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Abstract
This study had four major purposes: 1) to study service quality of an import and
export business 2) to study levels of customers satisfaction 3) to compare customer

satisfaction with the classification of personal information, and 4) to determine the
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relationship between service quality and the service satisfaction (1) towards import and
export services of PT Air Cargo Co., Ltd. by using questionnaire as a data collection tool.
Data attained was analyzed using statistical application of percentage, mean, t-test,
F-test (one-way ANOVA), Pearson moment correlation, and multiple regression analysis.

The result indicated that the overview of service quality and customer
satisfaction was at a high level. The service quality correlated to customers satisfaction
at a medium level in the same direction with the detail, such as customers confidence,
and customers relations which influenced customers satisfaction with statistically
significance at .05 level.

The study recommended that administrative officers should provide specialized
experts for consulting customers, develop logistics skills of employees in order to (2) provide
standard services to customers and increase reliability of service, keep records of

customers data, and use customer’s data to improve the service quality.

Keywords: Service quality, Satisfaction, Import and export business, Transportation
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Figure 2 The overview importance level of quality of service of PT Air Cargo
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Figure 3 The overview satisfaction of the customer of PT Air Cargo
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auuAgIun 1.1 yeeaidinawansteiuianuianelaniunisiidiwazdiean vas
USE PT Air Cargo Co., Ltd. Nuananeiuy

Table 1 The comparison of customers satisfaction of PT Air Cargo (Male and Female)

Sex Mean  Std. Deviation t Df Sig. Test result
Male 4.16 0.432 -0.846 78  0.400 Not difference
Female 4.24 0.319

*statistically significant at .05

910 Table 1 WigulisuAuwanAavasyanailinaLand1eiu daaiufianelaniu
MU LA dIDDNURIUTEN PT Air Cargo Co., Ltd. WU inANLAnA19niUY danuisnelaniu
MsudLardseonUaIUIEn PT Air Cargo Co., Ltd. Mildunnsaniu

AuUAgIUN 1.2 yarandenguanenanu danuiesneladiunisiidiwazdieanves
USE PT Air Cargo Co., Ltd. Nuananeiuy

Table 2 The comparison of participants in the different ages affecting the customers

satisfaction of PT Air Cargo

Customers Sum of Mean

Df F Sig. Test result
Satisfaction Squares Square
Between group 0.832 a4 0.208 1.380 0.249  Not difference
In group 11.308 75 0.151
Total 12.140 79

*statistically significant at .05

310 Table 2 WiguiisuANuwANANYRIYARaNTaIgwans1aiy Taudianeloniu
N5 kazdIanvasuTEN PT Air Cargo Co., Ltd. wu31 81gunns1eiu daiuienelasiu
MU LardseenURIUISEN PT Air Cargo Co., Ltd. Aildunnaaniu
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Table 3 The comparison of participants with different working experience affecting the

customers satisfaction of PT Air Cargo

Customers Sum of Mean

. . Df F Sig. Test result
Satisfaction Squares Square
Between group 0.214 3 0.071 0.455 0.715 Not difference
In group 11.926 76 0.157
Total 12.140 79

*statistically significant at .05

370 Table 3 WisUWEUANNLANG1TBIYARATIIDIELLANANTUTlA U Tianalasu
n1sidLazd180nY0IUIEN PT Air Cargo Co., Ltd. Wu31 81gukana1aiu Iaudianela
AUNTUIILALEI88NYDIUSEN PT Air Cargo Co., Ltd. luunnaeriu

a

AUNAZIUN 1.4 yapadidlsuvsnusanssiuianuianelasunisdidiwasdioen

8
YBIUTEN PT Air Cargo Co., Ltd. Auananeiy

Table 4 The comparison of participants with different job positions affecting the customers

satisfaction of PT Air Cargo

Customers Sum of Mean

. . Df Sig. Test result
Satisfaction Squares Square
Between group 0.751 3 0.250 1.670 0.181 Not difference
In group 11.389 76 0.150
Total 12.140 79

