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Abstract: Businesses today specialize in their core competencies and outsource their other operations due to the emerging perception of competition brought on by the large-
scale similarity of production, the quick spread of technology and information systems, and the disappearance of international borders. One of the most common fields of
outsourcing activity is Third Party Logistics (3PL) service, and the Organizational Performance elements of 3PL service providers are listed as Service Quality, Relationship
Management and Organizational Effectiveness. This research aims to examine the Organizational Performance criteria of the 3PL providers serving the production enterprises
and to evaluate the relationship structure between the mean and standard deviation values of the statements in the survey. The empirical results obtained from frequency,
regression and standard deviation analyses show that Guanxi, Reliability, Assurance, and Trust positively affect Organizational Effectiveness. However, only Trust has a positive

and statistically significant impact on Service Quality.
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1 INTRODUCTION

Today’s businesses, which focus on gaining competitive
advantage and increasing their existing competitive power,
tend to take various steps to achieve these goals, collect their
existing operational capabilities at a certain point and
distribute their financial resources optimally [1]. Businesses
today perform their operations outside their primary field of
activity through outsourcing with an emphasis on their core
activities, to produce their core activities with the mentality
of the lowest cost and highest quality and deliver them to
their customers appropriately [2]. Ref. [3] reported in their
study that outsourcing would benefit the company in terms
of speed and low cost; hence it was quickly recognized by the
companies.

In the current market, where it is essential to achieve a
competitive advantage, logistics services are one of the most
common areas where businesses concentrate on their core
functions and outsource other operations. With each passing
day, it becomes increasingly apparent how important the
supply chain is and how much logistics operations impact a
company's success [4]. The world's borders have vanished
due to globalization, and the various nations' legal
arrangements, customs procedures, and other international
trade regulations have sped up the development of 3PL by
requiring businesses to partner with logistics service
providers who are industry experts [5].

Today, it is crucial to properly manage the logistics
procedures in the supply chain and deliver the items to the
consumer satisfactorily, in addition to cutting costs [6]. As a
result, it has been established that logistics operations involve
knowledge, competence, experience, and managerial
abilities and that the responsibility for carrying out these
activities should be delegated to logistics service providers
with expertise in that area [7]. These vendors are independent
logistics companies that are best able to meet the
requirements of businesses in their logistical operations.
Therefore, it is essential to properly evaluate the advantages
of outsourcing in terms of quality and costs [8].

In this context, there is a large and growing literature
focuses on 3PL service providers and their performance. Ref.
[9] examined how basic and advanced forms of outsourcing
logistics affect the outsourcing management process (OMP).
Findings showed that the usage of basic logistics outsourcing
directly impacts price and delivery. On the other hand,
advanced logistics outsourcing impacts performance through
interactions with OMP. Focusing on the Iranian automotive
sector, Ref. [10] drew attention to the importance and
difficulties of developing strategic relations with 3PL service
providers, classified the factors used in selecting 3PL service
providers and concluded that the price factor is an
indispensable condition. Ref. [11] investigated logistics
service quality from the perspective of supply chain quality
and explained the relationship between the seven dimensions
of logistics service quality and high customer satisfaction.
Ref. [12] examined the connection between outsourcing
logistics and financial performance and discovered that doing
so substantially increased time-based competitiveness, cost-
based competitiveness, customer performance, and financial
performance. Ref. [13] looked at the effect of relationship
quality on supply chain performance in logistics outsourcing
and stressed the significance of this factor as a selection
criterion for 3PL service providers. Research on logistics
outsourcing from a sustainable angle, Ref. [14] concluded
that Japanese-style logistics management offers businesses
outstanding performance in the economy, society, and the
environment. Ref. [15] found that logistics digitalization
strengthened customer cooperation and positively affected
the financial and service performance of 3PL. Ref. [16]
assessed the impact of logistics outsourcing on businesses'
logistical performance and concluded that "collaboration and
process characteristics” was the factor most strongly
influencing logistics performance.

Studies in the pertinent literature suggest that "Service
Quality," "Organizational Effectiveness," and "Relationship
Management"  structures make up  organizational
performance. The dimensions of these structures are,
respectively, Tangibles, Reliability, Responsiveness,

TEHNICKI GLASNIK 18, 2(2024), 163-171

163



ibrahim Kadir Demir, Dilsad Giizel: Attitudes of 3PL Providers of the Companies towards the Activities of Organizational Performance

Assurance, Empathy, Productivity, Customer Service,
Reputation and Goodwill, Guanxi, Commitment, and Trust.
On the other hand, studies on performance measurement of
3PL service providers mainly focus on the relationship
between "Service Quality" or "Financial Performance" but do
not consider the potential relationships between "Service
Quality", "Relationship Management", and "Organisational
Effectiveness" variables. When the literature was reviewed,
it was observed that one study examined the "Service
Quality", "Relationship Management", and "Organisational
Effectiveness" activities of third-party logistics providers
separately. Only Ref. [17] examined the analysis of these
three variables using a structural equation model. Following
the work of Ref. [17], the present study contributes to the
existing literature by investigating the link between Service
Quality, Relationship Management, and Organizational
Effectiveness performances. Unlike Yuen’s methodology,
this study uses regression analysis and focuses on the
enterprises providing 3PL services and production
enterprises using 3PL in the Erzurum province of Turkey.

The rest of the paper is organized as follows: Section two
explains the concepts of Service Quality, Relationship
Management and Organizational Effectiveness. Section three
introduces the research methodology and hypotheses and
presents the empirical results. Section four concludes the
research.

2 CONCEPTS OF SERVICE QUALITY, RELATIONSHIP
MANAGEMENT AND ORGANIZATIONAL
EFFECTIVENESS IN 3PL

Service quality, relationship ~management, and
organizational effectiveness comprise the conceptual
framework of 3PL organizational performance [17, 18]. The
organizational performance model is displayed in Fig. 1.
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Figure 1 3PL Organizational Performance Model
2.1 Service Quality

Unlike the basic concept of quality, defined as the total
of a good or service's attributes based on meeting consumer
demands and expectations, service quality is focused on
customer perception. Service quality is defined as a
company's capacity to meet and exceed the expectations of
customers [19]. Because service quality expectations vary
from person to person, it is possible to quantify service
quality by comparing expected performance to actual
performance [20].

