3.28. 0.00( Positive Acceptel
H3: AS->IC->DE 0.00¢ 0.041 0.04¢ Positive Acceptel
H4: LR->DE 0.20( 2.34] 0.00( Positive Acceptel
H5: LR->IC 0.101] 1.56: 0.001 Positive Acceptel
H6: LR->IC->DE 0.001 0.01: 0.32¢ Positive Acceptel
H7: IC->DE 0.01: 0.18¢ 0.061 Positive Acceptel

5 Discussion and implication of the study provides significant insights into the intricatéeiraction of
This study examined assurance, legal risk, inform&ey factors that affect service quality and custome
contracts, and delivery of package by agents. K hgatisfaction. Academia and industry practitioneins want
provided many valuable insights on these interelat t0 understand and manage assurance, legal rigkiaf
elements in commercial settings. This study's figdi contracts, and their effects in package delivenyises
include: Influencing Factors: The study showed howvill benefit from the above contributions.
assurance, legal risk, and informal contracts atfetivery The hypothesis testing results could inform assean
of package by agents. This study quantifies antyaes legal risk, packag_e delivery, an_d informal contiscategy.
package delivery service quality and customerfsatisn Assurance (AS) improves delivery of package by tgen
aspects. Decision-Making: Empirical Evidence ThéDE) and Informal Contract (IC). This shows the
empirical findings help package delivery sectorisien- importance of building company trust. Due to their
makers make strategic decisions. These insighthegm commitment to quality and dependability, comparies
organizations strategically deploy resources tarasge reassure customers may increase consumer satsfacti
systems, efficiently manage legal risks, and tailwir loyalty. Legal Risk: Legal risk management and
informal contract strategy to service outcomes.dgptu compliance can improve package delivery services,
outputs offer practical advice for improving opesasl —according to the data. Proactive legal risk managgcan
performance. Organizations can improve assurande aPost reputation, reduce future conflicts, andngftieen
|ega| risk management processes to meet Consun%ﬁstomer relatlons. Assurance and Informal Comrdld
expectations and improve service quality. not affect delivery of package by agents (DE). Timiglies
The study examines the individual and groughat while assurance can build trust, it may noedly
consequences of assurance, legal risk, and infornost service quality from informal contracts. Bego
contracts to better understand their interplay. oistic ~ these two requirements, organizations should fideri
approach helps understand the dynamics of the gack#ervice-enhancing components. The hypothesis on the
delivery sector. This study lays the groundworkftdure ~combined impacts of Legal Risk and Informal Cortsan
investigation. This study provides a platform foDelivery of package by agents (DE) was equivocal,
investigating several factors that may affect pgeka suggesting that legal risk management may not
delivery services. Future studies could includgignificantly affect informal contract effects oersice
technological integration, personnel training, an@uality. Businesses should look beyond theseaifiins to
consumer engagement. Service Improvements: THovide excellent service. The low impact of infaim
research can help businesses optimize serviceedgliv contracts on Delivery of package by agents (DE)liesp
Organizations may use the insights to create tilptans that while informal agreements may help createrigss
to improve their package delivery services, bogstinties, other factors may have a greater impact ovicse
customer satisfaction and loyalty. Legal risk affexervice duality. Organizations must prioritize service pemfiance
outcomes, the study says. Businesses need thiddaigev and client happiness. The findings show that asseta
to anticipate and resolve legal issues. This resluckdal risk, informal contracts, and delivery of kage by
disagreements and improves service quality. Relseasy agents are interconnected. Businesses must assess h
help organizations differentiate themselves fronthese factors affect their operations, customeraations,
competition through strategic differentiation. Asmce and organizational effectiveness. To make strategic
and legal risk management can help package delivedgcisions, you need a complete understanding of the
companies build trust and credibility. The researcBervice delivery ecosystem. The research sheds digh
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