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ABSTRACT

Title : Guide Line for Improvement of Service Quality of Logistics Providers
Student : Ms.Natthiya Na Ranong

Level of Study : Master of Business Administration

Major : Business Administration

Advisor : Associate Professor Sirijanya Krueviriyapan

At present, logistics management has become more important as a key
competence to improve business or industry. Also all commercial activities from each
firm have been challenged to develop their capability by emphasis on budget control
and how to promote speedy delivery from sender to receiver. The public sector has
realized this and paid attention by setting an ambitious goal on strategy to enhance
competitiveness. By stressing and develobing transport and logistic éystems to improve
Logistic providers it has became a significant factor to facilitate the overall development
plan. The objective of the research was to study the customer's satisfaction, problems,
and customer needs. The purpose is to provide an overview to maximize and improve
on quality performance of logistic service providers. This study selected to customer’ s
ABC company at 99 models, which is a company to provide logistic services in Air-
Freight Forwarding area. The illustration was based on primary data from questionnaires
evaluated respondent’s satisfaction (ABC customers) by using the service quality model
(ServQual). This was done by benchmarking the level of satisfaction between 2 stages
“expected before” and “after receiving” service. Secondary data collection from
textbooks, journals, and other statistical data from related organization were also used
to support the study.

This study concluded that the customers from ABC logistic provider showed
satisfaction in (1) Customer service mind, (2) Rate of freight and service charge and (3)
The service process and service report status. On the other hand, customers showed

unsatisfaction in (1) Ability of delivery process, and (2) Customer's claim



responsiveness, in which most problems were serious in the lack of responsibility and
care by service staff, the condition of delivered goods was damaged, wrong
documents, no feed back status of imported and exported products, and late
responsibility to claim in a addition, this study could determine that most customers
expectation were in the stage of delivered goods status report. Therefore ABC logistic
provider may consider continuing activities in which it is expert in the group of Japanese
company customers. And expand the customer group by attempting to develop service
and quality approach by such services as staff training, accurate documentation,
improvement on goods delivery based on goods condition and punctuality, details on
document must be accurate, the status of goods must be reported to customers
whether exporters or importers. Finally, improvement to respond to customer’s claims
provides a better solution and is more effective for customers.

The result of this study aim to provide the guidance of quality on logistic service.
This is an emphasis on key customer support pointed out by best serving direct
customers or even customer’s customer. This was done by studying and reviewing the
strategy for customer service with additional options to improve customer satisfaction
and bring about brand royalty finally. Also the public sector emphasized moving
concretely on a logistic development plan in terms of structure and practicality. This
aims to boost quality and efficiency in competitiveness to achieve the goal of becoming

the “Detroit of Asia”.
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Usznausan yaAa (People) Nraiuasti@uadnIENIINNBNIN (Physical Evidence)
- 3 o b= 5 v ¥ o 4‘
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v o < - o a0 v v t v o v
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nspaIndmitganatinisdntiudecldinsesiiansnisaatnnielu (Internal Marketing)
TeeeAnssaseAuninaudndas uazAesenAanismainnieuen (External Marketing)
Taensdesnsiugnédn usznisnainfiduiusiusendnedde fany (Interaction Marketing)
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A 1 1 -
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NN : (Fawasann Kotler, 1997)
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HAATTUYT 91A0 MNIAARMUNE  UATNNIRUATHNITAANA  (YN1TTOU UAZANY, 2541)
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