The SERVQUAL scale, created to measure service
quality, was set up to quantify customer expectations and

consists of five aspects. Examples of tangibles include
reliability, responsiveness, assurance, and empathy [21].

Service Quality

Figure 2 3PL Service Quality Dimensions

2.2 Relationship Management

Customers may now quickly acquire the information
they desire, especially in light of technological
advancements, which have significantly increased client
demands and requests. Businesses can obtain a competitive
edge and determine customer expectations by properly
evaluating customer feedback.

Relationship Management is described as a process that
includes all the steps between the business and the customer
before and after the sale, aiming to provide mutual needs and
benefits satisfaction. As this definition suggests, the area of
interest of customer relations is not limited to the moment of
the purchase but covers the pre-sales and post-sales periods
[22]. For this reason, it is foreseen that the understanding of
competition of the future will be carried out not through
technology but through customer relations [23].

Guanxi refers to a particular type of relationship that
includes social relations and obligations based on mutual
interests and benefits. With Guanxi, competitive advantage
can be gained by providing easy access to limited resources,
and this exchange of favours among Guanxi members is a
strictly non-commercial form of social investment [24, 25,
26,27, 17].

The services offered to the customers along with the
product are perceived as more significant than the product
itself and play an essential role in retaining the existing
customer. Dimensions of the concept of Relationship
Management [28] are listed as follows:

e Guanxi
e Trust
e Commitment.

Figure 3 Relationship Management Dimensions

Due to intense competition across industries, the
challenges of ensuring customer satisfaction and loyalty, and
the barriers to building customer relationships, businesses
need to focus on strategies to increase customer value [29].
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2.3 Organizational Effectiveness

A good organizational structure provides Organizational
Effectiveness for 3PL service providers, and all 3PL service
providers have measurable performance goals. In his
research, Ref. [17] assessed the organizational effectiveness
measurement for 3PL service providers and companies that
buy 3PL services using the dimensions of productivity,
financial performance and market share, cycle time,
customer service, and reputation and goodwill. It is noted that
dimensions from numerous criteria frequently classified as
behavioural, financial, operational, and structural are
employed in organizational effectiveness measurements. The
most frequently cited structural dimensions are flexibility,
innovation, integration, and stability. In contrast, the most
frequently cited financial dimensions are profitability, return
on investment, assets, and earnings per share. The most
frequently cited behavioural dimensions are job satisfaction,
adaptability, turnover, and commitment. Organizational
Effectiveness variable may vary depending on the type of
business being examined, and different dimensions are used.
In the measurement of Organizational Effectiveness, the
financial perspective targets commercial organizations more
while covering non-profit organizations less [30]. When the
studies on the measurement of Organizational Effectiveness
in the literature are examined, it has been determined that the
most common dimensions of the Organizational
Effectiveness variable are Productivity, Customer Service,
and Reputation and Goodwill. All 3PL service providers
have measurable performance goals. The relationship
between 3PL service providers and supply chain partners is
gathered under five dimensions, and these are listed as
Productivity, Financial Performance and Market Share,
Cycle Time, Customer Service, and Reputation and Goodwill
[31, 32, 33, 34, 28, 35, 36].
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Figure 4 3PL Organizational Effectiveness Dimensions

Developing long-term relationships with supply chain
partners of 3PL enables service providers to improve their
financial performance and gain a competitive advantage.
Collaborations also have other benefits for firms, including
the ability to accommodate the shifting needs of customers,
create a dynamic organizational structure, and increase
market share [37].

Enhancing customer service is frequently mentioned as
a critical objective. By using 3PL service providers,
businesses may more easily deliver essential values for their
clients while guaranteeing customer pleasure, one of their
main priorities in today's cutthroat marketplace [37].

The concept of reputation and goodwill, interpreted as a
whole of perceptions and contributions of internal and
external stakeholders to the business, explains why
consumers prefer certain goods or services and shows the

difference between success and failure. Reputation and
goodwill, defined as the combination of all economic and
non-economic characteristics of the enterprise, emerge as a
result of the past activities of the enterprise and shape future
expectations depending on the image [38].

3 RESEARCH METHODOLOGY OF THE ANALYSIS
PURPOSE OF THE RESEARCH

This research aims to explain the relations between the
organisational performance activities of enterprises
providing 3PL services in Erzurum and production
enterprises using 3PL. In order to carry out this study, the
contact information of the production enterprises having
received a capacity report in Erzurum was obtained from the
Erzurum Chamber of Commerce and Industry (ECCI). A
logistics department official from each of these 35 businesses
was contacted by phone for an interview and applied a
questionnaire after 31 of them indicated they would support
the project. Ref. [39, 40] gave the minimum sample size
required for the number of alternatives and independent
variables in multivariate linear regression analysis.
Therefore, the sample size in the study is sufficient.

3.1 Research Method

In the questionnaire, the study used the SERVQUAL
scale developed by Parasuraman, Zeithaml and Berry [21, 41,
42] for Service Quality. In addition, for Relationship
Management and Organizational Effectiveness, the study
benefited from Ref. [28]'s study titled "Performance
Measurement and Management of Third-Party Logistics: An
Organizational Theory Approach".

3.2 Research Model and Hypotheses
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Figure 5 Research Model

The hypotheses regarding the research are as follows:
H1: Service Quality of 3PL service providers affects
Organizational Effectiveness.

Hla: The development of the tangibles of 3PL service

providers positively affects Organizational

Effectiveness.

Hlb: The reliability of 3PL service providers

positively affects Organizational Effectiveness.
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Hlc: The responsiveness of 3PL service providers to
respond to needs positively affects Organizational
Effectiveness.
H1d: Assurance on 3PL service providers positively
influences Organizational Effectiveness.
Hle: The empathy ability of 3PL service providers
positively affects Organizational Effectiveness.
H2: Relationship Management of 3PL service providers
affects Organizational Effectiveness.
H2a:  The Guanxi of 3PL service providers positively
affect Organizational Effectiveness.
H2b: Trust in 3PL service providers positively affects
Organizational Effectiveness.
H2c: Commitment by 3PL service providers positively
affects Organizational Effectiveness.
H3: Relationship Management of 3PL service providers
affects Service Quality.
H3a: Guanxi of 3PL service providers positively affects
Service Quality
H3b: Trust in 3PL service providers positively affects
Service Quality.
H3c: Commitment by 3PL service providers positively
affects Service Quality.

