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Abstract- This study investigates the efficiency of logistics processes and the level of customer satisfaction at
Shakthi Knitting Pvt. Ltd. A quantitative approach using structured questionnaires was employed to gather data
from stakeholders. The findings reveal a positive correlation between efficient logistics management and customer
satisfaction. However, specific areas such as delivery timelines, product quality consistency, and communication

responsiveness were identified as needing improvement.
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l. INTRODUCTION aspects of their interaction with Shakthi Knitting Pvt
Ltd.

Order processing 1. FINDINGS
Order processing is a critical function within any
business that involves the receipt, handling, and Hijgh Overall Satisfaction:

fulfillment of customer orders. It encompasses A majority of respondents (over 60%) reported
several stages, from the initial acceptance of an satisfaction with the company's services. Customers
order to its final delivery. Efficient order processing particularly appreciated the product quality and

is essential for maintaining operational efficiency professionalism of staff, which were consistently
and ensuring that customers receive their products rated high.

promptly and in good condition.

Logistics Efficiency Is a Core Strength:
Il. OBJECTIVES OF THE STUDY The logistics process received favorable evaluations,

particularly in inventory management and order

To evaluate the efficiency and effectiveness of the accuracy. These operational strengths contributed
current order processing system at Shakthi Knitting t0 an effective supply chain and enhanced customer
Pvt Ltd. To assess the effectiveness of the current trust.

packing processes and their impact on the integrity

of the products during transit. To measure the level Gaps in Delivery Timeliness:

of customer satisfaction with the order fulfillment Despite general satisfaction, about 25% of
process (including order processing and packing) at respondents expressed concerns about inconsistent
Shakthi Knitting Pvt Ltd. To explore the perceptions delivery timelines. These delays were attributed to
and experiences of employees involved in order POOr coordination between departments and
processing and packing. To understand customer Unanticipated transportation bottlenecks

perspectives on the order processing and packing
Communication Needs Enhancement:

© 2025 Kadali Devi Sindhuja. This is an Open Access article distributed under the terms of the Creative Commons Attribution License
(http://creativecommons.org/licenses/by/4.0), which permits unrestricted use, distribution, and reproduction in any medium,
provided the original work is properly credited.




Kadali Devi Sindhuja. International Journal of Science, Engineering and Technology,

2025, 13:3

The study found that customer support and
feedback responsiveness were weak spots. Many
customers indicated delays in responses to queries
and complaints, signaling a need for better
communication infrastructure and CRM integration.

Importance of Logistics-Customer Satisfaction
Link:

Statistical analysis supports a moderate to strong
correlation  between logistics efficiency and
customer satisfaction. Efficient logistics not only
improves product delivery but also positively
influences customer perceptions and loyalty.

IV. CONCLUSION

This study provides critical insights into the
interplay between logistics functions—specifically
order processing and packing—and customer
satisfaction at Shakthi Knitting Pvt Ltd. The research
reveals that while customers generally express
satisfaction with product quality and the
professionalism of service, notable gaps persist in
communication, order accuracy, and timely delivery.
These deficiencies affect the overall customer
experience and present risks to customer retention
and brand perception.

Statistical analyses, including chi-square and
correlation  tests, demonstrate a significant
relationship  between delivery efficiency and

packaging quality, as well as between ease of
ordering and  service  perception.  These
relationships affirm that operational logistics are
not isolated back-end functions but core drivers of
customer  satisfaction.  Additionally, feedback
suggests that technological enhancements in real-
time tracking, packaging improvements, and
streamlined communication can substantially
elevate customer experiences.

The study concludes that for Shakthi Knitting to
remain competitive in the dynamic textile and
apparel sector, a strategic focus on refining logistics
operations is essential. This includes adopting
automation in order processing, implementing
sustainable and durable packaging solutions, and
enhancing customer interaction channels. These

improvements will not only strengthen operational
efficiency but also foster deeper customer loyalty
and long-term business growth.
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