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ABSTRACT

The research aimed to study factors that enhance the influence of service quality on
the performance of logistics service providers of road freight transportation with the organization’s
operational experience and logistics information technology as a moderator. Data were collected
from 120 logistic service providers of road freight transportation in the category of public trucks
in Thailand, by sending questionnaires to the target group via the postal channel. Probability
sampling was to use the cluster random sampling due to the sample groups were diverse in
experience, organization size, and service model. Data were analyzed by using descriptive
statistics with mean, percentage and standard deviation, and inferential statistics by analyzing
the hierarchical regression with moderator variable to enhance the influence of the relationship
between service quality and performance of logistics services provider.

The results showed that the sample groups had a high level of opinions regarding the
service quality (X =4.17), with the opinion of the guarantee being at the highest level (X =4.39).
As for the aspect of overall service efficiency, it was at a moderate level (Y=3.10), with opinion
of the internal process views at a high level ( X =4.10). Besides, the research found that the factor of
organization’s operational experience and logistics information technology had not helped to
reinforce the direct influence between the service quality toward the efficiency of logistics service
providers of road freight transportation at the statistical significance level of 0.05.

Keywords : Service quality, Performance, Logistics service providers, Operating experience,

Logistics information technology, Moderator
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Tufifising 4 Wiaenndesiuamionisvognaduaztiundsszansamnsliuing (Service delivery
performance) uagiaanaUseleminelinnismsuvstilugaamngsy (Chen, Hsu, & Lee, 2019, pp.40-91)
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auawnsUIMnuauaniiveanisuinsisududesiilvasnndosiuanuaianisiin
Faruitanelavesr3uuinig (Parasuraman, Zeithaml, & Berry, 1985, pp. 41-50) léimuniaiosile
TunsuseliunmnIwn15u3Ng (SERVQUAD 5§ Usznausae 1) anudesiulinndald (Reliability)
vaneils muasdunmufiRnuldnsiaasuiusandulunudens 2) anudedels (Assurance)
vanefla fliuimstianuiazeanuanansofiesdoanstigldvinmafnmsilina 3) mmudlfn (Tangiles)
e mawsenTangunsallimdeudmsulruinslunissrueanuazain 4) anueilald (Empathy)
vanefis Maguanazarwsslaliuinnslassndsfinnudoimisvesdiuuins uay 5) niseuaussiui
(Responsiveness) minefia mnumienlunisuimsiiansnsanevaussiemusiesnsvesliuinsleviug
#iffosn13 (Chen, Hsu & Lee, 2019, pp. 40-91)

wuAANsUsEliUUsEAMSAWAe Balanced Scorecard

sUsuidiuyssAvBnmesednsselLAiesile Balanced Scorecard (BSC) iumsimsamssiiuny
YosgInaiUIderiFluaznagnsveteinisiuszare1IRuLNNee 4 A1 (Kaplan & Norton, 1996, unpaged)
Usenaunie 1) 4uuedn1un15Ru (Financial perspectives) Wunsinanuaiunsalunsusmsauyseana
wadnsildeglusvesanuannsalunsiiils msiuls uaznsainueiliungsammy 2) yumes
fugnA1 (Customer perspectives) lunsasiauiamelaliuiglduins nssnwandmsedliuinis
Tuszozen uazawansalunisassmglivinsmelmidedmasodiuutmmanisnain 3) yuueq
funszuaun1snnelu (Interal process perspectives) ufanssufiieadosiunissu dafu srusau
dueudud lnsaseunquisnslivinsileriuualiungliuinng was 6) yuveswnunaiFeus
WaZAISWAIUN (Learing and growth perspective) LﬁuﬂWiLm%ummw%'aﬂﬁﬁ’uaqﬁﬂiﬁu’qéw’mqﬂmm
syuuasauman1gluering saudesyuunsydla waglnseesneesrns (Sadowska & Lulek, 2015, pp. 91-104)
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Tunsifivfanisuazimaluladansaumeanidladadndihundudoyaativayunanisfinyiveinisive
WU 91139804 Le, Neuyen, and Hoang Truong (2019, unpaged) kaz Nur, Sazali, and Abdullah (2017,
pp. 171-182) nuin msdanismineinsesdnsifielinisuinisfinunimanunsoneuausinudednis
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WAzATEves Overstreet, Hall, Hanna, and Kelly Rainer (2011, pp. 114-131) lgvhn1sfinw1des ns3de
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(Le, Nguyen & Hoang Truong, 2019; Lane, 2019; Fu, Lima,
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2. Anudeiiold (Assurance) . .
2. fugndn
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(Kaplan & Norton, 1996; Nur, Sazali, & Abdullah,
2017; Sadowska & Lulek, 2015)
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(Parasuraman et al, 1985; Chen, Hsu & Lee, 2019;