3.3 Evaluation of the Research Findings

In this section, the study tests the above hypotheses using
frequency, reliability, mean & standard deviation, and
regression analyses and interprets the results.

3.3.1 Demographic Characteristics of Respondents

The study analyses the demographic characteristics of
the respondents working in the logistics unit manager
position of the sample companies by employing frequency
analysis. The results are shown in Tab. 1.

Table 1 Demographic Characteristics of Participants

N %
GENDER
Woman 6 19,40
Man 25 80,60
AGE
20-30 8 25,81
31-40 15 48,39
41-50 6 19,35
50 and over 2 6,45
Total 31 100

When the information obtained regarding the logistics
unit managers of the companies forming the sample is
evaluated, it is determined that the majority of the
respondents were men with 80.6 %, and the majority of the
respondents, with a value of approximately 48 %, were
between the ages of 31-40.

3.3.2 General Profiles of the Companies Participating in the
Research

Tab. 2 indicates the values from the surveys applied to
enterprises regarding information on the type of company,

the industry in which they operate, the duration of activity in
the sector and the number of employees.

When the company types of the enterprises forming the
sample are examined, it is determined that approximately
68% are limited liability companies, and 32 % are joint stock
companies.

When the enterprises are evaluated in terms of the
industry in which they operate, it is seen that the largest part
of the enterprises forming the sample operates in the food
sector, with 35.5 %, 22.6 % in the construction sector and
19.4 % in the metal sector.

Approximately 42 %, 32 %, 20 %, and 6 % of these
companies have been operating for more than 25 years, 615
years, 16-25 years, and 1-5 years, respectively. In addition,
approximately 52 % of these companies are 26-50
employees, while 29 % have 1-25.

Table 2 General Profile of Businesses

N %
Company Type
Incorporated Company 10 32,26
Limited Company 21 67,74
Total 31 100
Industry
Food 11 35,48
Construction 7 22,58
Metal 6 19,35
Furniture 2 6,45
Mining 1 3,23
Chemical 1 3,23
Air Conditioning 1 3,23
Recycling 1 3,23
Packaging 1 3,23
Total 31 100
Operating Time (Year)
1-5 2 6,45
6-15 10 32,26
16-25 6 19,35
26 and Over 13 41,94
Total 31 100
Number of Employees
1-25 People 9 29,03
26-50 People 16 51,61
51-100 People 4 12,90
100 and Over 2 6,45
Total 31 100

3.3.3 Reliability Analysis

Reliability analysis is concerned with the consistency of
measurement and is indicative of the frequency with which
repeated measurements achieve the same results. In the
study, the mean value of each dimension was first calculated,
then subjected to a reliability test. The Cronbach Alpha
coefficient was calculated to calculate the reliability value of
the dimensions in the study. The results are given in Tab. 3.

Cronbach Alpha coefficient exhibits a distribution
between 0 and 1 and is interpreted as follows:

0.00 <a < 0.20 (Less Reliable)

0.20 <a < 0.40 (Rather Reliable)

0.40 < a < 0.60 (Quite Reliable)

0.60 <a < 0.80 (Reliable)

0.80 < a < 1.00 (Highly Reliable).
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Table 3 Reliability Analysis Table

Table 5 Standard Deviation and Mean Values (Relation Management)

. Cronbach Mean Std.
Variable Alpha N Values | Errors
Tangibles 0,83 Guanxi
Reliability 0,92 Initiates inter-organizational relationships 3,45 1,23
Service Quality Responsiveness 0,93 Possesses efficient managerial skills 3,61 1,02
Assurance 0,85 Values good working relationships 3,90 1,08
Empathy 0,93 Has a key representative who is accessible 4,13 1,02
Guanxi 0,78 Has a key representative who socializes with 3,77 1,26
Relationship Management | Trust 0,97 customers
Commitment 0,93 Trust
Productivity 091 .. | Adheres to a principle of complete trust 3,90 1,11
Organizational Effectiveness | Customer Service 0,95 g Is accessible during service problems 423 1 092
Reputation and Goodwill 0,93 g Express§s confidence in cugtgmers 3,90 1,17
g Is attentive and makes inquiries 3,42 1,12
& | Communicates with sincerity 3,84 1,10
When the rellablllty scores in Tab. 3 have been i Honours service commitments 3,94 0,96
examined, it is determined that the guanxi dimension of the = | Provides consistent service 3,81 | 0098
Relationship Management variable is reliable. In contrast, the § IC) m"‘de_i qualtlty service 3.65 | 099
T . . . . s [ Commitmen
reliability levels of all other dimensions are highly reliable.  [Adheres to a moral social principle 394 | 0.96
Adheres to a principle of ethical service 3,94 1,06
3.3.4 Standard Deviation & Mean Values Adbheres to a service principle of respect and 3,97 0,95
acceptance
The mean and standard deviation values of the questions gemonmmes commitment 3,90 | 1,01
. ; N X R emonstrates a willingness to honour 3,90 1,01
in the questionnaire applied within the scope of the study are commitments
given in detail in this section. Provides optimal attentiveness 3,61 1,09
Demonstrates loyalty 3,94 1,03
Table 4 Standard Deviation and Mean Values (Service Quality) s patient 3,77 | 123

