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Abstract

This study delves into the intricate dynamics of service quality and its profound influence on customer
satisfaction within the transportation service sector. Employing a robust quantitative research methodology,
the investigation meticulously analyzes data from a comprehensive survey of 400 participants, boasting an impressive
91.25% response rate. This is complemented by face-to-face interviews using semi-structured questionnaire conducted in
Nakhon Ratchasima province, which serve to enrich the quantitative findings. The total reliability of the questionnaire
is underscored by a high-reliability score of 0.873, affirming the integrity and dependability of the collected data.
Central to the study is the examination of various hypotheses through the lens of multiple regression and content
analysis, with a particular focus on identifying the pivotal elements of service quality factors that significantly
impact customer satisfaction. The research findings illuminate the critical role of empathy as the primary drivers
of customer satisfaction, reliability and responsiveness as the secondary role in the transportation services domain.
While aspects such as tangibility and reassurance are acknowledged for their contribution to enhancing satisfaction,
their overall impact on the satisfaction continuum is identified as relatively minimal. In response to these insights,
the study advocates for the adoption of the 5D service quality factors by transportation service providers. This
innovative framework proposes a systematic approach to bridging the gap between service stimuli and customer
responses, emphasizing the importance of individualized touchpoint marketing. By implementing this strategy,
businesses are poised to deliver consistently improved services that not only meet but exceed customer expectations,
thereby fostering customer delight and cultivating enduring relationships. This strategic orientation is posited as
a cornerstone for achieving a competitive advantage in the fiercely competitive landscape of the transportation
service industry. Through this comprehensive analysis, the study contributes a novel body of knowledge to the
field, offering actionable strategies for service quality enhancement and customer satisfaction optimization.
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Figure 1. Conceptual Framework
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JUdnEoMNe Aw ANSAALANEY  ANSAEINATTN  N1Tleniala
(Result Variable) D4 A . Y L os 4 W . Y
. NN Wdete slagnAn uliurgnédn  sagndn VIF
AT
(Tangible)  (Reliability) (Responsiveness)  (Assurance) (Empathy)
(Causal Variable)
- qUAnEoININ1EAIW (Tangible) 1.000 - - - - 1174
- pssidatie Reliability) 0.306* 1.000 - - - 1632
- ﬂﬁim’ﬂuﬂum&iﬂ@ﬂﬁ’l (Responsiveness) 0.346* 0.540* 1.000 - - 1.861
- nasdemnnsiiiliutgnén (Assurance 0.257* 0.459* 0.486* 1.000 - 1.437
- nswenlaldsiagnAn (Empathy) 0.286* 0.501* 0.572* 0.413* 1.000 1,643
AmganANRanale (Overall Satisfaction) 0.269* 0.460* 0.450* 0.343* 0.473* -

* p<0.05

4 1 1 o/ Q‘ o/ o/ 1 o/ o/ v a
9INATNA 1 WUIT ANFNU TRV BANANAUTILNINAINUINITTUIAUAINLTNS
ﬁuﬁﬂLLU‘;‘ﬂ’]’]NWQWﬂT@‘H@QQﬂﬁ"lﬁ‘lluﬁﬂﬂ']ﬂNﬁNﬁuﬁﬁuTuizﬁu@TﬂTﬂﬁGﬁzﬁuﬂﬂuﬂﬂﬂd Taafian
ag9e1d19 0.257-0.572 iy wazAAasAUsznauamulsUsmiigaivaamdueds (viF)

v

189519u1aN195 U3 AN NUE NS R ANag 5919 1.174-1.861 vag B9l 10 vinlA AR

a9
N19TIINAUATING (Multicollinearity) BafimduiadaulsdasrapfnilAandniusAaudnegs
Mo 4 ! o £ ° ' °o o o | 2
ue (Hany 30l avaanasiafdNLUsEAnE N simaLa AT NNaNAsBIBeTiga (R)
2.3 AnpaarAauded ifladuins szrdneiu TnaResannisfiatinmianuduiug
' 1 di . v 1 di @ a o .
FENTNATANMNARIALAADN (Autocorrelation)  AILATAITNARIALANDULLUBFTEIINNN (Durbin-
Watson) Tndifen 2 wia9a9 1.5-2.5 (Vanichbuncha & Vanichbuncha, 2023)
3. ArsnviidadenitealuayuieyaTeUsrInEn1n ey an1TnaUaNBIAIINABINIG
tﬂl QI a v c4 [ 70 - PN ) ¥ Ail v ! o/ 1 v
Wafinanssouzomuaniseesgnintiudddusnisauas@udnilfen ngusegng faanis
WamiminBasanduanuadngesnissuianudeinistiadansnmu3nisanannlunities
LAZNNTYIUINTIIATNHANTITBILEHDUAZBeRnanTW ek lEimuaunInen1simm

