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# # 6280017020 : MAJOR LOGISTICS AND SUPPLY CHAIN MANAGEMENT
KEYWORD: Customer Satisfaction, Regression Analysis, Marine Transportation,
Freight Forwarder Company, Analysis of Variance
Nattapon Swangjaeng : ANALYSIS OF SERVICE EVALUATION RESULT OF A
FREIGHT FORWARDER COMPANY AND SIGNIFICANCE LEVEL OF OPERATION
FACTORS. Advisor: Assoc. Prof. PONGSA PORNCHAIWISESKUL, Ph.D. Co-
advisor: Prof. KAMONCHANOK SUTHIWARTNARUEPUT, Ph.D.

This study aims to study the service quality of the examining freight
forwarder company, service factors that have an effect on profit, service factors
that different groups of customers give importance through analysis of customer
satisfaction survey that the company had collected for six years using various
statistics tools; Mean, Standard Deviation, Regression Analysis, One-Way ANOVA
Analysis, in order to make a service improvement matrices that conclude how the
company should develop service quality. Results find that one factor; politeness
and willingness to service of customer service section, has an effect on profit by all
customers. Profit from high-importance customers can be affected by service
quickness of salesperson, correctness and quickness for customs clearance
manifest document preparation, and marketing mail. Profit from medium-
importance customers can be affected by politeness of the debt collection
section. Profit from low-importance customers can be affected by correctness and
quickness of LCL cargo stuffing service, and politeness and willingness to service of
customer service section. Results also find that high-importance customers give
importance to a salesperson, customer service section, marketing section, and
claim management section more than other groups of customers, while low-
importance customers give importance to document operation and cooperation

with customs clearance section more than other erouns of customers.
Field of Study:  Logistics and Supply Chain  Student's Signature ..........cccocceeeevruneneee.

Management
Academic Year: 2020 Advisor's Signature .......ccceceveeenenne.

Co-advisor's Signature ........cccovceeveunee.
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