Le, Nguyen & Hoang Truong, 2019)
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Ussmnadmnedlilunsdin fe usznounmsuudsnussnanssaskivssSmaunsdou
Aunsunisvudamiaun Tussuugudsindeayanisyudainesaussyn (Department of Land Transport,
2018, online) lagAnuvuinngusiiegemelusiny G*Power 3.1.9.2 (Faul, Erdfelder, Buchner, &
Lang, 2013, pp. 1149-1160) fvtunf1AuAa1aLAEaw (Alpha) Wiy 0.05 A18111a (Power) Wity 0.8
WAZAIMUAAINANIZNULUU Large Effect size AU 2.48 (Wilson & Lipsey, 2001, pp. 413-429)
LHT1UIUNqUAI9E199INNTAILIALIINGU 68 F78E19 WATHANNIIAUATLIANGNAIBENAINUINTTIU

lun1siimsgianneenyg (Multiple regression analysis) A35HaUIAvBING U019 NN Ay

atetiee 50 freens WiveldlunslinTeideys o svdutuddayneedia (Alpha) ity 0.05 (Wilson, Voorhis,

¥
a1 U 1

& Morgan, 2007, pp. 43-50) wilunsinuadedduiiognuuuendauniesiy (Probability sampling)
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iTasiieiildlun1sideuaznmsnvsaununmusuaIasila

mATondsildliuuaeuniy (Questionnaire) WWuiedosiislumsiiuiusadoyaainndusegs
Tnsuuuasunuuiseaniu 4 dw ldud dwil 1 deyailuvesimeunuuasuny Wy dnvagnsuins
Usgaunisallunisafiufianis malulagasaumenidadaing TanwarAiniulaieln (Close ended
question) duit 2 Tadedunmummmslifuims 5 87 Uszneusne dumudesulindald dumsulseiu
srunuiifnu Fuenaneilald funsneuauesiuil dwud 3 Yefefuanssaugnisliuinisvuds
duAmeauY UsEnaunig yuuadrinun1TRY YUNBIAIUGNAT YuNBIR1UNTEUIUNISATeTY Yumes
AUMTIEUTUAE IR wazauTl 4 Jolausuuziinin fdnunziauUaneda (Open ended question)
e lalemalignounuuasunslideiausuus Mduusslomitazfordosiuamidvesadudass

Tneuuvaeunluand 2 uae 3 fdnvaemauuatela (Close ended question) WUUINATIAY
UsanauAn (Rating scale) SARAuUTHUUINATISUATATA (nterval scale) Tnauvseanidu 5 sefudsuansta

syauanuAnTululdazdar1anm 5 sEaudsil (Likert, 1967, p. 47)

SEAUAIULIAU AUV
5 syAummAALAUINTIgn
4 SEAUANUARALTALNIN
(v a =3
3 sEAUAMUAAILUIUNAT
2 SEAUANLARLTILL B
1 szAuaUARLLReTign

wieseanldlunmsideasslilasunisnsnnaeununmvesasesdolneiinnuiiewmsadailon
(Content validity) 3nlTe%18y 3 ¥i1u AIee1 I0C (Index of item objective congruence) 8j5e1ing 0.67-1.00

Faunniunes 0.50-1.00 (Rovinelli & Hambleton, 1977, pp. 49-60) wazANNULTeTe (Reliability)