ABINTNNNSUENSgNANIAALEn AU nsanasRudmsanutuszmnalng

NANT539
nsAnentladagnninuanisiin g Huanisfanalasnsmusnnsansedndmisany

Wlazmneeg LRAIHAN199E Aesia (5
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1. msfnedeyainfl wodn §HEmsdauiginduasRndgaamngss (Gouay 50.95)
fusraunisollunisingsfiatiennd 5 3 (3ezar 31.4) manaidentduinis fe feenislHsu

VB a

AINFEAINALNY ($88az 54.7) uaziisanAnlianeresians (Seuas 50.7) dmsuiladeils
Aansnntunisamdsnuisviiuinisaudsduinduduusn Ao arugndesiunisdaniseug
(3p8Az 52.6) FBIMINIAD ATLFNITVEDAETTHHEN (F98AT 49.6) ANIHANITOIDININIIUINEY
(Bouay 44.7) wazAmNINNNIILENT8EFUENsause WA (Sauas 44.4)

2. 19U RT998N19503AMNINUZNITIBIGNAIFABIINUZNITIURITUAINI9OUY

Wtlsewang uaAAInITIT 2

A15197 2 M3V Talladed M IIsLA MsTid AR e S UL NsLA NsIHswnsebasmaAle

Table 2. The Awareness of Service Quality Factors Affecting Service Recipients on Thailand Transport

Services
ﬂ’]‘i%ﬁ%ﬁl%ﬂ’lﬂﬂ%ﬂ’ﬁ
. (Perception of service quality)
A1 (Aspect)
wusua
X S.D.
(Results)
FURNUOINMEATIN (Tangible) 418 0.552  wan (Very)

1. Wiudnsauseiigunsnluazadailefiviais
4.13 0.790 H1n (Very)
(Transportation providers have modern equipment and tools)

2 fAnsenasiifes e anuazaanndantio(Fviu
4.16 0.656 H1n (Very)
(Transportation providers have facilities Ready to use immediately)

3. flHuAnnsandeiinsineugfianuarassandinilaniiin
4.27 0.669 Most
(The transportation provider has employees who have professional characteristics)

PYRTRAATE, S Iy (Reliability) 4.1 0.622 NN (Very)

1. {Wu3nnsanasinmea idwlUaufitmmua
4.07 0.767 Hn (Very)
(The transportation provider keeps the time as specified)
ArdusaRuAUARLANNG Nnige
4.21 0.802
(The transport provider accepts responsibility for loss/damage) (Most)

2. {AnmndEuRsURmEUsanEgyEe/AmRMaY NN

3. UAnafvinulEsYintiERnaelafias liuamsathesdaiding

4.08 0.769 H1n (Very)
(All cases that occur to products and services)

ﬂ’lsmauﬂumﬁiﬂfgﬂﬁﬁ (Responsiveness) 4.02 0.623 NN (Very)
1. fWusnsausdendanier iAnshnSewlaudnns
410  0.763 H1n (Very)
(Transportation providers are ready to provide services in all service conditions)
2. {uBnsanasfinnsdeanatugnén i aeudiadnan Wieyadidaian s
(Transportation providers communicate with customers, such as answering questions and 4.00 0.826 H1n (Very)
providing clear information)

3. natifntlgmiiusnsaudiannnsagaamasuazuflaiigmiisansa

3.96 0.825 H1N (Very)
(In the event of a problem, the transport service provider can help and solve the problem quickly)
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Table 2. (Cont.)

