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Abstract- The construction sector is increasingly challenged
to minimize environmental harm, preserve natural resources,
and address the growing accumulation of industrial and
construction waste. Sustainable Building Structure Using
Industrial Waste, Recycling and Reuse of Construction
Material examines the potential of incorporating materials
like fly ash, slag, silica fume, and construction and demolition
waste as eco-friendly replacements for traditional building
materials. The study focuses on evaluating their physical
characteristics, structural behavior, and long-term durability
to determine their effectiveness in practical construction
applications. Also, by encouraging recycling and reuse, this
project seeks to reliance on natural aggregates, and advance
circular economy principles within the industry. It also
analyses the economic advantages, including lower material
costs, reduced landfill disposal, and improved waste
management practices. The results indicate that recycled
waste materials can achieve reliable structural performance
while offering notable environmental and financial benefits.
Overall, the study shows that the use of industrial and
construction waste in building systems is a viable strategy for
promoting sustainable infrastructure and ensuring more
responsible utilization of available resources. Experimental
testing was carried out to evaluate compressive strength,
durability, and material performance of waste-incorporated
concrete mixes.
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1. INTRODUCTION

International trade is a key driver of economic
growth, and the efficiency of import—-export logistics plays a
crucial role in ensuring the smooth movement of goods across
borders. Among various logistics operations, customs
clearance is a critical and time-sensitive process, where delays
often result in service failures. Such delays arise due to
documentation errors, regulatory non-compliance, inspection
procedures, and system-related challenges. Customs clearance
delays increase operational costs, disrupt delivery schedules,
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and negatively affect customer satisfaction. Despite the
adoption of digital initiatives and trade facilitation measures,
customs-related delays continue to persist, particularly in
developing economies. Therefore, this study examines
customs clearance delays as a major service failure in import—
export logistics and proposes practical solutions to enhance
service efficiency and customer satisfaction.

OBJECTIVES OF THE STUDY

1. To analyse warehouse management and material
handling practices using primary and secondary data.

2. To examine inventory control, storage systems, and
material movement in warehouse operations.

3. To evaluate the impact of warehouse layout and
technology on operational efficiency.

4. To understand practical warehouse operations
through data collected from employees.

5. To suggest improvements to enhance warehouse
efficiency and performance

SCOPE OF THE STUDY:

The scope of this study focuses on analysing
warehouse management and material handling practices in the
manufacturing sector using both primary and secondary data.
The study examines key operational areas such as inventory
control, storage systems, warehouse layout, and material
movement within the warehouse. Primary data collected from
warehouse employees provide practical insights into real-time
operations, efficiency, and challenges, while secondary data
from journals, textbooks, and research articles provide
theoretical support and industry context. The study aims to
understand how effective warehouse management contributes
to improved operational efficiency, proper inventory control,
and smooth material flow. The findings of this study can help
organizations, students, and researchers understand warehouse
practices and identify areas for operational improvement

LIMITATION OF THE STUDY:
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This study is based on primary data collected from a
limited number of respondents within a specific warehouse
environment, which may not fully represent all manufacturing
organizations. The accuracy of the study depends on the
responses provided by employees, which may be influenced
by their experience and knowledge. Secondary data used in
the study are collected from available journals, books, and
publications, which may not reflect the exact current practices
of all organizations. The study mainly focuses on operational
aspects of warehouse management and material handling and
does not cover advanced technical systems or financial
analysis in detail. Time constraints and limited access to
confidential organizational data also restrict the depth of the
study

Il. REVIEW OF LITERATURE

The study published in the International Journal of
Logistics Management (2024) examines the impact of
warehouse management systems (WMS) on operational
efficiency. Using survey data and performance analysis, the
study finds that WMS improves inventory accuracy, reduces
processing time, and enhances overall warehouse productivity.
The study concludes that adopting digital warehouse systems
helps organizations improve efficiency and maintain better
control over inventory operations

