References

Aero Freight & Logistics WLL. (2018). MIS Reports.

Aero Freight & Logistics WLL. (2018). Meeting Minutes.
Aero Freight & Logistics WLL. (2018). Sales Records.
Aero Freight & Logistics WLL. (2021). MIS Reports.

Aero Freight & Logistics WLL. (2021). Meeting Minutes.
Aero Freight & Logistics WLL. (2021). Sales Records.
Aero Freight & Logistics WLL. (2022). Vendor Agreements.

Armstrong & Associates. (2022, August 15). A&A’s top 25 global freight forwarders list

ranked by 2021 gross logistics revenue/turnover. https://www.3plogistics.com/3pl-

market-info-resources/3pl-market-information/aas-top-25-global-freight-forwarders-

list/

Bajec, P., Tuljak-Suban, D. & Krmac, E. (2015). Do ISO standards favour logistics provider
efficiency, competitiveness and sustainability? A Slovenian perspective. The
International Journal of Logistics Management, 26(2). 275-295.
https://doi.org/10.1108/1JL.M-01-2013-0006

Berman, J. (2017, May 24). Armstrong report points to continued increase in 3PL usage by
shippers. Logistics Management.

https.://www.logisticsmgmt.com/article/armstrong_report_points_to_continued_incre

ase in 3pl usage by shippers

Bernal, S. M. H., Burr, C., & Johnsen, R.E. (2002). Competitor networks: international
competitiveness through collaboration: The case of small freight forwarders in the

High-Tech Forwarder Network. International Journal of Entrepreneurial Behavior &

Research, 8(5). 239-253. https://doi.org/10.1108/13552550210448348

90



Berraies, S., Chtioui, R., & Chaher, M. (2019). Customer-contact employees’ empowerment
and customer performance: The CRM effectiveness as a mediator. International
Journal of Productivity and Performance Management, 69(9). 1833-1859.
https://doi.org/10.1108/IJPPM-07-2017-0169

Blomeyer, J. (2006). Air cargo revenue management.
https://pure.uvt.nl/ws/portalfiles/portal/29379793/Air Cargo Revenue Management.
pdf

Bouchette, H., Achoui, M., Saki, Z., & Kabbaj, S. (2018). Analysis of the Logistics Service
Provider/principal relationship: In the light of innovation as a LSP strategy. In D.
Tipuri¢, & Labas, D. (Eds.), 6th International OFEL Conference on Governance,
Management and Entrepreneurship. New Business Models and Institutional
Entrepreneurs: Leading Disruptive Change (pp.269-287). Dubrovnik, Croatia:

Governance Research and Development Centre.

Breidbach, C.F., & Brodie, R.J. (2017). Engagement platforms in the sharing economy:
Conceptual foundations and research directions. Journal of Service Theory and

Practice, 27(4). 761-777. https://doi.org/10.1108/JSTP-04-2016-0071

Brynjolfsson, E., & McAfee, A. (2017, July). Artificial intelligence for real. Harvard

Business Review, 1, 1-31

Chew, E.-P., Huang, H.-C., Johnson, E. L., Nemhauser, G.L., Sokol, J. S., & Leong, C. -H.
(2006). Short-term booking of air cargo space. European Journal of Operational
Research, 174(3), 1979-1990. https://doi.org/10.1016/j.ejor.2005.05.011

Delpechitre, D., Black, H.G., & Farrish, J. (2019). The dark side of technology: examining
the impact of technology overload on salespeople. Journal of Business & Industrial

Marketing, 34(2). 317-337. https://doi.org/10.1108/JBIM-03-2017-0057

91



Fried, B. (2017, April 4). Automation cannot replace forwarder specialization. Air Cargo

World. https://aircargoworld.com/news/technology/automation-cannot-replace-

forwarder-specialization/

Gao, L., Li, G., Tsai, F., Gao, C., Zhu, M., & Qu, X. (2022). The impact of artificial
intelligence stimuli on customer engagement and value co-creation: the moderating

role of customer ability readiness. Journal of Research in Interactive Marketing.