FrordnseanBsan (o) wuihiiregsuing 0.85-0.87 Ssunndnunmusisaus 0.70 July (Tavakol &
Dennick, 2011, pp. 53-55)

mafususwdoya

nsifiusausandeyaldsusuiaainunasdeyaugugd (Primary data sources) 14ia3osilo
wuudeUn1Y (Questionnaire) Tunsifiusausandeyadiuau 400 g Inensdwuuaeuaunialusedld
(Mailed questionnaire) T#AugUszneunisvudesnussnansisatlivszsmsiinedonns Doy
nsgeivegludminng q vessamalne Tnesmsnsmeunduiivsnzasilimsiiniadesnindesas 20
(Malhotra & Grover, 1998, pp. 407-425) 3sravan1snoundurauuvasuailliinsnsIvasy
Anugndesanysel fis1uan 120 ¥a vieAnduiosay 30

nsiaseideya

nsinTzidoyavesidonssilld AradfiBanssamnn (Descriptive statistics) léun $ouay
(Percentage) Aade (Mean) dauidsaiuusnnsgu (Standard deviation) uazmafififeoyny (nferential
statistics) A8N157 Lﬂiwv‘iaumsmmaawmm@q%’u (Hierarchical regression analysis) laedidauusniiu
(Moderator variable) iU elaiuas B visnannuduius sewineganmnsudmsiuaussauy
msliEmavudsdud fastuegfuszaumsallumsiidufems ussmelulaBansaunmndladanind
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(Piryakul, 2015, pp. 83-95) NMFIATIXVALUNTAANDENYAMTTUTTURDUNITIATIEN Aall

62  NRRU Community Research Journal Vol.14 No.2 (April - June 2020)



1. mlwgssuUsmiusulssaunmsallunsaidiunans wasmaluladarsaumamsladanng
AosinsimuaRLUsU (Dummy variable)

2. MmIdesghaunsanaeswdedu tuil 1 mnfinnsanfulswdmuinddeddgmead
WAAIIHaNSVAdRURIWUSRUTIFaIn1sAnuTidnEnanesuUsny Fwgrhnmsinssdaunisanassy
wpaudeiuludud 2 dolu

v
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3. NKHANTIATIERANNITaAnee N AMTITUluTuN 2 Wevihnsiiududsiiuniidvsna

o o w a

AofuUsmuazyilia R Uesaunsinuneiiuiu uasaad Anilduddgynsadfzvilivsmuinfndsmiu
wdeduasudrdnalulszinule

NaN15I8

nansAnwUaduiaiuas B vnavesmanmnsusmsnideaussousmsiusnmsuuddua o

a a ¢
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M19199 1 9Iukariauazuenaualege Anade wardinidssuuninggiu vesladuiuamnin

ASMAIUSNSHAYUTUAUANSTAULNT IAUS NSV UEIEUAM UYL (N=120)

MUY

% Y S.D. s.D.
(@audsznaunsg) X X

Jadudusussauznisliuinns

Uszaunsallumsanfivianis Yadeduannmnisliuinis 5 §@ .
udeduAINIauY
eand 57 10 830 dumnudeiiulindald 436 053 yumesumsiiu 253 092
o o a . Y - - Jadudruaussauznisliusnig
Uszaunsallunisanduianis Yadeduannmnisliuinis 5 §@ .
udedudnieauy
510 ¥ 44 36.70  funsfuusediu 439 054 yuuawNuUgNA 230 091
11209 27 2250 fuanuddnu 409 071 yumewhunswwunsmgly 410 051
11nn31 20 T 39 3250 fumneilald 391 077 ymewumESogueesian 347 0.63
wialulagansaumanidladadng FUNIROUAUDIVIUT 411 065
il 28 23.30 39 417 051 M 310 053
1 92 76.70

Nnteyanguiiegs wud gliuinisladafndnnuudiulngiivszaunisallunisaiiuianis
5-10 ¥ Anidudenar 36.70 fliuinisladadndldinaluladansaumanisladafndedslnogramis
ilesusn Az anluNTUIMITLAAURIUL LPU SUURARINTEYRUI (Global Positioning
System : GPS) #3838 UUUSM15N139nd$9RTUlR (Transport Management System : TMS) Aalu§ouas
76.70 Yoy aiinsuanuasuuuuninignduled (Kurtosis) agjsenine-0.833 fi1 0.672 wagAay (Skewness)

ael5ening -0.72 §9 0.884 Faluiifiu £3 uaz +8 nuddu (Kline, 2005, unpaged) lnggusznauns

Y

TiemuAndiusetadeiunanmnisuing 5 dnmsalussivinn Aerede 4.17 defasandusesn
nud1 fuszneunisbinnuAadiuinunisiulseiu sgluseduinniian deAnade 4.39 sesawilaud
Auaueliulielald dunisnevauewiuil druanuiidinu wazdiuaiueilald MmeAady

