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Structural p P-value | [Conf. Interval %95]
equation model

L1--—--1.2 1.174673 0.000 9131499 | 1.436197
L2--—--L3 8916625 0.000 .7301563 | 1.053169
L1----varl 2.425806 0.000 2.244364 | 2.607249
L1----var2 1.188455 0.000 924353 1.452557
L1----var3 1.197226 0.000 9213656 | 1.473087
L1----var4 1.198835 0.000 9340774 | 1.463592
L2----var5 2.612903 0.000 2.444781 | 2.781025
L2----var6 .8666094 0.000 7164221 | 1.016797
L2----var7 .83466 0.000 .6882797 | .9810402
L2--—-var8 7985167 0.000 .6540104 | .9430229
L2----var9 9559717 0.000 .7908709 | 1.121072
L3----varl( 2.483871 0.000 2.31295 2.654792
L3----varll 1.013201 0.000 .8458835 | 1.180518
L3--—-varl2 1.059961 0.000 8926994 | 1.227222
L3----varl3 .7995313 0.000 .6163392 | .9827235
L3----varl4 .7056803 0.000 5455067 .865854
L3----varl5 9352203 0.000 .7733399 | 1.097101
L1--12--—-13 | 1.033168 0.000 .821653 1.244683
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The Effect of Reverse Logistics on Customer Satisfaction
through the Mediating Role of Mental Image an Application on
the KAPCI COATING Company in Port Said.

Abstract

The Effect of Reverse Logistics on Customer Satisfaction through the Mediating
Role of Mental Image when Applied to the KAPCI COATING Company in Port
Said. The study aims to identify the effect of reverse logistics on customer
satisfaction through the mediating role of mental image by applying it to the
KAPCI COATING Factory. This was done by researching a group of previous
literature and studies, and using the descriptive analytical method on a sample
that included the entire community. The study group covered categories of all the
company's clients, both local and international. The study included the entire
community, that is, all customers, Statistical analyzes were conducted using the
statistical packages SPSS (24) and Stata (15), hence a set of hypotheses were
developed. Moreover, multiple tests were run to check the validity of these
hypotheses. The study resulted in the following findings: There are no significant
differences between the respondents’ answers due to the nature of the customer
(whether international or local). In addition, the main variable, i.e. the reverse
logistics, in its current state, has greatly satisfied the customers of KAPCI
COATING Company (the application site). The role of mental image as a
mediating variable was a partial mediator in the effect of reverse logistics on
customer satisfaction, and it was positive and indicative of this effect. At last, it
can be declared that the management of reverse logistics at KAPCI COATING
Company is efficient, yet the company must keep pace with the development
taking place in this field to have a greater orientation towards customer
satisfaction and continuous improvement of the company’s mental image. The
researchers recommend that more research should be conducted to study the
impact of technology, such as automation, artificial intelligence, and blockchain,
on reverse logistics services and customer satisfaction.

Keywords: reverse logistics, organizational image, and customer satisfaction.
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