N Mean | Std.
Values | Errors Table 6 Standard Deviation and Mean Values (Organizational Effectiveness)
Tangibles N Mean | Std.
Has "up to date" equipment 3,74 1,13 Values | Errors
Has useful facilities 3,45 1,12 Productivity
Has presentable (neatly dressed) employees 2,87 1,34 Minimizes service failure probabilities 3,52 0,26
Has literature on available services 3,48 1,48 Provides business operational consultancy service 3,48 0,48
Reliability Provides competition enhancement service 3,35 0,05
Fulfils promises 3,74 1,29 Provides quality efficient service 3,65 0,99
Express sincerity in problem-solving 3,65 1,31 Provides a high order rate service 4,06 | 0,85
Provides efficient and consistent service 3,65 1,31 Provides efficient and reliable transportation 3,94 0,00
Is punctual with service commitments 3,74 1,29 service
Provides error-free service (target) assistance 3,55 1,03 Maintains a high level of productivity 3,65 | 0,99
2| Responsiveness » | Customer Service
'Tg Provides consistent punctual service 3,52 1,24 § Is responsive to purchase decision making 3,71 1,30
&/| Provides prompt service 3,52 1,24 2 | Provides good after-sales services 3,65 1,23
8 | Expresses a consistent willingness to help 3,71 1,30 "§ Responds efficiently and quickly to needs 3,48 1,12
2 | Is responsive to requests 3,71 1,30 & | Provides a punctual delivery service 3,52 1,18
% Assurance L;] Welcomes feedback or comments 3,23 1,28
Engenders corporate confidence 3,77 1,09 % Prov@des a p'recise qugntity service' 3,32 1,19
Provides transaction security (e.g., ensures 3,52 | 1,48 N | Provides a highly satisfactory service 3,45 | 089
minimal loss) §0 Responds quickly to changes 3,32 1,19
Is consistently courteous 3,68 1,28 Slls responsive to specific requirements 3,42 1,31
Displays knowledge during inquiries 3,48 1,48 Is flexible and adaptable to changes 3,32 1,19
Empathy Employs value-added logistics services 3,26 1,26
Provides tailor-made customer service 352 1,36 Provides an abnqrmally high value-added service 3,26 1,26
Has convenient office hours 3,52 | 1,36 Has few complaints 3,97 | 1,02
Is perceptive of customer needs and problems 3,71 1,13 Reputation and Goodwill
Has customer’s interest at heart 3,45 1,23 Engenders a positive or favourable image 3,77 1,09
Is understanding of specific needs 3,52 1,36 Correlates expertise with strategic missions 4,13 0,96
Is reputable within the logistics industry 3,77 1,09
. . . .. . Has relevant experience 4,13 0,96
For Service Quality variable, it is seen that the judgment Has a good track record in customer service 377 | 1.06

with the highest mean value is the statement "Engenders
corporate confidence" belonging to the Assurance dimension
with 3.77 points. Average values of service quality show that
respondents care about meeting their needs and seek to obtain
institutional trust. In addition, respondents are not interested
in having a presentable appearance of the staff.

When the Relationship Management variable is
examined, it is observed that the judgment with the highest
mean value is the statement "Is accessible during service
problems?" belonging to the Trust dimension with 4.23
points. It is also worth mentioning that the second highest
scoring statement is "He has a key representative", with a
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score of 4.13. The mean values of the two highest-scoring
expressions are very close to each other. In light of these
results, it can be argued that 3PL companies are expected to
have accessible and authorized personnel in case of a
possible issue.

Tab. 6 shows that the judgments with the highest mean
values for the Organizational Effectiveness variable belong
to the Reputation and Goodwill dimension. These are
"Correlates expertise with strategic missions" and "Has
relevant experience", with a score of 4.13. When these results
are examined, it is understood that; the respondents give
importance to 3PL providers to have experience in line with
their strategic goals and to be experts in their fields.

Judgments with the lowest mean value for Service
Quality, Relationship Management and Organizational
Effectiveness variables, respectively; "Has presentable
(neatly dressed) employees" with a score of 2.87, "Is attentive
and makes inquiries" with a score of 3.42, and "Welcomes
feedback or comments" with a score of 3.23.

Overall, it has been determined that survey questions are
generally in the 3-4 score range, and the average score of the
statement "Is accessible during service problems?" belonging
to the "Trust" dimension is the highest value with 4.23 points.

3.3.5 Regression Analyses

Before performing the Regression Analysis, the mean
values of the dimensions that make up the Organizational
Effectiveness, Service Quality and  Relationship
Management variables were calculated, mean values were
obtained for the variables, and these values were used in the
analyses.

3.3.6 Dimensions of Service Quality Variable -
Organizational Effectiveness

This section explores the regression relationship between
the dimensions of the Service Quality variable and the
Organizational Effectiveness variable.

Table 7 Summary of the Model
R R? Adjusted R* Standard Error of Estimation
0,94 0,88 0,87 0,30

The values related to the goodness of fit criteria obtained
from the analysis results are given in Tab. 7. Accordingly,
88% of the change in the dependent variable is explained by
the independent variables included in the model.

Table 8 Model Significance Test
Model F Sig.
103,67 0,00

Considering the results of the model integrity
significance test, the null hypothesis referring that "the
parameters are equal to zero and the model as a whole is
insignificant”" has been rejected at the 1 % significance level
(F=103,668; p = 0.000).

According to the values in Tab. 9, reliability and
assurance, which are dimensions of Service Quality, have
statistically ~ significant and positive impacts on
Organizational Effectiveness as the p-values for these
variables are lower than 0.05.

Table 9 Regression Analysis Table

Independent Variable Organizational Effectiven.ess Result

B t Sig.

Fixed Term 0,81 3,84 0,00
Tangibles (-)0,17 (0,99 | 0,33 Reject
Reliability 0,28 4,43 0,00 Accept
Responsiveness 0,08 0,76 0,45 Reject
Assurance 0,51 8,40 0,00 Accept
Empathy 0,06 0,54 0,60 Reject

When the relationship between the dimensions of
Service Quality and Organizational Effectiveness variable is
examined, it is found that hypotheses H1b (reliability of 3PL
service providers positively affect Organizational
Effectiveness) and H1d (assurance in 3PL service providers
positively affect Organizational Effectiveness) were
approved. Yet, hypotheses Hla, Hlc, and Hle were rejected.

As a result, the coefficients of the reliability and
assurance dimensions (respectively) have been determined as
0.277 and 0.514. A 1-point increase in the reliability
dimension causes an increase of 0.277 points in the
Organizational Effectiveness variable. In comparison, a 1-
point increase in the Assurance dimension causes an increase
of 0.514 points in the Organizational Effectiveness variable.

Furthermore, a positive relationship exists between the
Service Quality of 3PL service providers and Organizational
Effectiveness. Considering the multiple regression results
between the Organizational Effectiveness variable and the
dimensions of Service Quality, it has been determined that
assurance and reliability positively affect the Organizational
Effectiveness variable, and there is no statistically significant
relationship  between the other dimensions and
Organizational Effectiveness.

3.3.7 Dimensions of the Relationship Management
Variable - Organizational Effectiveness

This section examines the regression relationship
between the dimensions of Relationship Management and
Organizational Effectiveness.

Table 10 Summary of the Model
R R’ Adjusted R* Standard Error of Estimation
0,94 0,88 0,87 0,31

The values related to the goodness of fit criteria obtained
from the analysis results are given in Tab. 10. Accordingly,
approximately 88 % of the change in the dependent variable
is explained by the independent variables included in the
model.

