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The purpose of this study is to investigate the differences between the service providers and the users
of 3PL services, in their perceptions about the qualities. The results of analysis identified five elements
of the quality of 3PL services: reliability, efficiency, tangibility, responsiveness, and timeliness. The
perceived importance and satisfaction showed the significant differences between 3PL service providers
and the clients for all of the five elements. With respect to importance, efficiency showed the largest
cognitive difference. Timeliness appeared to be the most important element perceived by both the service
providers and the users. In terms of satisfaction, responsiveness indicated the biggest cognitive difference.
In addition, it was noticed that the clients” satisfaction levels were particularly low, with respect to
responsiveness and efficiency. It must be a strategic task of the 3PL service provider to improve customer

satisfaction by reducing those cognitive differences.
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