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Abstract: The phenomenal boom of e-commerce in India has revolutionized business and how
consumers purchase. It is critical for an e-commerce industry to manage logistics efficiently to be able to
provide services like delivery, supply chain management, inventory control, stock management, and
consumer satisfaction. This paper concentrates on the logistics management practices followed by e-
commerce firms operating in the Uran region of Maharashtra. Uran in Maharashtra has turned out to be
a crucial logistics hub due to its close vicinity to the Jawaharlal Nehru Port Trust (JNPT), Navi Mumbai
and its excellent transportation connectivity. This paper aims to examine the logistics practices, identify
the challenges faced, and analyze its impact on customer satisfaction and business performance.

The study is descriptive in nature and makes use of primary and secondary data. The primary data is
gathered by circulating questionnaires to online buyers and e-commerce logistics personnel. The
secondary data is acquired from journals, websites, annual reports of firms, and books. The analysis
reveals that key factors such as prompt delivery of orders, warehousing and order fulfillment, tracking
facilities, and transport and transportation facilities significantly influence consumer satisfaction in the
online retail industry. On the contrary, challenges such as traffic congestion, inadequate infrastructure,
excessive freight charges, and delays in deliveries pose threats to the smoothness of e-commerce
logistics. The paper concludes with practical recommendations for improving logistics management
practices by adopting technology, investing in better infrastructure, and streamlining supply chain
coordination.

Keywords: Logistics Management, E-Commerce, Supply Chain, Customer Satisfaction, Warehouse
Management, Last-Mile Delivery, Uran.

I. INTRODUCTION

The digital era has transformed businesses into online models, leading to phenomenal growth of e-commerce in India.
E-commerce is the buying and selling of goods and services via electronic platforms, primarily through websites and
mobile apps. E-commerce companies such as Amazon, Flipkart, Meesho, and Myntra have shown impressive
expansion due to high internet penetration, smartphone penetration and evolving customer preferences. Logistics
management plays a critical role in e-commerce operations. Logistics is planning, executing and monitoring
transportation, warehousing, stock management, packaging and distribution services to facilitate the timely delivery of
items, decrease costs, and raise customer satisfaction. The Uran zone is strategically located near major ports like
Jawaharlal Nehru Port Trust (JNPT), Navi Mumbai, and industrial infrastructure projects. Several logistics companies
and e-commerce delivery partners serve the Uran region to conduct shipping and distribution services. The emergence
of online shopping in this region has heightened the need for efficient logistics management. This research study seeks
to analyze the logistics management strategies of e-commerce firms located in Uran and assess how these strategies
contribute to improved operational performance and customer experience.
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A. Definition of Logistics Management

The planning, execution and control of the efficient flow and storage of goods, services and associated information
from the point of origin to the point of consumption is logistics management. Logistics management involves
transportation, storage, inventory control, packing, order management and delivery management among others. In e-
commerce logistics, products ordered online by customers are delivered accurately and within the stipulated time frame
with efficient logistics management leading to high level of customer satisfaction, lower costs of operations and greater
profitability of the business.

B. Significance of Logistics Management in E-Commerce

In e-commerce business, logistics management is a critical component. Unlike in other forms of business such as the
traditional form of retail, where the customer visits a shop and buys products, with e-commerce companies, customers
only visit a virtual platform, select the product, make a payment and receive the product at the given delivery address.
Consequently, in such cases, logistics is the key driver for e-commerce business to thrive.

The significance of logistics management in e-commerce is as follows:

1. Timely Delivery

Customers look forward to fast and efficient service as regards to delivery. Hence timely delivery is necessary for
customer’s satisfaction.

2. Inventory Management
Proper inventory management and control is very important as it helps companies to maintain stock without having too
much or too little product.

3. Cost Reduction
It reduces the cost of transportation and other activities associated with delivery.

4. Enhanced Customer Service
It makes for excellent customer experience by having tracking systems for deliveries, proper packaging, accurate
delivery and handling of return items.

5. Competitive Edge
Strong logistics systems are a competitive advantage for e-commerce companies in the competitive business
environment.

6. Business Growth
Proper logistics systems help in reaching customers in rural and urban areas, increasing the business reach.

C. Statement of the Problem

Effective logistics management is critical for e-commerce businesses. The key performance indicators for customers
are on-time delivery, real-time updates on order tracking, secure packaging, and easy returns. The problem, though, is
that Uran is facing transportation delays, bad infrastructure, increasing fuel prices, warehouse congestion, and heavy
traffic.

