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47924514: MAJOR: TRANSPORT AND LOGISTICS MANAGEMENT;
M.Se. (TRANSPORT AND LOGISTICS MANAGEMENT)
KEYWORDS: CUSTOMER EXPECTATION/ CUSTOMER PERCEPTION/ CUSTOMER
SATISFACTION/ FREIGHT FORWARDING
PANADDA TANTIVATTANAPANICH: THE COMPARATIVE STUDY OF
PRIOR EXPECTATION AND ACTUAL PERCEPTION OF FREIGHT FORWARDING
BUSINESS. ADVISOR: KAMONCHANOK SUTHIWARTNARUEPUT, Ph.D. 92 P. 2007.

The purpose of this research is to study the customer’s expectation and perception
toward freight forwarder business. Without doubt, the competitiveness in freight forwarding
business is currently intensive. In order to survive in such circumstances, it’s necessary to figure
out what customers really do expect from their service providers.

The questionnaire emphasizing 5 aspects (Tangibles, Realiabilities, Responsiveness,
Assurance, Empathy) has been circulated to the target group and information gathered has further
been evalnated by SPSS computer software based upon the statistic in term of percentage,
average, standard deviation, and paired sample t-test,

The results oi this research have indicated the following points:-

1. More expectation on ABC company compared to other service providers.

2. More perception on ABC company compared to other service providers.

3. Greater customer satisfaction toward ABC company than other service providers.
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