Advance online publication. https://doi.org/10.1108/JRIM-10-2021-0260

Gaudenzi, B., Confente, 1., & Russo, I. (2021). Logistics service quality and customer
satisfaction in B2B relationships: a qualitative comparative analysis approach. The

TOM Journal, 33(1), 125-140. https://doi.org/10.1108/TQM-04-2020-0088

Gruchmann, T., Melkonyan, A., & Krumme, K. (2018). Logistics Business Transformation
for Sustainability: Assessing the Role of the Lead Sustainability Service Provider

(6PL). Logistics 2(4), 25. https://doi.org/10.3390/logistics2040025

Guillet, B. D., & Shi, X. (2019). Can revenue management be integrated with customer

relationship management? International Journal of Contemporary Hospitality

Management, 31(2), 978-997. https://doi.org/10.1108/IJCHM-01-2018-0039

He, W., Leung, L.C., Hui, Y.V., & Chen, G. (2018). An air freight forwarder’s resource
planning and revenue management. Journal of the Operational Research Society,

70(2), 294-309. https://doi.org/10.1080/01605682.2018.1434404

Hedlund, C., Stenmark, P., Noaksson, E., & Lilja, J. (2020), More value from fewer
resources: how to expand value stream mapping with ideas from circular economy.
International Journal of Quality and Service Sciences, 12(4). 447-459.
https://doi.org/10.1108/1JQSS-05-2019-0070

92



Hellermann, R., Huchzermeier, A., & Spinler, S. (2013). Options contracts with overbooking
in the air cargo industry. Decision Sciences, 44(2), 297-327.
https://doi.org/10.1111/deci.12008

International Chamber of Commerce. (2020). Incoterms 2020.

Islam, R., Ahmed, S., Rahman, M. & Al Asheq, A. (2021). Determinants of service quality
and its effect on customer satisfaction and loyalty: an empirical study of private
banking sector. The TOM Journal, 33 (6). 1163-1182. https://doi.org/10.1108/TQM-
05-2020-0119

Joo, S., Min, H., & Smith, C. (2017). Benchmarking freight rates and procuring cost-
attractive transportation services. The International Journal of Logistics Management,

Vol. 28(1), 194-205. https://doi.org/10.1108/IJLM-01-2015-0030

Kawa, A., & Swiatowiec-Szczepanska, J. (2021). "Logistics as a value in e-commerce and its
influence on satisfaction in industries: a multilevel analysis. Journal of Business &

Industrial Marketing, 36(13), 220-235. https://doi.org/10.1108/JBIM-09-2020-0429

Kevin, W., Michael, W., & Adam, B. (2021). Dynamic offer generation in airline revenue
management .Journal of Revenue & Pricing Management, 20(6), 654-668.
https://doi.org/10.1057/s41272-021-00349-4

Knowler, G. (2021, March 5). Lower-value freight bumped off planes by high-margin cargo.

JOC Online. https://www.joc.com/air-cargo/lower-value-freight-bumped-planes-high-

margin-careo 20210305.html

Kosmol, T., Reimann, F., & Kaufmann, L. (2018). Co-alignment of supplier quality
management practices and cognitive maps — a neo-configurational perspective.
Journal of Purchasing and Supply Management, 24(1), 1-20.
https://doi.org/10.1016/j.pursup.2017.11.002

93



Krajewska, M.A., & Kopfer, H. (2006). Collaborating freight forwarding enterprises. OR
Spectrum, 28(3), 301-317. https://doi.org/10.1007/s00291-005-0031-2

Kumar, M., & Misra, M. (2021). Evaluating the effects of CRM practices on organizational
learning, its antecedents and level of customer satisfaction. Journal of Business &

Industrial Marketing, 36 (1), 164-176. https://doi.org/10.1108/JBIM-11-2019-0502

Lardon-Lopez, M.E., Martin-Rojas, R., & Garcia-Morales, V.J. (2022). Social media
technologies: a waste of time or a good way to learn and improve technological

competences?. Journal of Knowledge Management, 26 (11), 348-377.
https://doi.org/10.1108/JKM-02-2022-0130

Leavy, B. (2019). Value innovation and how to successfully incubate “blue ocean”
initiatives. Strategy & Leadership, 46 (3) 10-20. https://doi.org/10.1108/SL-02-2018-
0020

Ledro, C., Nosella, A., & Vinelli, A. (2022). Artificial intelligence in customer relationship
management: literature review and future research directions. Journal of Business &

Industrial Marketing, 37(13), 48-63. https://doi.org/10.1108/JBIM-07-2021-0332

Leischnig, A., Kasper-Brauer, K., & Thornton, S.C. (2018). Spotlight on customization: An
analysis of necessity and sufficiency in services. Journal of Business Research, 8§9(2),

