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55920013: MAJOR: LOGISTICS AND SUPPLY CHAIN MANAGEMENT; M.Sc.
(LOGISTICS AND SUPPLY CHAIN MANAGEMENT)
KEYWORDS: PERFORMANCE EVALUATION/ KEY PERFORMANCE INDICATORS/
FREIGHT FORWARDER
JANUARY WATTANASUK: PERFORMANCE EVALUATION FOR FREIGHT

FORWARDER. ADVISOR: THITIMA WONGINTA, Ph.D. 95 P. 2015.

This research is an evaluation of Freight Forwarder performance for analyzing and
seeking for an improvement of Freight Forwarder operation.

This research was applied the Balance scorecard theory for evaluation Freight
Forwarder performance with case studied in 4 aspects: finance aspects, customer aspects, internal
process aspect, and learning and development aspect. The result of studies are as follow:

For finance aspect, it is found that the case study was focused on increasing of new
customers and maintain of present customers more than increasing profit,

For customer aspect, which combined with 6 factors, it is found that relationship with
customer is the most important factor. The less important factors are function, image, quality,
price and time respectively. As for satisfaction, the most satisfied matter is function, and less
satisfied matters are quality, price, time and relationship with customers respectively.

For internal process aspect, it is found that employee are lack carefulness in processing
service, providing accurate information, and internal training.

For learning and development aspect, it is found that employee are lack of morale to

work and opportunities to learn more.
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