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ABSTRACT

This research aimed to study logistics service quality factors affecting consumer
satisfaction with food and beverage e-commerce platform last-mile delivery service. It was
quantitative research. The instrument was a questionnaire. The samples were 400 consumers
with experience in the food and beverage e-commerce platform last-mile delivery service by
purposive sampling. Statistics used in data analysis were descriptive statistics and test the
hypothesis by using enter multiple regression analysis. The results showed that logistics
service quality factors in empathy had the most influential factor that positive direct effect
on the consumer satisfaction with food and beverage e-commerce platform last-mile
delivery service, followed by personal contact, information quality, and timeliness,
respectively. Results of the research model could explain the consumer satisfaction with
food and beverage e-commerce platform last-mile delivery service at 53.10 percent (R? =

0.237).

Keywords: Logistics service quality, consumer satisfaction, food and beverage e-commerce

platform, last-mile delivery service
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