M95u5AIRNMUSNTS (Perception

of service quality)

fin (Aspect)

wiuswa
X S.D.
(Results)
2 o YN} 2
msareanuiiulaliiungnéin (Assurance) 416 0.633 w1 (Very)
1. vinwiansunaanadetunsndan Weliudnmsiiiuannsuuss
(You feel safe and secure in your property. When using the service from a transportation 4.10 0.856 H1n (Very)
provider)
2. {lAnssudefinsdmindygrdtiasuds Tnedmuaegdoygdaes
(The transportation provider has prepared a transportation contract. The contract period is 418 0.797 H1n (Very)
clearly specified)
3. {Iuansuas ianudAgiunisiAnnsuazinensnasgiunnnm Nnfign
4.21 0.767
(Transportation providers value service and maintain quality standards) (Most)
mstm?@?dsiagnﬁ"n (Empathy) 4.03  0.698 NN (Very)
1. wineuudnisanasianadeama uassuazanulioasdaiidniau
3.99 0.877 H1n (Very)
(Transportation employees are experts in their field and answer questions clearly)
2. Midnn9fnganaanan AW sn iU N AR D iau-1Rs
4.05 0.819 H1n (Very)
(Provide services equally in the order of before-after service)
3. fuamsanduinfannufissnisesgnArmaimeuazasutadagmiiignies
4.08 0.771 Hn (Very)
(Transportation providers understand customer needs/find reasons)
5981988 (Total Evarage) 410  0.459 H1n (Very)

aneneed 2 wudn gndaiidingliuaniasuinistivanislunmsanegtussdunnn
(X =410, $.D.=0.459) ifipRansoniladeifiuaesiou wudn gndnfinissuinnsiuanns susuuen
An Faugdanyomienieniw (Tangile) (X =4.18, $.D.=0.552) Tnefidiasnanisfiuinisanas
Awinemigdnuoraasnanmiuilonidn agussiusnniign (X =4.27, $.D.=0.669) iiudusiuen
sp9adRnAa Fmunnsasneanniiilaluignéi (Assurance) (X =4.16, $.0.=0.633) fitiaa1einis
{Ansudabinmddydunss sy nsnmed Tussdusnniige (X =4.21,

$.0.=0.767) ususiunsn Fuaanuin@ede (Reliabiity) (X =4.11, S.D.=0.622) Ai9318n19

v
=3 !

Tﬁu%m'iwm@uﬁ%’uﬁmmucﬁi@mﬁqzyLﬁﬂ/mmLﬁﬂﬁ'}ﬂﬂﬂﬂﬁﬂﬁﬁ@%@@%ﬁﬁLmzu‘%mimﬁu

sAUsNTigR (X =4.21, S.D.=0.802) iududiuuan dnniaiantalasagnd Empathy) (X =4.03,
$.0.=0.698) f¥ims1aniafusnsansadnlanandinsniseesgnAnmnamauazasudlatigm
fignsosagtusziunan (X =4.08, $.0.20.771) iududuusn dmsudmnisnausuestagnin
(Responsiveness) (X =4.02, S.D.=0.625) ftiasenialanisundendonialianishmndonly

vann9egIusziunnn (X =4.10, $.0.=0.763) indusiuusn auansiy
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3. MafuIIIABEnaasiiaduamnInUENsRRRensfinszAuANE R laseeu

LB NFUHASRUAM NN LT AMY LaAFInITeT 3

|
=

m15197 3 TladpdinunnninnisuanisiiasnasaninufonalesnfSuuinisfiauusnnsauss
yenunlulszmang

Table 3. Service Quality Factors Affecting Satisfaction of Service Recipients on Thailand Transport Services

Unstandardized Standardized

ATTNEINTDE
Coefficients Coefficients t-test Sig.
(Forecast)

B Std. Error Beta
ATl (Constant) 1.826 0.217 - 8.414  0.000
pwfanala 1. JUdnEOINNIEAIN (Tangible) 0.066 0.044 0.070 1483  0.139
AINIIN 2. mﬁwm%'@ﬁﬂ(Reliobility) 0.180 0.047 0.214* 3.856 0.000
(Overall 3. mﬁm'ﬂuﬂumﬁﬂ@uﬂﬁﬂ(Responsiveness) 0.123 0.050 0.147* 2474 0.014
Satisfaction) 4. ﬂﬁiﬂ%’]\imwﬁﬁmﬁl,l,ﬁ@mﬂﬁﬁ (Assurance) 0.047 0.043 0.058 1.105 0.270
5. nswenlatasiagndn(Empathy) 0.178 0.042 0.238* 4274 0.000

