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Abstract

This study had four major purposes: 1) to study the service quality of Harpers Freight International” Air
Cargo Co,, Ltd., 2) to study the level of consumer satisfaction of Harpers Freight International Air Cargo Co., Ltd,
3) to compare the consumer satisfaction of Harpers Freight International Air Cargo Co., Ltd. classified by personal
information, and 4) to investigate the relationship between service quality and consumer satisfaction of Harpers
Freight International Air Cargo Co., Ltd. The sample group was 400 former customers of Harpers Freight International
Air Cargo Co., Ltd by using a questionnaire as a research tool for studying and statistics used were-percentage,
mean, t-test, f-test, One-way ANOVA, correlation, and multiple regression analysis.

The results showed that most of the respondents were female, aged 31-41 years old;earned-a bachelor’s
degree, had a position as assistant manager, with an average monthly income of more/than 45,000 Baht, and
the frequency of using the service were 1-2 times per week. The overall picture of the opinions on the service
quality and consumer satisfaction was at a high level. The results of the hypothesis. testing-of personal differences
in the term of the frequency of using the services and the positions affected consumer_satisfaction. The service
quality correlated with consumer satisfaction was at a high level in the same direction. The service quality
influenced consumer satisfaction with a statistical significance at the level-of 0.05.

Suggestions from the results of the study to be used as a guideline to improve the service quality of
Harpers Freight International Air Cargo Co., Ltd. were to create service model to_meet the need of each group of
customers, provide technology to increase convenience for users, organize staff training to have more knowledge,
ability, and skills in providing professional services, set up a system to record.cUstomer service users to use customer

behavior data to develop service forms to meet the needs.

Keywords :  Service quality, Transportation business, Service satisfaction, Meet the needs
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