*statistically significant at .05

311 Table 4: WUy ULNEUAMULANAI9YDIUAABTIHAILNLIULANAINA WAL
wolanun1sUId LAz d999NYBIUSEN PT Air Cargo Co., Ltd. WU ALRUSIUALANANAY
finuisnelasunisiidiwazdienvesuisy PT Air Cargo Co., Ltd. laiunnsingiuy
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auuAgINd 1.5 sUnuun1svudeanuand1eiu Iauianalasunisdnduazdeasn
YDIUTEN PT Air Cargo Co., Ltd. Auananeiuy

Table 5 The comparison of the different modes of transportation

Customers Sum of Mean

. . Df Sig. Test result
Satisfaction Squares Square
Between group 0.227 2 0.114 0.734 0.483 Not difference
In group 11.913 7 0.155
Total 12.140 79

*statistically significant at .05

310 Table 5 W3guLlguAULANA9YassULUUNISYUAIUANAs AUl uianela
AuNsUILIMAEEI8aNYBIUTEN PT Air Cargo Co., Ltd. Wu31 jULuunIsYUdIiuanm1eiy
ANenelasunsiLardI98nveIUsTN PT Air Cargo Co., Ltd. luunnseiu

AUNAFIUN 1.6 U£tann1suInsnuanseiu Iauisnelasunisiidiwasdionn
YDIUTEN PT Air Cargo Co., Ltd. fiuanseriu

Table 6: The comparison of the different type of services

Customers Sum of Mean )

. ) Df F Sig. Test result
Satisfaction Squares Square
Between group 0.154 1 0.154 1.003 0.320 Not difference
In group 11.984 78 0.154
Total 12.140 79

*statistically significant at .05

911 Table 6 Wigulisuussiannisusnisuanarsiudanuiisweladiunisiidniay
d999nUBIUTEN PT Air Cargo Co., Ltd. U1 Usziannisusnisiiuanansiuauiisnelasniu
nMsuuardseenURIUSEN PT Air Cargo Co., Ltd. ldunnsneiu
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AMUFNANUSERIeRn N sEuINsiuAuNanelavasdldusnisdiunisdndiuas

d999nV89U3EN PT Air Cargo Co., Ltd.

auuAgINN 2 Aunmnstrusnisianuduiusdenimuianelaveldusnisaiuns
U lazdseonveauTen PT Air Cargo Co., Ltd.

Table 7 Relationship analysis of the services quality and customers satisfaction

Services quality

Relationship with customer satisfaction

Sig Level of relationship Rank
Tangibility 3707 0.001  Low level in the same direction 5
Reliability 5357 0.000  Medium level in the same direction 3
Responsiveness 4997 0.000  Medium level in the same direction 4
Assurance 6647 0.000  High level in the same direction 1
Empathy 6457 0.000  High level in the same direction 2

Average Overview  .543

Medium level in the same direction

** statistically significant at .01 (2-tailed)

310 Table 7 Auamnistruinsiianuduiusdeauianelavegldusnisluningiu
wdgllmnudiusseduUunaiamaae It

AMNINNTIRUIN BN NadaauNwa lavesldusnisaunsindiuazdeean vag

US¥N PT Air Cargo Co., Ltd.

AUNATINN 3 AuIMNITIUINSEEVENase AL ianelaveltuINITATUNTUIN

LAzEI99NUDIUIEN PT Air Cargo Co., Ltd.

Table 8 The comparison of service quality affecting customers satisfaction

Service quality

B Std. Error  Beta t Sig.  Test result
(Constant) 1.118 312 3586 .001
Tangibility 0.081 .056 0.124  1.445 153  Not affect
Reliability 0.033 076 0.044 0.428 .670 Not affect
Responsiveness 0.062 .076 0.078 0.823 .413  Not affect
Assurance 0.290 .066 0.396  4.377 .000 Affect
Empathy 0.258 073 0.352 3543 .001 Affect
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