R=0.644*, R°=0.415, Adjusted-R°=0.408, S.E.=0.435, Durbin-Watson=1.799

* p<0.05

! 1
Ada o 4

9INA1TNA 3 Wud1 TadegunInuin1sNEEnTnasan1sIANsTALANAINels

2BNINLENTINERNA M NSz AT f9uan 3 du Tneduduusnie dunisienlald

AiagnAn (Empathy) (=0.238) savasnnfie AuaanusnEetie (Reliability) (B=0.214) wazsiw

NNIRBUANBNsagn#An (Responsiveness) (3=0.147) axnanidenannns (HAH

Satisfaction = 0.070(Tangible) +0.214(Reliability)*+0.147(Responsiveness)*

+0.058(Assurance)+0.238(Empathy)*; 1la98@114@s1 (Other constant factors)

| = o PN 1% o o = 1% !

MHNEAYIHNGN MNENSUS U9 nLEN1s T 3 s Taesusiuusnie drunisenlals

' %

FEgNAT (Empothy) F9AHNAD Fmpnsnin@etie Reldbiity) UWAYANWNSABLAHBIGNAT (Responsiveness)
Fuaz 1908 axyinlissiuaNiane @ (Satisfaction) ﬁﬂ@@gﬂﬁmﬁu’fu 0.238, 0.214 Lay 0.147 %
ATHAAIL ﬂmzﬁﬁmgﬂﬁ’ﬂwaiwmmﬂmw (Tangible) uaZAMNIEE AN uAgNAI (Assurance)
TifinastarinsziuanaelaliuiiliEng

Fariu AAdainsndndesanduiminardidneesiiadenaunmianis e
sruamisnelasdanissuiniadmiugnAndaiiug uansmasdudmnubalsunene

AINTNA 2
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nmawnlalasiognén  Anh@efie niameususssiegnén nsasansTule sUanEoinIg
(Empathy) (Reliability) (Responsiveness) Wurandn (Assuronce) MEATW (Tangible)
< >
ANAIARYNINTIFA (Most important) ANNAATYHRLTIgA (Least important)

AT 2 AIPUAINATAYYBIADININLENNT IHNNSiNTEAUATHR W Tasia N5 UUE NS sy
Aufmeanniulszmeng
Future 2. Prioritizing service quality dimensions to enhance customer satisfaction in Thailand's

road freight transportation industry

9INANT 2 WU m‘sﬁwm@mmwu’%miLﬁ'@Lﬁ'mzéﬁ’umwﬁawﬁwimmu’%mi
waaanAsanTnUsznang ArsEnannn1suannsdasnaiantaladogndniududiuen
fesan ﬂ’]‘i?ﬁ‘].l%ﬂﬂ‘jﬁﬁﬁ@@ﬁﬂﬂﬁ?ﬁ?@u@ﬁﬁﬂ’]’mﬁ’]ﬁiyﬁuWJ’méllﬂﬂﬂﬂ‘jLL@tﬂfJ’mﬁﬂWﬂT@ﬂ@ﬂ@”ﬂﬁ’l
atl B AN LENE SN UMIEE waEHEetie Treminemainan st gy AreEeary
uazszauNTniiunszUINNISTREIAWAT NSRRAINANAN ANUaDASaYsRMAN 153970
FANHIZAN AIINTIAET AINUENET ATIFBIIRT wazusnisfioyasaiuzAuaAn unlélunns
UAtRemaRelAaamanuaifidedouaradndaiftusbinieuddudn uanfunaronauns
AEAINAZAINALIY ANnTnnaudsaeduuazRna nRuElFde Fresruunisfinsedeans
e lasandmiugninFasnwsnzan SetsasrmuiidaliiE nams BuinuATINe
WiurgnAnla uazfedddanmnmnisudnisdududugadine fe sUdnuoinsnignniia
FegmaztarneuUfing nmansalzeninem sosufaus VTN AOi HLANS n1aResns
NINRRTR LansUsULgees woiales axgae BifinnawamnsUE N R AITNEHAR
LaTATEUARNTIITEAMATNLINNTATURINYNAY Wasdwassadszloniiiaannisiuinig
(Service Utilty) uazdinaniiuantianeunistiudnsnadnindmiugnAnlfiegnefiuszansam
ForhuliuannsuuasauinAasnENInsgEnISH