Although e-commerce is growing, there is not much published work on logistics management in Uran. This study,
therefore, aims to identify the logistics management techniques used by e-commerce companies and the problems that
they are facing in their logistics operations in terms of operational efficiency and customer service..
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II. OBJECTIVES OF THE STUDY
1. To study logistics management practices adopted by e-commerce companies in Uran.

2. To analyze the challenges faced by e-commerce logistics companies.

3. To examine the impact of logistics management on customer satisfaction.

4. To identify the importance of warehouse and transportation management in e-commerce operations.
5. To provide suggestions for improving logistics efficiency in Uran.

III. HYPOTHESES OF THE STUDY
H1: Effective logistics management positively impacts customer satisfaction.

HO: Effective logistics management does not significantly impact customer satisfaction.
H2: Timely delivery services increase customer trust and repeat purchases.
H3: Efficient warehouse management improves operational performance of e-commerce companies.

IV. SCOPE OF THE STUDY
The study focuses on logistics management practices adopted by e-commerce companies operating in Uran. It includes
delivery services, warehousing, inventory management, transportation, packaging, and customer service activities. The
study mainly considers customers using online shopping platforms and logistics service providers in the Uran region.

V. SIGNIFICANCE OF THE STUDY
The study is important for the following reasons:
1. Tt helps understand logistics practices in the growing e-commerce sector.

2. It provides insights into challenges faced by logistics service providers.

3. It assists companies in improving customer satisfaction.

4. Tt contributes to academic research in logistics and supply chain management.
5. It helps policymakers improve logistics infrastructure in Uran.

VI. RESEARCH METHODOLOGY
Research Design
The present study is descriptive and analytical in nature.

Sources of Data
1. Primary Data
Primary data was collected through questionnaires and interviews with online shoppers and logistics personnel in Uran.

2. Secondary Data
Secondary data was collected from:
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e Research journals
e Books

e  Company reports
e Websites

e Articles

e Newspapers

Sampling Method
Convenience sampling method was used for selecting respondents.

Sample Size
A sample of 100 respondents was selected from Uran.

Tools for Data Analysis

The collected data was analyzed using:
e Percentage analysis
e Tables

VII. REVIEW OF LITERATURE
Christopher (2016)
Christopher explained that logistics management is an integral part of supply chain management. According to the
author, efficient logistics systems improve customer service, reduce delivery costs, and enhance organizational
performance.

Chopra and Meindl (2019)

The authors emphasized that transportation and inventory management are critical components of supply chain
efficiency. They observed that e-commerce companies require highly responsive logistics systems to meet customer
expectations.

Kaur and Singh (2020)
The researchers studied customer satisfaction in e-commerce logistics and found that timely delivery and order tracking
significantly influence customer trust and loyalty.

Sharma (2021)
Sharma identified major challenges in Indian e-commerce logistics, including poor infrastructure, traffic congestion,
rising fuel costs, and inefficient warehouse systems.

Patel (2022)
Patel focused on warehouse automation and technological innovation in logistics management. The study highlighted
the importance of automated inventory systems, robotics, and digital tracking technologies.
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Gupta and Verma (2023)

The study observed that last-mile delivery remains one of the most expensive and challenging components of e-
commerce logistics operations.

The review of literature indicates that logistics management plays an important role in customer satisfaction and
business efficiency. However, regional studies focusing on Uran are limited.

VIII. LOGISTICS MANAGEMENT PRACTICES IN E-COMMERCE

1 Transportation Management
Transportation management is one of the most important logistics activities in e-commerce operations. It involves
movement of products from warehouses to customers through various transportation modes.
E-commerce companies use:

e Delivery bikes

e Vans

e  Trucks

e  Courier services

e  Third-party logistics providers

Importance of Transportation Management
e  Faster product delivery
e Reduced transportation cost
e  Better customer service
o Efficient route optimization
e Improved supply chain coordination

2 Warehouse Management
Warehouses play a vital role in storing products before delivery. Efficient warehouse management improves order
processing and inventory control.
Functions of Warehouses
1. Product storage
Inventory management
Packaging and labeling
Order processing
Dispatch management

nohk W

Benefits of Efficient Warehouse Management
e  Faster order fulfillment
e Reduced product damage
e  Better space utilization
e Improved inventory accuracy

3 Inventory Management
Inventory management ensures availability of products when customers place orders.

Objectives of Inventory Management
e Avoid stock shortages
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Reduce storage costs
Improve order fulfillment
Maintain optimum inventory levels

Many companies use automated inventory systems for real-time stock monitoring.