Table 11 Model Significance Test
Model F Sig.
99,22 0,00
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Considering the results of the model integrity
significance test, the null hypothesis that "the parameters are
equal to zero and the model as a whole is insignificant" is
rejected at the 1 % significance level.

Table 12 Regression Analysis Table

Independent Variable Organizational Effectiven;ss Result
B t Sig.
Fixed Term 0,12 0,47 0,64
Guanxi 0,48 2,56 0,02 Accept
Trust 0,45 2,62 0,01 Accept
Commitment 0,18 0,97 0,34 Reject

As is shown in Tab. 12, change in the Organizational
Effectiveness dependent variable could be explained by
Guanxi and Trust (z= 2.563, p < 0.005 and #= 2.624, p <
0.005, respectively). The results depict that there is a positive
relationship between Guanxi and Trust dimensions and
Organizational Effectiveness. Therefore, H2a (3PL service
providers’ Guanxi ability positively affects Organizational
Effectiveness.) and H2b (trust in 3PL service providers
affects Organizational Effectiveness positively.) hypotheses
have been accepted. However, H2¢ (3PL service providers’
fulfilment of their commitments positively affect
Organizational Effectiveness.) hypothesis is rejected.

The coefficient of Guanxi is determined as 0.482. A 1-
point increase in the average score of the Guanxi dimension
is associated with a 0.482 increase in the average score of the
Organizational Efficiency variable. Additionally, the
coefficient trust dimension is determined as 0.449, meaning
that a 1-point increase in the trust dimension leads to a 0.449-
point rise in the Organizational Effectiveness variable.

In general, it has been determined that Relationship
Management performance has a positive effect on
Organizational Effectiveness. At the same time, it is seen that
the Guanxi and Trust dimensions of the Relationship
Management variable affect Organizational Effectiveness
performance positively. However, the same is not the case
between the Commitment dimension and Organizational
Effectiveness.

3.3.8 Dimensions of the Relationship Management
Variable - Service Quality

In this section, the regression relationship between the
dimensions of Relationship Management and Service
Quality variable is examined.

As shown in Tab. 15, a positive relationship is found
between the Trust dimension of the Relationship
Management variable and the Service Quality (¢ =9,636, p <
0.005). Hence, the H3b (Trust in 3PL service providers
positively affects Service Quality) hypothesis is accepted,
while hypotheses H3a and H3c are rejected. More
specifically, A 1-point increase in the average score of Trust
leads to a 0.935-point increase in the average score of the
Service Quality variable.

Table 13 Summary of the Model
R R Adjusted R’ Standard Error of Estimation
0,87 0,76 0,75 0,48

The values related to the goodness of fit criteria obtained
from the analysis results are given in Tab. 13. Accordingly,
approximately 76 % of the change in the dependent variable
is explained by the independent variables included in the
model.

Table 14 Model Significance Test
Model F Sig.
92,85 0,00

Considering the results of the model integrity
significance test, the null hypothesis that “parameters are
equal to zero and the model as a whole is insignificant” has
been rejected at a 1 % significance level, and it has been
concluded that the model as a whole is significant (F =
92.850; p = 0.000). Moreover, the results shown in Tab.15
reveal that only the Trust dimension of Relationship
Management has a positive and statistically significant
impact on the Service Quality variable.

Table 15 Regression Analysis Results

Independent Variable Service Quality - Result
B t Sig.
Fixed Term (-)0,05 (-)0,13 0,90
Guanxi 0,29 1,17 0,25 Reject
Trust 0,94 9,64 0,00 Accept
Commitment 0,16 0,62 0,54 Reject

Fig. 6 shows the overall outcomes of the regression
analysis, and the arrows represent positive and statistically
significant effects.

Tangibies
Rellability - Trust,
Responsiveness < SERVICE QUALITY :E‘I-NﬂmﬂﬂE:ﬁE:: " Guanx|
Agsuranca - - Commitment
Empathy

ORGANIZATIONAL

-

EFFECTIVENESS

Praduetivity . ~ Costomer Service

Regutation
and Goadwill

Figure 6 Regression Analysis Results
4 CONCLUSIONS AND SUGGESTIONS

This study investigates the link between Service Quality,
Relationship Management, and Organizational
Effectiveness, which are the elements of Organizational
Performance. The study focuses on the enterprises providing
3PL services in the Erzurum province of Turkey. The results
from the regression analysis indicate that there is a positive
association between the variables in question. However,
when the multiple regression relationships between the
variables and dimensions of these variables are examined, the
dimensions do not show a relationship as a whole in the
model.

It has been determined that the dimensions of the Service
Quality and the Organizational Effectiveness variable
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positively affect the dimensions of assurance and reliability.

There is no such relationship between the other dimensions

and Organizational Effectiveness. Based on these findings,

knowledgeable, courteous, and reassuring service
understanding [41] and dependably and fulfilling service
agreements [41, 43] are signs of excellent service quality.

These traits are crucial for boosting organizational

effectiveness and achieving objectives.

There is a positive link between Guanxi and Trust
dimensions of the Relationship Management variable and
Organizational Effectiveness. However, the same is not the
case between the Commitment dimension and
Organizational Effectiveness. Therefore, with the good
establishment of the Guanxi and Trust relationship, the idea
of mutual cooperation between 3PL providers and their
customers is reinforced, and it can be said that they play a
critical role in enhancing institutional efficiency [17].

When the association between the dimensions of
Relationship Management and the Service Quality variable
are examined, it is seen that only the Trust dimension has a
positive impact on Service Quality. It follows that the higher
the level of service quality, the more trust there is between
3PL firms and their clients.

The statements with the highest mean values for each
variable in the questionnaire belong to the Assurance, Trust,
Reputation and Goodwill dimensions. Also, almost all
statements' mean values range between 3 and 4. These results
are similar to the results obtained from the regression
analysis.

This study not only explores the relationships between
organizational performance elements of 3PL companies but
also provides useful information for these companies to adopt
organizational  performance indicators and  seize
opportunities for improvement. In this context, the following
actions should be taken into account by 3PL organizations to
enhance their organizational performance.

- They should give confidence, keep their promises, be
willing to provide error-free service assistance and solve
problems.

- They must build organizational confidence, guarantee
transaction security (for example, ensuring low losses),
and constantly be polite to their clients.

