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Abstract

This study had three major purposes: (1) delivery service quality, (2) the level of customer satisfaction of
the service, (3) comparison of service satisfaction, (4) correlation between delivery service quality and customer
satisfaction of Co China Freight Thailand Company. A questionnaire was distributed to 80 customers and
analyzed data in statistic application of percentage, mean, standard deviation, t-test, F-test, One-way Anona,
Pearson correlation, and multiple regression analysis.

The results of the study indicated that most of respondents were female, aged between 26-30 years old,
a bachelor degree holder, import and export staff, worked for company for 5-10 years. The overall picture of the
opinions on delivery service quality and customer satisfaction of Co China Freight Thailand were at high level.
The personal different patterns, such as gender, age, level of education, position, and period of work for the
company were not affected customer satisfaction. The delivery service quality, such as tangible of service,
reliability, customer relation, customer trust, understand customer needs which correlated to customer
satisfaction with high level of opinions. Delivery service quality influenced customer satisfaction, such as service
reliability, professional and knowledgeable personal, customer relation with a statistically significant at .05 level.

Recommendation from the study results were that administrative officers should emphasize on
recruiting personal with experiences, class training with provide answer to customer, modern equipment, and

safety and neat of exclusive uniform for personal in order to receive trust from the customers

Keywords : Service Quality, Forwarding Business, Rating Scale
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