4 Packaging Management
Packaging protects products during transportation and improves customer experience.
Importance of Packaging

Prevents product damage
Enhances brand image
Improves customer satisfaction
Reduces return rates

5 Last-Mile Delivery
Last-mile delivery refers to the final stage of product delivery from the warehouse or distribution center to the
customer.

Challenges in Last-Mile Delivery

Traffic congestion
Incorrect addresses
Delayed deliveries

High delivery costs
Weather-related disruptions

IX. CHALLENGES FACED BY E-COMMERCE LOGISTICS COMPANIES IN URAN

The e-commerce boom has significantly elevated the role of logistics in Uran. From moving goods, storing them,
packaging items, handling stock, to getting them to the end customers, the logistics companies perform all these
activities. While the e-commerce industry offers significant potential, the logistics service providers of Uran have to
tackle some operational problems affecting their performance levels and their clients. Below are some of the main
hurdles that e-commerce logistics companies have to deal with in Uran.

1. Infrastructure

In order to have a good and efficient logistics business, an adequate and strong infrastructure is essential. The logistics
companies in Uran have to deal with inadequate infrastructure such as roads, and transportation in certain areas. Poor
infrastructure is seen in the form of bad roads, narrow streets that are also prone to water logging in the rainy seasons
making logistics operations difficult and affecting transportation and delivery systems. These situations contribute to
increased turnaround time for deliveries as well as transportation costs. Also, inadequate storage facilities affect the
logistics operations by impacting inventory and order processing.

Consequences of inadequate Infrastructure:
- Product deliveries taking longer than expected,

- Wastage of fuel during transit;

- The cost of repairing vehicles goes up as a result;

- Damage to goods while in transit;
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- Inefficiencies that occur in the course of operation

To enable smooth functioning of logistics activities in areas like Uran, there is a need to build better roads, transport
systems and storage areas.

2. Traffic Jam

Another obstacle for the logistics companies in Uran and other adjacent areas is the problem of gridlock. The high
volume of goods movement caused by truck movements, private cars, and industrial transport causes gridlocks often.
Gridlocks affect delivery operations by causing delays in them, as also increase fuel costs. Because of the long period
spent waiting at some points during transit, the delivery boys are often unable to deliver products within the stipulated
time.

Impact of Traffic Jam:
- Delayed Delivery;

- Fuel costs increase;

- Productivity drops;

- Dissatisfaction among customers;

- Cost of operating increases

To mitigate this, the logistics companies use GPS devices and route planning software.

3. Rise in Fuel Prices

Fuel is one of the major costs involved in logistics. As the prices of petrol and diesel go up, so do the costs associated
with transportation of goods by logistics companies. Due to higher fuel prices, transportation costs will also go up

thereby impacting the bottom line of the firm. Small logistics companies are more vulnerable as they lack the necessary
capital base to cushion the effects.

Effect of fuel price hike:
- Costs of transportation increases;

- Cost of delivery to customers increases;
- Profitability declines;
- Cost of running the firm increases.

To cut down the consumption of fuels, various firms are using electric vehicles and the use of efficient route-planning
programs.

4. Shortage of Human Resource

Logistics is an industry that requires manpower for the different activities in the industry such as storage, packing,
transportation and delivery. However, logistics companies in Uran face the problem of skilled manpower. There are a
number of reasons behind the high turnover of employees including long hours of work, strenuous physical work, and
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stress that characterizes the delivery process. In addition, the delivery and storage process efficiency is hampered by a
lack of skilled workers.

Effects of the shortage of skilled manpower:
- The problem of delayed delivery;

- The strain on employees is increased;
- Efficiency of work goes down;
- Higher expenditure on hiring and training personnel;

By improving salaries and benefits, and establishing training programs, firms can alleviate this problem.

5. Challenges of Handling Returned Products

It is quite common with businesses in the e-commerce industry to handle returns. The customers could make a request
to return the products because of damaged products, wrong products received, wrong size or even if they were not
satisfied with the products. It is quite a tedious task to manage returns because it involves additional shipping costs,
checking of products, storage, and refund processing. Reverse logistics also makes the process more complex and
increases its cost.