4.36, 4.11, 4.09 kag 3.91 AUafu
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Uaduiuanssaugnisbiusnisvudduimisauy fuszneunislianufaiulunmsiueglu
sefuUunans feAnade 3.10 WeRasundusiedunui gusznounislinnudaiiudeyuues
sunszurumsnely sgluseduann serade 4.10 sesaanliun yuuesunsBouiias s
yuABIIUNNTIY LazLLesUgNA shefade 3.47, 2,53 uag 2.30 AudIAY

v a

H1: Uszaunrsallunisafiufanisidududsiniudniwassnineaaninnisuinig

a 4

fluuseansmunislivinisvudedudinisauuvasgliuinisladadngd

M99 2 Uadeaununmmsuimsniavsnammswieladeamaussouznisiusnsvuddummaauy

ves iusnsladafind lneUszaumsallumsimdufansluiusiiv

. AdulssAns AduUseans Adulszans
Jade P-value P-value P-value
anaee (B) anaae (B) anaoe (B)
A 5-101 11-209 20 Yauly
Uizﬁumim“lumsmtuunams
-0.020 0.832 0.110 0.245 -1.016 0.312
1. feudetulindaly (Reliability) -0.089 0.533 -0.103 0.466 -0.787 0.443
2. AumsTulsEiu (Assurance) -0.047 0.753 -0.027 0.856 -0.205 0.838
3. Auaudimnu (Tangibles) 0.073 0.603 0.055 0.696 0.514 0.608
4. sirumuenlald (Empathy) 0.187 0.287 0.235 0.185 1.096 0.276
5. fruMIRBUALBNIUT (Responsiveness) 0.103 0.477 0.064 0.667 0.664 0.508
R? 0.104 0.139 0.136

P31 : 917N1581573T WA, 2562 LALANNAISATUI

myeseimuUsmivmudssaunmsallumsaniivianms lumsieseidun 1 Mmadiudsju
(Dummy variable) fUszaunisaitioandt 5 Lidudugu (Baseline) anntuhnisimsziaunisannes

nyAaTatu wud Uszaunsallumsafivfanmslifdnlunmsietuaiidinaseninaunmnisuinns

a

fuaussaugmsivinisvudduimeauuvedliuinisladaind Jeanunsaasunanisiaseiladn

Ujiasauunguy Hl

v a a

H2: walulagansaumanisladafndiluduusiidudndnasznineganinnisuing

a 4

fudszansannmsTiuinisvudedudmeauuvesliuinisladasing

Aaa

M19199 3 YadeduamnInnIsUININEBnENan1mswedadesuanssausnstiusnIsvud U

4 a s

manuuvesiliuinisiadaind lnemalulaansaunanialadafindilusudsiiiu

Jade AduUszansanase (B) P-value
1. fruprudeiulindald Reliability) -0.089 0.531
2. fnun1ssuseiu (Assurance) -0.047 0.750
3. pruauiifanu (Tangibles) 0.075 0.593
4. sunuelald (Empathy) 0.175 0.309
5. SUNTIMDUAUDIVILT (Responsiveness) 0.114 0.432
Tdmaluladansaumeansladafing -0.035 0.705
R? 0.163

7w 91nA3E19919T0 WA 2562 Laza1nNITAILIN
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meeneiFulshiudumealuladasaunandaiafind lunsienesitui 1 laevhnis
finuadwdsiu (Dummy variable) msbiléinalulagansaunanidladafndiduidugiu (Baseline)
WielnsenBnsnavesfulsiiuasinseiaunisonoosneundsiy wuin meluladansaume
miladafndlufidnlunisasuasaddnaseninsmuninnisuinisivanssaugnsiusnisuudedus

a ¢

menuuvasEliuInisladaind Jsanansaagunan1sinseilain Uiasauufgnu H2

aAUsena

fnusiiumudssaunisallunisanfiuianis wud Yssaunisallunisandufanislididu
Tun1siasuairsdvinaseninedadofuamuninnisuinisiidninammssdedadosuanssouy
nshiuinsvudsduimsauuveslruinsladaingd Faluaenadastunisinuues Le, Neuyen, and
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