- They should initiate relationships between organizations,
possess effective management abilities, prioritize strong
working relationships, and have a key representative
who interacts with clients.

- They should be available during service problems,
communicate sincerely, and provide consistent and
quality service.

The main limitation of this study is that the sample size
is small, and the 3PL service providers have similar
characteristics to each other. For example, 3PL providers
with similar tangible assets cause low customer expectations.
Therefore, the company that receives 3PL services is
unaware of companies with better tangible assets and may
miss the advantages it will provide. In this respect, studies
that will be carried out using a larger sample group may
provide additional contributions to the literature.

Notice

This study is derived from ibrahim Kadir Demir’s master
thesis titled "Firmalarin 3PL Hizmet Saglayicilarinin
Kurumsal Etkinlik, Hizmet Kalitesi Ve Iliski Yonetimi
Aktivitelerine Yonelik Tutumlar" conducted under the
supervision of Associate Professor Dr. Dilgad Giizel.

5 REFERENCES

[1] Earl, M. J. (1996). The risks of outsourcing IT. MIT Sloan
Management Review.

[2] Gerston, J. (1997). Outsourcing in client/server environments.
Information Systems Management, 14(2), 74-77.
https://doi.org/10.1080/10580539708907050

[3] Lambert, D., Stock, J. R., & Ellram, L. M. (1998).
Fundamentals of logistics management. McGraw-Hill/Irwin.

[4] Hertz, S. & Alfredsson, M. (2003). Strategic development of
third party logistics providers. Industrial Marketing
Management, 32(2), 139-149.
https://doi.org/10.1016/S0019-8501(02)00228-6

[5] Razzaque, M. A. & Sheng, C. C. (1998). Outsourcing of
logistics functions: a literature survey. International Journal of
Physical Distribution & Logistics Management, 28(2), 89-107.
https://doi.org/10.1108/09600039810221667

[6] Oz, M. (2011). Lojistik faaliyetlerde dis kaynak kullanimi ve
iiciincii parti lojistik igletmelerinin firmalarin pazarlama tabanli
temel yeteneklerini olusturmada ve miisteri degerini
arttirmadaki rolii. (in Turkey)

[7] Jung, H., Chen, F. F. & Jeong, B. (2005, August). A
production-distribution coordinating model for third party
logistics partnership. In IEEE International Conference on
Automation Science and Engineering, 99-104.

[8] Leenders, M. R., Fearon, H. E., Flynn, A. E. & Jhonson, P.F.
(2002). Purchasing and supply management. McGraw-Hill
College.

[91 Zhu, W., Ng, S. C., Wang, Z., & Zhao, X. (2017). The role of
outsourcing management process in improving the
effectiveness of logistics outsourcing. International Journal of
Production Economics, 188, 29-40.
https://doi.org/10.1016/j.ijpe.2017.03.004

[10] Asian, S., Pool, J. K., Nazarpour, A. & Tabaeeian, R. A.
(2019). On the importance of service performance and
customer satisfaction in third-party logistics selection: An
application of Kano model. Benchmarking: An International
Journal. https://doi.org/10.1108/B1J-05-2018-0121

[11] Gaudenzi, B., Confente, I. & Russo, 1. (2020). Logistics service
quality and customer satisfaction in B2B relationships: a
qualitative comparative analysis approach. The TOM Journal,
33(1), 125-140. https://doi.org/10.1108/TQM-04-2020-0088

[12] Afum, E., Agyabeng-Mensah, Y., Acquah, I. S. K., Baah, C.,
Dacosta, E., Owusu, C. S. & Amponsah Owusu, J. (2021).
Examining the links between logistics outsourcing, company
competitiveness and selected performances: the evidence from
an emerging country. The International Journal of Logistics
Management, 32(3), 1068-1090.
https://doi.org/10.1108/1JLM-05-2020-0205

[13]Kim, S. T., Lee, H. H., Hwang, T. & Park, B. (2022). The
Impact of Relationship Quality on Supply Chain Performance
in Logistics Outsourcing. Journal of Managerial Issues, 34(1).

[14] Shi, J., Park, Y., Sugie, R. & Fukuzawa, M. (2022). Long-Term
Partnerships in Japanese Firms’ Logistics Outsourcing: From a
Sustainable Perspective. Sustainability, 14(10), 6376.
https://doi.org/10.3390/su14106376

170

TECHNICAL JOURNAL 18, 2(2024), 163-171



ibrahim Kadir Demir, Dilsad Giizel: Attitudes of 3PL Providers of the Companies towards the Activities of Organizational Performance

[15] Zhou, H., Wang, Q., Wang, L., Zhao, X. & Feng, G. (2023).
Digitalization and third-party logistics performance: exploring
the roles of customer collaboration and government support.
International Journal of Physical Distribution & Logistics
Management, (ahead-of-print).
https://doi.org/10.1108/I[JPDLM-12-2021-0532

[16] Doratiotto, K., Vidal Vieira, J. G., da Silva, L. E. & Favero, L.
P. (2023). Evaluating logistics outsourcing: a survey conducted
with Brazilian industries. Benchmarking: An International
Journal, 30(3), 788-810. https://doi.org/10.1108/BIJ-06-2021-0341

[17] Yuen, S. M. (2006). Performance measurement and
management of third party logistics: An organizational theory
approach. Hong Kong Baptist University (Hong Kong).

[18] Asthana, S. (2013). Performance measurement variables in
third party logistics (3PL)—A literature review. International
Journal of Research in IT & Management, 3(1), 17-23.

