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KEYWORDS: CUSTOMER/ FREIGHT FORWARDING SERVICE/ SATISFACTION/
SERVQUAL
RICHA MOONSRI: A STUDY OF CUSTOMER SATISFACTION OF SERVICE
QUALITY FREIGHTFORWARDING SERVICE OF OOCL LOGISTICS (THAILAND) CO.,

LTD. ADVISOR: ASSOC. PROF. PORPAN WATCHAIJITTAPAN, Ph.D., 68 P. 2013.

The purpose of this research is to study response service selection behaviors of
customer groups in freight forwarding service companies. The researcher aims at studying three
issues which are 1) factors affecting the customer satisfaction from the service, 2) factors both
directly and indirectly impacting on the customer satisfaction level, and 3) suggestion for service
improvement by the customers to develop and adjust the company’s service strategies, including
the ability to respond to the customer needs at present and in the future.

In this study, the data collection was made by using by primary data and a field survey.
A survey questionnaire was designed on the basis of the SERVQUAL concept for measuring
service quality. The questionnaires were distributed to a convenient sampling group of 112
customers.

The researcher then performed an analysis through 4 statistical methods. Based on the
result from Pearson’s correlation coefficient, all variables are correlated. The researcher also
performed an analysis of variance (ANOVA) and t-test and found that there were two factors
correlating to satisfaction with price and staff’s service. The conclusion was based on multiple
regression analysis, and it was found that the service of the staff had a direct influence on
customer’s overall satisfaction. The satisfaction with price had both direct and indirect impacts on

the overall satisfaction, and a indirect impact on the worthiness factor.
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