The study published in the Journal of Supply Chain
Management (2023) analyses the role of warehouse layout and
storage systems in improving material handling efficiency.
Based on operational observations and data analysis, the study
finds that well-planned warehouse layouts reduce material
movement time and improve space utilization. The study
concludes that proper warehouse design plays a crucial role in
improving operational performance

The study published in the International Journal of
Production Research (2022) examines the relationship
between inventory management and warehouse performance.
Using statistical analysis and case study methods, the study
finds that effective inventory control reduces stock shortages,
prevents overstocking, and improves operational efficiency.
The study concludes that proper inventory management is
essential for smooth warehouse operations

The study published in the Journal of Operations
Management (2023)investigates the impact of material
handling equipment on warehouse productivity. Using
operational data and employee performance measures, the
study finds that modern material handling equipment reduces
manual effort, improves handling speed, and minimizes
product damage. The study concludes that investment in
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proper material
efficiency

handling systems enhances warehouse

The study published in the International Journal of
Recent Technology and Engineering (2024) examines the role
of technology integration in warehouse operations. Using case
studies and system performance evaluation, the study finds
that ERP systems and automation tools improve inventory
tracking, reduce operational errors, and enhance coordination
between departments. The study concludes that technology
adoption improves overall warehouse performance and supply
chain effectiveness

I11. THEORETICAL FRAMEWORK

CONCEPTUAL MODEL.:

.

| HandlingService Failures
Recovery Strategies Used

=

Independent variables Dependent variable

Types of service Failure

Communication

Effectiveness

Response Time to Failure

Employee Attitude

INTERPRETATION:

The conceptual model shows the relationship
between the independent variables and the dependent variable,
handling service failures. The independent variables include
types of service failure, communication effectiveness,
response time to failure, recovery strategies used, and
employee attitude. These factors influence how effectively an
organization  manages  service  failures. Effective
communication and quick response help reduce customer
dissatisfaction. Proper recovery strategies and positive
employee attitude improve service recovery outcomes.
Overall, these variables help organizations handle service
failures efficiently and improve customer satisfaction

RESEARCH DESIGN

This study adopts a descriptive research design to
examine the factors influencing the handling of service
failures. The research is based on both primary and secondary
data. Primary data were collected from respondents using a
structured questionnaire to understand their experiences and
opinions regarding service failure handling. Secondary data
were collected from journals, books, and research publications
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to support the theoretical framework of the study. A
convenience sampling method was used to select the
respondents. Statistical tools such as percentage analysis,
correlation, and ANOVA were used to analyse the collected
data. This research design helps in understanding the
relationship between the variables and identifying factors that
improve effective service failure handling

ANALYSIS:

Table 8.1: The table shows the demographic variables used for
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Less than 1| 28 39.3
year
Tenure of the
Respondents 1-3 years 21 29.6
3-5 years 14 19.7
More than 5 | 7 11.4
years
Total 70 100

the study
Variable Category Frequency | Percentage
(%)
Small 14 19.7
Business (<10
employees)
Business Size | Medium 41 59.2
Business (11—
50
employees)
Large 15 21.1
Business (>50
employees)
Total 70 100
Less than 1| 28 39.3
year
Duration with | 1-3 years 21 29.6
Company 3-5 years 14 19.7
More than 5 | 7 114
years
Total 70 100
Rarely 15 21.1
Occasionally | 34 47.9
Frequency of (.376
Service times/year)
Usage Frequently 20 28.2
(7-12
times/year)
Very 2 2.8
Frequently
Total 70 100
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Interpretation:

The demographic analysis shows that the majority of
respondents (59.2%) belong to medium-sized businesses,
followed by large businesses (21.1%) and small businesses
(19.7%), indicating that medium-sized enterprises form the
major client base. In terms of tenure, most respondents
(39.3%) have been associated with the company for less than
one year, reflecting the company’s growing client base, while
others have longer associations, showing customer retention.
Regarding service usage, most respondents (47.9%) use the
service occasionally, followed by frequent users (28.2%),
indicating moderate dependency on the company’s services.
Overall, the results show that the company serves a diverse
group of clients with varying levels of experience and service
usage

