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Abstract

This research aims to study the quality of International bus sector logistics services provider. The route between
Thailand - Luang Prabang (Lao PDR. Laos) with a quality of service which is a P-TRANSQUAL model to measure the service
quality for public land transport services. The quality of services is resulting from the difference between the expectation
level of the service and the perception level when customer receiving services from the provider.

The model of P-TRANSQUAL service quality measurement studies in four dimensions including 1.Tangible
2.Reliability 3.Personal and 4.Comfort. With the reliability analysis of the 400 samples.

The study found that the majority are female. Aged between 25- 35 years old, single, bachelor degree,
employees in the private company, the average monthly income between 20,001 - 30,000 baht, Overall bus service quality
score is lower than expectation by -0.29 and lower in every dimension. Result show service quality rank are Personnel,
Comfort, Tangibles and Reliability with service quality score -0.07,-0.15.-0.48 and -0.57 respectively. That mean the quality
of service remains poor need more improvement. When focus on index found the highest service quality scores are

neatness and politeness of transport staffs and the lowest are travel time of the bus and comfort/condition of the seat.

Keywords: Service Quality, Public Land Transport Service, P-TRANSQUAL, Logistics Provider, Logistics customer
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