Obstacles to Managing Returns:
- Transport costs increase

- Challenges in managing inventory

- Problems with handling customer refund requests
- Requires additional warehouse space

- Expenses in terms of labor

A well-designed return system and product packaging should reduce the number of products returned and hence the
challenges associated with this activity.

6. Competition

e-Commerce business environment is highly competitive. A large number of logistics companies and even other e-
commerce businesses are a huge competition for the logistics business of e-commerce. The customers also expect
delivery at a faster rate, at a reduced delivery charge, and better quality of service. To stay in the market, logistics
business must improve its logistics delivery system regularly.

Impact of Competition:
-Pressure to deliver the product faster.

-Lower profits margin.

-Increased investment on new technologies.
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-Higher expectation to serve the customer in a better way.
In order to survive the competition, the logistics companies should invest on better and modern technology that can

help to deliver the customer orders on the time, improve delivery service for the customer, and provide better quality
service to keep them satisfied.

X. DATA ANALYSIS AND INTERPRETATION

Interpretation:

Table 1: Frequency of Online Shopping

Frequency Respondents | Percentage
Weekly 40 40%
Monthly 35 35%
Occasionally | 25 25%

The majority of respondents shop online weekly, indicating increasing dependence on e-commerce platforms.

Table 2: Customer Satisfaction with Delivery Speed

Response Respondents | Percentage
Highly Satisfied | 30 30%
Satisfied 45 45%
Neutral 15 15%
Dissatisfied 10 10%

Interpretation:
Most respondents are satisfied with delivery speed, showing the importance of efficient logistics operations.
Table 3: Problems Faced During Online Shopping

Problems Respondents | Percentage
Delivery Delay 40 40%
Damaged Product | 20 20%
Tracking Issues 25 25%
Return Issues 15 15%

Interpretation:
Delivery delays are the most common problem faced by online shoppers.

XI. FINDINGS OF THE STUDY
1. E-commerce activities are increasing rapidly in Uran.

Timely delivery significantly affects customer satisfaction.

Tracking systems improve customer trust and transparency.

Traffic congestion and poor infrastructure are major logistics challenges.
Warehouse management plays an important role in order fulfillment.
Efficient logistics management increases repeat purchases.

Last-mile delivery remains a major operational challenge.

® Ny kWb

Technology improves logistics efficiency and inventory management.
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XII. SUGGESTIONS
E-commerce companies should adopt advanced tracking technologies.

Warehouse automation should be implemented for faster order processing.
Delivery routes should be optimized to reduce transportation costs.
Government should improve road and transportation infrastructure in Uran.
Companies should increase delivery personnel during peak seasons.

Better customer communication systems should be introduced.

Companies should use environmentally sustainable logistics practices.

XIII. CONCLUSION

Logistics management plays a vital role in the success of e-commerce companies. Efficient logistics systems improve
customer satisfaction, operational efficiency, and profitability. The Uran region has emerged as an important logistics

hub due

to its strategic location near JNPT and Navi Mumbai. The study found that transportation management,

warehouse operations, tracking systems, and timely delivery significantly influence customer satisfaction.

However, logistics companies face several challenges such as traffic congestion, rising fuel costs, infrastructure
limitations, and delivery delays. Technological advancement, warehouse automation, and better transportation planning
can improve logistics efficiency. The study concludes that effective logistics management is essential for the
sustainable growth of e-commerce companies in Uran.

w

NNk

Copyrig

www.ijarsct.co.in

REFERENCES
Christopher, M. (2016). Logistics and Supply Chain Management. Pearson Education.
Chopra, S., & Meindl, P. (2019). Supply Chain Management: Strategy, Planning, and Operation. Pearson.
Kaur, H., & Singh, R. (2020). Customer Satisfaction in E-Commerce Logistics. International Journal of
Management Studies.
Sharma, P. (2021). Challenges in Indian E-Commerce Logistics. Journal of Commerce and Business Studies.
Patel, A. (2022). Warehouse Automation and E-Commerce Growth. Indian Journal of Logistics Management.
Gupta, S. (2020). Role of Transportation in E-Commerce Industry. Business Research Review.
Government of India Reports on Logistics and Infrastructure.
Various company websites and annual reports.

ht to IJARSCT [w] 51

'I;:!H'E DOI: 10.48175/IJARSCT-35608

[ 2581-0429 |3

&\ IJARSCT /¥
R <