IV. DATA ANALYSIS

MULTIPLE REGRESSION-EMPLOYEES ATTITUDE

AND INFLUENCE OF SERVICE FAILURE
DIMENSIONS
Table No:1
Std.
4 Adjuste | Error of
Mode
| E | Squar dR the
e Square | Estimat
e
625
1 390 381 6630
a

a. Predictors: (Constant). influence of

service failure dimensions
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Table No:2
Sum Mea
of |d n .
Model F Sig
Squar | £ | Squa
s re
Regressi| 19.40 1 19.4 | 44.1 | .00
on 5 05 35 Qb
30,33 |6
1 Residual 440
8 9
49074 | 7
Total
3 0

a. Dependent Variable: employees attitude

b. Predictors: (Constant), influence of

service failure dimensions

Table No:3
Unstandar | Standard
dized ized
Coefficien | Coeffici
Si
Model ts ents t
.
Std.
B Erro Beta
r
(Const 27 .7
097 | 353
ant) 5 24
combi
ned 6.6 | .0
D66 | .145 625
mean 43 | 00
v

a. Dependent Variable: employees attitude

INTERPRETATION:

The multiple regression analysis was conducted to
examine the influence of service failure dimensions on
employees’ attitude. The model summary shows a moderate
positive relationship between service failure dimensions and
employees’ attitude (R = 0.625). The R square value of 0.390
indicates that 39% of the variation in employees’ attitude is
explained by service failure dimensions, demonstrating a
meaningful level of explanatory power. The ANOVA results
confirm that the regression model is statistically significant (F
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= 44.135, p < 0.05), which means that service failure
dimensions significantly predict employees’ attitude. The
coefficients table further reveals that service failure
dimensions have a positive and significant impact on
employees’ attitude (B = 0.966, B = 0.625, p = 0.000), while
the constant is not statistically significant. Overall, the
findings conclude that service failure dimensions significantly
and positively influence employees’ attitude.

V. MANAGERIAL IMPLICATIONS

e Develop a structured service failure management system
to identify and address customs clearance delays quickly.

e Implement Standard Operating Procedures (SOPs) for
documentation, compliance, and customs coordination to
reduce errors.

e Strengthen employee training programs on customs
regulations, documentation accuracy, and service
recovery techniques.

e Improve employee attitude and accountability, as service
failure dimensions significantly influence employee
performance.

e Enhance communication systems between warehouse
staff, customs agents, and clients to provide timely
updates.

e Adopt digital technologies such as WMS and ERP
systems to improve inventory tracking and reduce
operational errors.

e Establish a quick response and recovery mechanism to
handle service failures and minimize customer
dissatisfaction.

e Improve warehouse layout and material handling systems
to reduce internal operational delays.

e Monitor and evaluate service performance metrics
regularly to identify areas for improvement.

e Build strong coordination with customs authorities and
logistics partners to ensure smoother clearance processes.

e Focus on customer relationship management (CRM) to
maintain trust and long-term business relationships.

e Conduct periodic performance reviews and feedback
analysis to continuously improve service quality.

VI. CONCLUSION

The findings of this research indicate that customs
clearance delays represent a significant source of service
failure in import-export logistics, adversely affecting
operational efficiency and customer satisfaction. The results
further reveal that service failure dimensions exert a strong
and positive influence on employees’ attitude, underscoring
the importance of effective service failure management
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mechanisms. Proper communication, prompt response time,
and efficient recovery strategies play a crucial role in
minimizing the negative impact of delays. The regression
analysis confirms that service failure dimensions significantly
predict employees’ attitude, highlighting the need for
structured and systematic management practices. Moreover,
improved warehouse management, technology adoption, and
effective inventory control contribute to enhanced operational
performance. Overall, organizations must prioritize robust
service recovery systems and operational efficiency to reduce
delays and strengthen customer satisfaction.
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