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ABSTRACT

The research aims to measure service quality for Malaysia and Thailand logistics
service providers (LSPs). The results can be used to improve service quality of Thailand’s
LSPs. Data collected in this study is done by many questionnaires. The sample included 13
Malaysia’'s LSPs, 10 Malaysia logistics users, 67 Thailand’s LSPs and 102 Thailand logistics
users. The data was analyzed on the service quality of each country in five dimensions which
are tangibility, reliability, responsiveness, assurance and empathy. SCM/ logistics scorecard is

also utilized to compare the performance between those two countries. The 4 results are found
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in this research: 1.The users’ perceived service quality of both countries are high and are not
different in the five dimensions (responsiveness, assurance, empathy, reliability and tangibility.
2. The 1% gap analysis shows that Malaysia’s LSPs have better understanding of their
customers’ expectations than Thailand’s LSPs in terms of responsiveness, assurance and
empathy. However, Malaysia’s LSPs have less understanding of their customers’ expectations
than Thailand’s LSPs in terms of reliability and tangible. 3. The Sth gap analysis shows that
users do not satisfy with service received from all dimensions. The 5th gap was compared
between Malaysia and Thailand’s LSPs. Malaysia users are more satisfied in all dimensions
than those of Thailand users. 4. Overall performance on logistics and supply chain
management of Thailand’s LSPs is lower than Malaysia’s LSPs in term of corporate strategy,
planning and operation capability, logistics performance, IT management and collaboration with
business partners. Therefore Thailand’s LSPs should improve the service quality to be

equitable to Malaysia’s LSPs and to gain more satisfaction from the users.

Keywords: Service Quality, Logistic Service Providers (LSPs), SERVQUAL
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Dimension Country Mean Std. Deviation | Std. Error Mean
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Thailand 3.55 0.797 0.081
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