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Abstract

The objectives of this research are 1. to study the service quality level of
Freight Forwarder XYZ Sea Transportation Co., Ltd, 2. to study the level of satisfaction
of Freight Forwarder XYZ Sea Transportation’s service users, 3 To study the
relationship between the quality of service and the satisfaction of the service users
of Freight Forwarder XYZ Sea Transportation Co., Ltd. The sample group of this
research were 235 customers who received international freight forwarding services
from export department. The questionnaire was used as research instrument and
data was analyzed by statistic application of percentage, mean, standard deviation,
One-way Anova and Pearson correlation analysis. The result of this research
indicated that the overall of service quality was at a high level. Also overall customer
satisfaction was at high level. The results of the hypothesis test showed that the
service quality factors were related to customer satisfaction of XYZ Sea
Transportation Co., Ltd., statistically significant at a level of 0.05.

Keywords: Service Quality; Customers; Satisfaction of Freight Forwarder
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(Service Quality) MLfinTna1LNIIINTMBUALBIAINABINTVBIRNATLFBE9UVIaTe (Te
NITO ﬂé"uﬂéu, 2544)

Tagmanuamunmnsliusnsiaseyssaunuiugnawasyszauanuiuiigsng
melupadng veavismviedumniiin-doondud lunsquadessasBondunaunis
udsdumsenInslssmalagnudud Tiausnw Auugid wiladgminidioulaun
anAnlaviud Jdianugsendutou vilvidedinsdnaduanudAgyuensiiuinisedng
\Huszuu Wlennusinuazanugndes msizmsuinsidaanniefudiunilefiazdy
fmunhmssiiunulszauanudisaldinntendioda Suhlriideianuaulaiios
mMsAnwIEesgaMNMIUINMsYesiuugTUinn Uit madmmaran i
wolavaeglduins daunugSudanisvudsseninlseing nsdlfnwiusEndsudanisuuds
Audmangia XYZ $1in il etunuiudgei liglduinmainanufianelanind uay
ndusnlduimsvesuTsnetnaseliios

fefu mafinyiFesnunmmsuinmsvesiuugiuiamavudesz i szinad
danasionuianelavewliuinis JdnwuuImaLarladesuaunMnsuInIg (Service
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BABUN153Y (Research Methods)
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5. sdanldlun1sise

adAL3anssaiun (Descriptive Statistics) laun A1AMUE (Frequency) A1¥aeas
(Percentage) AtaAY (Mean) way dutdssiuunnsg1u (Standard Deviation)
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NaN15338 (Research Results)
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mylaszideyatidenainuuzretedns imsieneilagldatadanssaun
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g 31w 5 au (Segag 2.13) dneuluuasunudiulvgjeglunnundisen 311
198 AU (Sowar 84.26) sosastduuNunNnITRaIn 911U 32 AU (Fp8ag 13.6) LagLHUN
Jogedam sauau 5 au (Gevaz 2.13)
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AU 1w 90 AU (Bopaz 38.30) sevauniianuilumsiduims snd 2 aduideu
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76 au (Fovaz 32.34) uwazUSuavesdudiidseanded 1,001-1,500 fu S1uau 52 au (oe
av 22.13) warUSinavasdudndideoansdel 500-1,000 fu S1uau 16 AU (Fovay 6.81)
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5 anufanelalussennuazain 3.49 1.269 el
590157 wazAugnd odlunis
TSNS
394 3.50 1.261 Un
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= 3.55) 3) anuftawelaluFesnnuavaInsInuazaugnieslunsliuims (X = 3.49)
a) anuiawelasonsléuinisvesuTem (X = 3.46) uaz 5)nmsuinmaduluaudiviou
AN (X = 3.46)

4. Han1sneaevaNNfgIu YaTunnudnuazveAnsNLAnA 19N ullnasan U
Wolavaliuinis UsEm fFudanisuudsduaivnanga XYZ 31iin Auanaei

M1TN 3 AT UAAIHANTNAFUANNATIY Vo7 1

fauys a0f Sig NANITNAGFDU
918YBIUIEM F-test .000* GRILLRN
SULUUVRIRIANT F-test 357 [FERREGE
WAUN F-test 001* AOAARDY
szeznafiuINs F-test 001* ADAARDY
audlunislduinas F-test .000* AONAADS
Usunauuasduan F-test .008* ADAARDY

*SEAUNUEIALYNI9EDH 0.05

NHANINAFRUANNAFIUAUUUNUT TaduandnuieaiAnsnu 018vedndAns
FULKLN YDA BULUUADUANLYNY Puszazadilduins fusnudlumislduinig
uay FMutiinadudiunnmstu danadernufiswslavesiliuins vismiudnnisuuds
Audmiazia XYZ $1im uans1aiu Aisesuiuddey 0.05 aenndesfuauufgiuiiaaly
Tuvauzfitadefu o1gvesuisniuaninefiu dwaronufisnslavesilivinms viemisu
Frevudaduimiameia XYZ 3119 lalunne1aiu Asesutedfy 0.05 Feluaenndesiu
A fgIuTisels

5. HANSNAFRUALLUATIU TEAUAMAINNITUTNTHAMUFURUS A UTEAUAIILT
WolavelduIns UTEM Judanisuudsduaimangia XYZ 31iia



WU | 281
21581SNISUSHISUCUAAALAE:=UIONSSUNaJaU
Un 8 auun 9 hounuengu 2565

M3 4 AITNUARIHANTNAFBUALNATIY Vol 2

JadeduamnmnITuINIg Sig. Pearson
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UIN9
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U
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anUs18Nan15338 (Research Discussion)
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JoLaUBLUZN15I98 (Research Suggestions)

1. YawauauuzTunisnluly
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