ot naatamnmuiniaiinadidydeniainauladoniuanisecliinis

1 o/ 1

pudsRUAmNauLsTmeAng Feennsduneninguiaetng aunsard AR LANEN Aty

q

v o A
THisras
3.1 Aonusn@ataunigauas uAnsUuRmrea A EneiAaau i uisuiennas
ATTHLAENNYTINNL

v v

o 11 @ ! a v ! 1
3.2 ﬂ’]‘i@]ﬂﬂﬂ%ﬂdﬂﬂﬂ’]‘jLEWT@TNWﬂ@ﬂﬂW L‘M‘HﬂQ"IN‘mWL‘jflsfuﬂ’]‘jﬂ\ﬁ\lﬂllﬂuﬂ’] NFJHT‘ME‘ISJ

U

inandnasRdINToinIgEsA i aNs0 B enFUa NS NN gasns amsunaoinisaudslns

3 A A o 2/ o 4
@‘ZLﬂ‘HW‘INLG@‘LAT?JLQ@’W]Wﬂﬂﬂﬂuf@?uﬂiyiyqﬂ”ﬁfm@’m
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1
oA %

3.3 naaseanuElaignAn winannaenduresAnduaranndedadiddegns

U

uiidnnsmmserndema bilAudmouduiann uwidiesedsalunisudsgninFsumauiademe
IRIGEEY
5.4 nassenuiula g WinfiRnsdennaslunislssunanisuUfineu
Tunadndnefignindmunlinassnenasssauznisinesetadiame
3.5 JUANEOINNNIEAIN ks AIudeRuANmanas Tulauasianfidenn T
FavnsauaguivanlaanfaauaugAnsTasNaUANAT Aruinisaasudaiumiidndas
P mingasnesaudn Sanguuniannanianasegie senainidesiiaanamsasluging
wiinsedsanA AU Unaniuazmalladfdndulinnsdnnisuaedugi
NI MUALHAN N RAWIABNTNNNTLENgNAT AL AL SN THUE n19auasRuf9nwm
Tutszmetne TnerniAduiauaisnadatmnelumseuarauazassmmafonalaiudgnin
REANKAANENaNTsaU TN AR RNy a AN MY 6 F Gt
1. {liusnisaudsandnaziiaainlafeRefignindiasnisainfanisunniiqn uazimmun
aohiiRasu feennmanisideinudngnindamiesnnnmdnmaelalddagnin ammiidete
TunsinuuaznnanauauasiagnAiudidty Fenmidamantnisulauasimuna pnm
nabiAMeesvsiafies wagadiiugafigndn A edudahnaeams (Touchpont Marketing)
sinsnasnafiugarneiignAtanandshnmsuuinis uandugaieananudssiulaurgnsi
ndusTFIENE
2. vinqaitgnAlHANAE (Touchpoint) Tudinnniaianlalasagnén Armindedeliansle
LazNIIMBLEUBIAgn A1 inadufiuanpsgiuasnmuanisenfeiigndndesnisunniige

Warduda lfi3aunisnisnaiausnistunisudeduniegafauinisfidies niaiiunisasng
UfAuinsfugninTusyazenn

5. maUsunagniimnzantuasdiasmsuesgndndusayana ¥aniadauazasniiv
nsUIRIm sanlUfediiausunsnEeiindnaiBauainnisiiuinisgnan wu gnAtussng
fpannsaangnéiinslunisauasdudn aasuinnistduinisenaedndnlignéies (7 Rights of
Logistics: 7Rs) Usznausiag dmasauinfigniies AsUSauideInts anwauAnAsAN daneUauin
fapianunazaouiudgnaniignias Mutantunisdenay waziisadisniafimnzas

4. dinnnsmsinaeinisiesiliusniauagiivsnsumaeidmunly

5. s3auuUszfing o muas s AvBn NNy nAN i asnndssiAdeviiaediants
LAENTAIEAIE LA NATI AR (Service with Sale) 13 aumArmAdEYiFmITdn n1auingin
Fannnsaudsfisauinniauanianisiunisuuugeiieaiiniada (One-Stop Service) LilaauDs
pnpsnisuazui g iddugnAn et Taedauastse@unansufifemuuuansdn

a o a

e {rNB9AnTgINaruas fUJURUINEwIREAAmM1NEITe

u 9
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6. HINANTLSHRNATLANLALR ARIHANSA WHNHLE NSULLEBUNAY WU Ul

A A .
1e8L1HeN (Continuous Improvement)