385-390. https://doi.org/10.1016/.jbusres.2017.12.038

Leung, D., & Tsou, M. (2019). The impact of incentive framing format and language
congruency on readers’ post-reading responses to email advertisements. International
Journal of Contemporary Hospitality Management, 31(8), 3037-3057.
https://doi.org/10.1108/IJCHM-06-2018-0514

Leung, L.C.. Chen, G., Hui, Y.V., & He, W. (2016). An Airfreight Forwarder’s Shipment
Bidding and Logistics Planning. Transportation Science, 50(1), 275-287.
https://doi.org/10.1287/trsc.2015.0604

94



Leung, L.C., Hui, Y.V., Gang Chen, G., & Wong, W. H. (2017). Aggregate—disaggregate
approach to an airfreight forwarder’s planning under uncertainty: A case study.
Journal of the Operational Research Society, 68(6), 695-710.
https://doi.org/10.1057/s41274-016-0124-0

Li, Y., Li, G, Tayi, G.K., & Cheng, T.C.E. (2021). Return shipping insurance: Free versus
for-a-fee?. International Journal of Production Economics, 235.

https://doi.org/10.1016/j.1jpe.2021.108110

Li, Z., Bookbinder, J.H., & Elhedhli, S. (2012). Optimal shipment decisions for an airfreight
forwarder: Formulation and solution methods. Transportation Research Part C,

21(1), 17-30. https://doi.org/10.1016/].trc.2011.08.001

Lilien, G.L. (2016). The B2B knowledge gap. International Journal of Research in
Marketing, 33(3), 543-556. https://doi.org/10.1016/j.ijresmar.2016.01.003

Liozu, S.M., & Hinterhuber, A. (2022). Pricing and CEOs: why top executives need to get
involved. Journal of Business Strategy, 43(5), 283-290. https://doi.org/10.1108/IBS-
02-2021-0024

Ma, B., Li, X., & Zhang, L. (2018). The effects of loyalty programs in services — a double-
edged sword?. Journal of Services Marketing, 32(3). 300-310.
https://doi.org/10.1108/JSM-06-2016-0227

Marino, V., & Lo Presti, L. (2018). Engagement, satisfaction and customer behavior-based
CRM performance: An empirical study of mobile instant messaging. Journal of
Service Theory and Practice, 28(5). 682-707. https://doi.org/10.1108/JSTP-11-2017-
0222

Markides, V. and Holweg, M. (2006), On the diversification of international freight
forwarders: A UK perspective. International Journal of Physical Distribution &

Logistics Management, 36(5), 336-359. https://doi.org/10.1108/09600030610676231

95



Mohanty, R.P. (2012). Understanding service quality. Production Planning and Control,
24(12), 1-16. https://dx.doi.org/10.1080/09537287.2011.643929

Monk, D. & Ryding, D. (2007). Service quality and training: a pilot study. British Food
Journal, 109(8). 627-636. https://doi.org/10.1108/00070700710772417

Moussawi-Haidar, L., Nasr, W., & Jalloul, M. (2021). Standardized cargo network revenue
management with dual channels under stochastic and time-dependent demand.
European Journal of Operational Research, 295(1), 275-291.
https://doi.org/10.1016/j.ejor.2021.02.046

Murphy, P.R., & Daley, J.M. (2001). Profiling international freight forwarders: an update.
International Journal of Physical Distribution & Logistics Management, 31(3), 152-
168. https://doi.org/10.1108/09600030110389433

Nelson, C.A., Walsh, M.F., & Cui, A.P. (2020). The role of analytical CRM on salesperson
use of competitive intelligence. Journal of Business & Industrial Marketing, 35(12),

2127-2137. https://doi.org/10.1108/JBIM-07-2019-0328

Noori-daryan, M., Taleizadeh, A.A., & Govindan, K. (2017). Joint replenishment and pricing
decisions with different freight modes considerations for a supply chain under a
composite incentive contract. Journal of the Operational Research Society, 69(6),

876-894. https://doi.org/10.1057/s41274-017-0270-z

Odoo. (n.d.). https://www.odoo.com/pricing-plan

Oh, J., & Ma, J. (2018). Multi-stage expectation-confirmation framework for salespeople
expectation management. Journal of Business & Industrial Marketing, 33(8). 1165-
1175. https://doi.org/10.1108/JBIM-01-2018-0027

Peng, X., Prybutok, V.R., & Xie, H. (2020). Integration of supply chain management and

quality management within a quality focused organizational framework. International

96



Journal of Production Research, 58(2). 448-466.
https://doi.org/10.1080/00207543.2019.1593548