[19] Torlak, O. (1998). Hizmet kalitesini iyilestirmede belediye
hizmet kullanicilarinin sikayet siirecinin diizenlenmesi. Kamu
Yénetiminde Kalite, 1,26-27. (in Turkey)

[20] Yilmaz, V., Celik, H. E. & Depren, B. (2007). Devlet ve Ozel
Sektor Bankalardaki Hizmet Kalitesinin Karsilagtirilmasi:
Eskisehir Omegi. Dogus Universitesi Dergisi, 8(2), 234-248.
(in Turkey) https://doi.org/10.31671/dogus.2019.236

[21] Parasuraman, A., Zeithaml, V. A. & Berry, L. L. (1985). A
conceptual model of service quality and its implications for
future research. Journal of marketing, 49(4), 41-50.
https://doi.org/10.1177/002224298504900403

[22] Exk, C. (2009). Miisteri i¢in deger yaratma, miisteri sadakati
olusum siireci ve gsirket performansina etkileri iizerine
Arastirma (Master’s thesis, Trakya Universitesi Sosyal
Bilimler Enstitiisii). (in Turkey)

[23] Odabas1, Y. (1997). Satis ve Pazarlamada Miisteri Iliskileri.
Der Yaymevi. (in Turkey)

[24] Alston, J. P. (1989). Wa, Guanxi, and Inhwa: Managerial
principles in Japan, China, and Korea. Business Horizons,
32(2), 26-32. hitps://doi.org/10.1016/S0007-6813(89)80007-2

[25] Xin, K. K. & Pearce, J. L. (1996). Guanxi: Connections as
substitutes for formal institutional support. Academy of
Management Journal, 39(6), 1641-1658.
https://doi.org/10.2307/257072

[26] Wong, Y. H. (1997). A study of buyer-seller relationship
(guanxi) in import/export business: customer perceived
relationship quality. In Proceedings of the 2" International
Conference on Quality and Reliability (pp. 357-364).

[27] Luo, Y. (1997). Guanxi and performance of foreign-invested
enterprises in China: An empirical inquiry. MIR: Management
International Review, 51-70.
https://doi.org/10.1016/S0007-6813(89)80007-2

[28] Elmuti, D. (2002). The perceived impact of supply chain
management on organizational effectiveness. Journal of
Supply Chain Management, 38(2), 49-57.
https://doi.org/10.1111/j.1745-493X.2002.tb00135.x

[29] Rich, M. K. (2000). The direction of marketing relationships.
Journal of business & industrial marketing, 15(2/3), 170-191.
https://doi.org/10.1108/08858620010316877

[30] Sharma, N., & Singh, R. K. (2019). A unified model of
organizational effectiveness. Journal of Organizational
Effectiveness: People and Performance.
https://doi.org/10.1108/JOEPP-10-2018-0084

[31] Beamon, B. M. (1999). Measuring supply chain performance.
International  Journal of Operations &  Production
Management, 19(3), 275-292.
https://doi.org/10.1108/01443579910249714

[32] Thomas, J. (1999). Why your supply chain doesn’t work.
Logistics Management and Distribution Report, 38(6), 42-44.

[33] Carr, A. S., & Pearson, J. N. (1999). Strategically managed
buyer—supplier relationships and performance outcomes.
Journal of Operations Management, 17(5), 497-519.
https://doi.org/10.1016/S0272-6963(99)00007-8

[34] Mentzer, J. T., Foggin, J. H. & Golicic, S. L. (2000).
Collaboration: the enablers, impediments, and benefits. Supply
Chain Management Review, 4(4), 52-58.

[35]Lai, K. H., Ngai, E. W. T. & Cheng, T. C. E. (2004). An
empirical study of supply chain performance in transport
logistics. International Journal of Production Economics,
87(3), 321-331. https://doi.org/10.1016/.ijpe.2003.08.002

[36] Reiner, G. (2005). Customer-oriented improvement and
evaluation of supply chain processes supported by simulation
models. International Journal of Production Economics, 96(3),
381-395. https://doi.org/10.1016/}.ijpe.2004.07.004

[37] Selladurai, R. (2002). An organizational profitability,
productivity, performance (PPP) model: Going beyond TQM
and BPR. Total Quality Management, 13(5), 613-619.
https://doi.org/10.1080/0954412022000002027

[38] Rao, H. (1994). The social construction of reputation:
Certification contests, legitimation, and the survival of
organizations in the American automobile industry: 1895—
1912. Strategic Management Journal, 15(S1), 29-44.
https://doi.org/10.1002/sm;j.4250150904

[39] Bujang, M. A., Sa’at, N. & Bakar, T. M. I. T. A. (2017).
Determination of minimum sample size requirement for
multiple linear regression and analysis of covariance based on
experimental and non-experimental studies. Epidemiology,
Biostatistics and Public Health, 14(3).

[40] Jenkins, D. G. & Quintana-Ascencio, P. F. (2020). A solution
to minimum sample size for regressions. PloS one, 15(2),
€0229345. https://doi.org/10.1371/journal.pone.0229345

[41] Parasuraman, A., Zeithaml, V. A. & Berry, L. (1988).
SERVQUAL: A multiple-item scale for measuring consumer
perceptions of service quality. 1988, 64(1), 12-40.

[42] Zeithaml, V. A., Parasuraman, A., Berry, L. L. & Berry, L. L.
(1990). Delivering quality service: Balancing customer
perceptions and expectations. Simon and Schuster.

[43] Gerhard, M., Boshoft, C. & Deon, N. (1997). The Dimensions
of Service Quality: The Original European Perspective
Revisited. Service Industries Journal, 17(1), 173-189.
https://doi.org/10.1080/02642069700000009

Authors’ contacts:

ibrahim Kadir Demir, Research Assistant
(Corresponding author)

Agri Ibrahim Gegen University,

Faculty of Economics and Administrative Sciences,
Firat Mahallesi Yeni Universite Caddesi No: 2 AE/1,
04100 Merkez, Agri, Turkey

E-mail: ikdemir@agri.edu.tr

Dilsad Giizel, Associate Prof. Dr.

Atatlirk University,

Faculty of Economics and Administrative Sciences,
25240 Erzurum, Turkey

E-mail: dguzel@atauni.edu.tr

TEHNICKI GLASNIK 18, 2(2024), 163-171

171



	The study analyses the demographic characteristics of the respondents working in the logistics unit manager position of the sample companies by employing frequency analysis. The results are shown in Tab. 1.
	Table 1 Demographic Characteristics of Participants
	Table 2 General Profile of Businesses
	Table 3 Reliability Analysis Table
	Table 4 Standard Deviation and Mean Values (Service Quality)
	Table 5 Standard Deviation and Mean Values (Relation Management)
	Table 6 Standard Deviation and Mean Values (Organizational Effectiveness)
	Table 7 Summary of the Model
	Table 8 Model Significance Test
	Table 9 Regression Analysis Table
	Table 10 Summary of the Model
	Table 11 Model Significance Test
	Table 12 Regression Analysis Table
	Table 13 Summary of the Model
	Table 14 Model Significance Test
	Table 15 Regression Analysis Results