AUSTIYNR

a va

msifasanmnmuAnssnliainsnnsgmnisfifeueas Hudnsgndnfifdganan

a o a

TufanssnanasRudn uiladaiinBidussneunisgsiesusteim e snnudnismamanmg

2

1 1
¥ A

fosnareef s nsanaeanAnima (36 Sennsliuanisiidamninazdaenaeduliiiuinng

a

sranladentiuanmsiussdnsgsteuuas lnaliamssiesns Bsunonmiuanssimnsentale
agnAnduduAuLan 9a9aeNife fupnui@etis AunisneuauedsiagnAl N3
arilalRuignén uasdimgUanEaienan ama ieiliilesnainnisenlalasiegnéi
a ! ¥ A @) v = L A o [ YOS VPN a & i v o
TuAanssuanaedudn deduanudesmaBefeiinaniseecdlduinig Buseusinisfiensuae
winemuansiuesdnsgafa s nnsanasandn wiinemdinnasuasse instaamaagnin
Tunsmeudasdersaianounmadsud lilgmueuninis fnssge Wiosfignéusaysns
mstRAMsAYIleninu SAR1RLANNEA IR BUILAE AT T ASIna AT RARHITEENg NAT
uEsaRNfnANATUEELUAeY YinlignAAnaneiRndnAuar Fdniatisaaniantale
nfFAmsndmau densmaignAnfinesitmelaing@nuasndusn Banssied1esieiiins
sennaadn Uil Uiesl uazasna 1muiue (Patitad & Watanabe, 2023) Wudn 5 RF289AMNTN
15115 (SERVQUAL) sisrasinn1sifinsziuaanuiewalawesgnindesinisladsfindunsdaesifises
FeMdNaUsTnA uaz Restuputri et al. (2021) svydAnnMLENIS ladaRndfinasANfanale
uwazAHnAnesgnintuanunisoiladn-19 Tng Zygiaris et al. (2022) (¥na1adn nnsadng
pnTtane e liungaamnssnnsUan1sneud IieTusnnsUsulUgenasgunamwlnesiy
1% L v @) o ~ Ao o i o = o ! ¥
Amnsenlalasiagnin uaziiniladananmusnsiandgsoniadranladensoumanseangi
sominlszmenesiliiuans Asmaiannanssanzrswiinen A ns lrensad e alesnhumasms
(Service Mind) sauaudnyadiaunauaingFansisiuuiioauaunsvdaafion (Aunhaphogsa &
Charutawephonnukoon, 2022)
N3fmHALWININITRRKI AN N TN sUENMagn A R uAuESm U3 nnseuaduan
& & & °o o Ao Y A A a ! L4
yeanulnszmaeii ddnseuddg v U3 nsfivsr@nsnmuazseuaussseanudienis
ImegnAFednamrnzanuaziinmysiasnsasseuasUsUlan A B ungndn Selsvnauns
! ¥ o @ v o o ° 1% 4 DN o
auseduArTdufiosdinen vinasdinlauaraniunisfieannssupeuie Hiian1suUsul 4
ezl mnzaniuandiasnsuesnmn Fifisd uazrauanssuRTignAnAAndIsianmnTW
UBN"371F @9 Porter (2008) (Al ndAyiunsadyadinldungsiaiidasiinisinaus

! ' v o o d v % 1o 1 { o o ¥ @
uazdspUR AN iugnAiasstsann FuseuTunisudeiu aadnfiinaweignadunaln
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v

adnyTunisudnisesdnsgsfia TneRensanannyunesessgninTudmnissuiamninuinis

Y 9

(Kotler & Armstrong, 2018) teynsnidudinyaniseanuuuiiansnsnasaunmnInyEnTTLas
AndnlAgniies uarussquimunenigsiendeilsyAnBua (Porter, 2008; Pukahuta, 2020)
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waeli AN vinflesin asnsuiununnieyed gosmern uasiasie a13ninanna (Aunhaphogsa
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