Quach, S., Shao, W., Ross, M., & Thaichon, P. (2020). Customer engagement and co-created
value in social media. Marketing Intelligence & Planning, 38(6). 730-744.
https://doi.org/10.1108/MIP-04-2019-0218

Rafiki, A., Hidayat, S.E., & Razzaq, D. A. A. (2019). CRM and organizational performance:
A survey on telecommunication companies in Kuwait. International Journal of

Organizational Analysis, 27(1), 187-205. https://doi.org/10.1108/1IJOA-11-2017-1276

Rahimi, R. (2017). Customer relationship management (people, process and technology) and
organisational culture in hotels: Which traits matter?. International Journal of
Contemporary Hospitality Management, 29(5). 1380-1402.
https://doi.org/10.1108/IJCHM-10-2015-0617

Rai, A., Ghosh, P., & Dutta, T. (2019). Total rewards to enhance employees’ intention to
stay: does perception of justice play any role?. Evidence-based HRM, 7(3). 262-280.
https://doi.org/10.1108/EBHRM-07-2018-0045

Reynolds-Feighan, A.J. (2017). Air-Freight Logistics. In A.M. Brewer, K.J. Button & D.A.
Hensher (Eds.), Handbook of logistics and supply-chain management (Vol. 2, pp.
341-438). Emerald Group Publishing Limited.
https://doi.org/10.1108/9780080435930-028

Sahay, B.S., & Mohan, R. (2006). 3PL practices: an Indian perspective. International
Journal of Physical Distribution & Logistics Management, 36(9), 666-689.
https://doi.org/10.1108/09600030610710845

Siengthai, S., & Pila-Ngarm, P. (2016). The interaction effect of job redesign and job
satisfaction on employee performance. Evidence-based HRM, 4(2). 162-180.
https://doi.org/10.1108/EBHRM-01-2015-0001

97



Stetz, T.A., Button, S.B., & Scott, D.W. (2011). Creating occupational groups using visual job
classification. Management Research Review, 34(3). 294-310.
https://doi.org/10.1108/01409171111116312

Tamannaei, M., Zarei, H., & Aminzadegan, S. (2021). A game-theoretic approach to the
freight transportation pricing problem in the presence of intermodal service providers
in a competitive market. Networks and Spatial Economics, 21(1), 123-173.
https://doi.org/10.1007/s11067-020-09511-8

The World Bank. (n.d.). GDP per capita, PPP (current international $) — Qatar.
https://data.worldbank.org/indicator/NY.GDP.PCAP.PP.CD?end=2021&locations=Q
A&most recent value desc=true&start=2012

Vinod, B. (2022). Airline revenue planning and the COVID-19 pandemic. Journal of
Tourism Futures, 8(2), 245-253. https://doi.org/10.1108/JTF-02-2021-0055

Vouzas, F., & Katsogianni, T. (2018). TQM implementation in 3PL organisations vs
organisations with in-house logistics department: A literature review. The TOM

Journal, 30(6), 749-763. https://doi.org/10.1108/TQM-10-2017-0115

Wang, X. L., & Bowie, D. (2009). Revenue Management: the impact on business-to-business
relationships. Journal of Service Marketing, 23(1), 31-41.
https://doi.org/10.1108/08876040910933075

Wetzel, H.A., Hammerschmidt, M., & Zablah, A.R. (2014). Gratitude versus entitlement: a
dual process model of the profitability implications of customer prioritization.

Journal of Marketing, 78(2), 1-9. https://doi.org/10.1509/jm.12.0167

World Integrated Trade Solution. (n.d.). Qatar Trade Summary 2019 Data.
https://wits.worldbank.org/CountryProfile/en/Country/QAT/Y ear/LTST/Summary

98



Yerpude, S., & Singhal, T.K. (2021). “Custolytics”: Internet of Things based customer
analytics aiding customer engagement strategy in emerging markets — empirical
research. International Journal of Emerging Markets, 16(1). 92-112.
https://doi.org/10.1108/IJOEM-05-2018-0250

Zeng, A.Z., & Rossetti, C. (2003). Developing a framework for evaluating the logistics costs
in global sourcing processes: An implementation and insights. International Journal
of Physical Distribution & Logistics Management, 33(9). 785-803.
https://doi.org/10.1108/09600030310503334

Zhang, X. & Schramm, H.-J. (2020). Assessing the market niche of Eurasian rail freight in
the belt and road era. The International Journal of Logistics Management, 31(4). 729-
751. https://doi.org/10.1108/1JL.M-12-2019-0351

99