<<

  /ASCII85EncodePages false

  /AllowTransparency false

  /AutoPositionEPSFiles true

  /AutoRotatePages /None

  /Binding /Left

  /CalGrayProfile (Dot Gain 20%)

  /CalRGBProfile (sRGB IEC61966-2.1)

  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)

  /sRGBProfile (sRGB IEC61966-2.1)

  /CannotEmbedFontPolicy /Error

  /CompatibilityLevel 1.4

  /CompressObjects /Tags

  /CompressPages true

  /ConvertImagesToIndexed true

  /PassThroughJPEGImages true

  /CreateJobTicket false

  /DefaultRenderingIntent /Default

  /DetectBlends true

  /DetectCurves 0.0000

  /ColorConversionStrategy /CMYK

  /DoThumbnails false

  /EmbedAllFonts true

  /EmbedOpenType false

  /ParseICCProfilesInComments true

  /EmbedJobOptions true

  /DSCReportingLevel 0

  /EmitDSCWarnings false

  /EndPage -1

  /ImageMemory 1048576

  /LockDistillerParams false

  /MaxSubsetPct 100

  /Optimize true

  /OPM 1

  /ParseDSCComments true

  /ParseDSCCommentsForDocInfo true

  /PreserveCopyPage true

  /PreserveDICMYKValues true

  /PreserveEPSInfo true

  /PreserveFlatness true

  /PreserveHalftoneInfo false

  /PreserveOPIComments true

  /PreserveOverprintSettings true

  /StartPage 1

  /SubsetFonts true

  /TransferFunctionInfo /Apply

  /UCRandBGInfo /Preserve

  /UsePrologue false

  /ColorSettingsFile ()

  /AlwaysEmbed [ true

  ]

  /NeverEmbed [ true

  ]

  /AntiAliasColorImages false

  /CropColorImages true

  /ColorImageMinResolution 300

  /ColorImageMinResolutionPolicy /OK

  /DownsampleColorImages true

  /ColorImageDownsampleType /Bicubic

  /ColorImageResolution 300

  /ColorImageDepth -1

  /ColorImageMinDownsampleDepth 1

  /ColorImageDownsampleThreshold 1.50000

  /EncodeColorImages true

  /ColorImageFilter /DCTEncode

  /AutoFilterColorImages true

  /ColorImageAutoFilterStrategy /JPEG

  /ColorACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /ColorImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000ColorACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000ColorImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasGrayImages false

  /CropGrayImages true

  /GrayImageMinResolution 300

  /GrayImageMinResolutionPolicy /OK

  /DownsampleGrayImages true

  /GrayImageDownsampleType /Bicubic

  /GrayImageResolution 300

  /GrayImageDepth -1

  /GrayImageMinDownsampleDepth 2

  /GrayImageDownsampleThreshold 1.50000

  /EncodeGrayImages true

  /GrayImageFilter /DCTEncode

  /AutoFilterGrayImages true

  /GrayImageAutoFilterStrategy /JPEG

  /GrayACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /GrayImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000GrayACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000GrayImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasMonoImages false

  /CropMonoImages true

  /MonoImageMinResolution 1200

  /MonoImageMinResolutionPolicy /OK

  /DownsampleMonoImages true

  /MonoImageDownsampleType /Bicubic

  /MonoImageResolution 1200

  /MonoImageDepth -1

  /MonoImageDownsampleThreshold 1.50000

  /EncodeMonoImages true

  /MonoImageFilter /CCITTFaxEncode

  /MonoImageDict <<

    /K -1

  >>

  /AllowPSXObjects false

  /CheckCompliance [

    /None

  ]

  /PDFX1aCheck false

  /PDFX3Check false

  /PDFXCompliantPDFOnly false

  /PDFXNoTrimBoxError true

  /PDFXTrimBoxToMediaBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXSetBleedBoxToMediaBox true

  /PDFXBleedBoxToTrimBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXOutputIntentProfile ()

  /PDFXOutputConditionIdentifier ()

  /PDFXOutputCondition ()

  /PDFXRegistryName ()

  /PDFXTrapped /False



  /CreateJDFFile false

  /Description <<



    /BGR <>

    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>

    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>

    /CZE <>

    /DAN <>

    /DEU <>

    /ESP <>

    /ETI <>

    /FRA <>

    /GRE <>



    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)

    /HUN <>

    /ITA <>

    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>

    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>

    /LTH <>

    /LVI <>

    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)

    /NOR <>

    /POL <>

    /PTB <>

    /RUM <>

    /RUS <>

    /SKY <>

    /SLV <>

    /SUO <>

    /SVE <>

    /TUR <>

    /UKR <>

    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)

  >>

  /Namespace [

    (Adobe)

    (Common)

    (1.0)

  ]

  /OtherNamespaces [

    <<

      /AsReaderSpreads false

      /CropImagesToFrames true

      /ErrorControl /WarnAndContinue

      /FlattenerIgnoreSpreadOverrides false

      /IncludeGuidesGrids false

      /IncludeNonPrinting false

      /IncludeSlug false

      /Namespace [

        (Adobe)

        (InDesign)

        (4.0)

      ]

      /OmitPlacedBitmaps false

      /OmitPlacedEPS false

      /OmitPlacedPDF false

      /SimulateOverprint /Legacy

    >>

    <<

      /AddBleedMarks false

      /AddColorBars false

      /AddCropMarks false

      /AddPageInfo false

      /AddRegMarks false

      /ConvertColors /ConvertToCMYK

      /DestinationProfileName ()

      /DestinationProfileSelector /DocumentCMYK

      /Downsample16BitImages true

      /FlattenerPreset <<

        /PresetSelector /MediumResolution

      >>

      /FormElements false

      /GenerateStructure false

      /IncludeBookmarks false

      /IncludeHyperlinks false

      /IncludeInteractive false

      /IncludeLayers false

      /IncludeProfiles false

      /MultimediaHandling /UseObjectSettings

      /Namespace [

        (Adobe)

        (CreativeSuite)

        (2.0)

      ]

      /PDFXOutputIntentProfileSelector /DocumentCMYK

      /PreserveEditing true

      /UntaggedCMYKHandling /LeaveUntagged

      /UntaggedRGBHandling /UseDocumentProfile

      /UseDocumentBleed false

    >>

  ]

>> setdistillerparams

<<

  /HWResolution [2400 2400]

  /PageSize [612.000 792.000]

>> setpagedevice



