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CUSTOMERS’ SATISFACTION TOWARD SERVICE OF RCL LOGISTICS CO.LTD.

AN ABSTRACT
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at Srinakharinwirot University
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Phakphum Meejaroen. (2010). Customers’ Satisfaction toward Services of RCL Logistics Public
Company Limited. Master’s Project, M.B.A. (Management). Bangkok: Graduate

School, Srinakharinwirot University. Project Advisor: Dr. Warangkana Adisornprasert.

The purpose of this research is to study the satisfaction of customers who have used
service-products of RCL Logistics Co., Ltd. The study focuses on customers’ satisfaction
toward the marketing mix of RCL logistics public company limited services, mainly in term
of; product, price , place, promotion, people, physical evidence, and process. Population
used in this study are companies who have been customers of RCL logistics public company
limited since 2001, total of 40 companies which are, categorized by type of customers type
of service, duration of service, quantity of service. The questionnaire is a tool to collect data
and statistical analysis of data are percentage mean, standard deviation, maximum and
minimum values.

The research results are as follows:

1. Customers use freight services across the border, have been using service with
RCLL between one year - three years and the shipping quantities is less than 50 TEU per
month.

2. Most customer’s representative have been working with their companies more
than five years and have been contacting with RCLL for less than a year

3. Customer’s satisfaction toward overall product are at high level by which they
are satisfied with custom document management services the most.

4. Customer’s satisfaction toward overall price are at medium level, which they are
satisfied with quality of services in comparison with cost the most.

5. Customer satisfaction toward overall place are at high level, by which they are
satisfied with the suitability of the location of RCLL offices the most.

6. Customer satisfaction toward overall promotion are at a medium level, by which
they are satisfied with the advertisement in magazines the least.

7. Customer satisfaction toward overall people are at high level, by which they are

satisfied with the staff's appearance and manner the most.



8. Customer satisfaction toward overall physical evidence at high level, which they
are satisfied with the condition of pulling truck rank the most.
9. Customer Satisfaction toward overall process at a high level, which they are

satisfaied with the punctuality of shipping schedule and business confidentiality the most.
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Customer’s Satisfaction survey on services of RCL Logistics Itd. (RCLL)

Please indicate x into
Part 1: General information of customer
5. Type of Customer
Q Ful Package Service : 1-3 years Contract Logistic
Q Partly Service : VAS, Value Added Service
L nvoce (Non Vessel Operating Common Carrier)
[ Cross Border Service
6. Type of Services (check all apply)
a Booking Arrangement Service
Q varg Management Service
L container Inspection Service
a Trucking Service
Q Stuffing / Un-Stuffing Service
L customs Clearance Service
O bocument & Management Service
Q Duty Fee Drawback Service
7. Duration of services
U Below 1 year
U Between 1 year to 3 year
s years over
8. Quantity of services used per month
Q) Below 50 TEU
0 About 50 TEU to 299 TEU
L About 300 TEU to 499 TEU

[ 500 TEU above

94



Part 2: General Information of customer’ representative

Department

4.

5.

Work duration
| Below 2 years
| During 2 year to 5 years
L More than 5 years
Duration in contact with RCLL
L Below 1 year
] Between 1 year to 3 years

s years over

Part 3: Marketing mix for RCLL service

95

Customer’s Satisfaction Towards

RCLL Products and Services

Satisfaction Level

PRODUCT

Product &
service in

use

Highest
5

High
4

Moderate

3

Less

Least

1.

Booking Arrangement Service

2.

Yard Management Service

w

. Container Inspection Service

N

. Trucking Service

5. Stuffing / Un-Stuffing Service

. Customs Clearance Service

. Document Arrangement Service

8.

Duty Fee Drawback Service

9.

Safety of Cargoes while Transport

under RCLL

10. Variation of Products and Services

11. Special service as customer required
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Customer’s Satisfaction Towards RCLL

Products and Services

Satisfaction Level

Highest

5

High

4

Moderate

Less

Least

PRICE

1. Price compare to products and services received

2. Price in installment

3. Price range comparison to competitor

PLACE

1. Variety of communication channel with RCL

Logistics Itd. Such as telephone, internet, email, etc

2. Accessibility to RCL Logistics Itd. Offices in

providing services

6. Accessibility to RCL Logistics Itd. Affiliate
Offices in providing services; such as

- TPT Bangkok Terminal

- TIPS Leam Chabang Port

- Container Freight Station : Sinthanachot

- Land Container Depot : NH Prosperity @ Lad
Krabang,

- Land Container Depot : Bangkok Terminal

Service

4. Accessibility to company representative in
providing services during of working hour i.e.
Holiday / Week End

PROMOTION

1. Print Advertisement of RCL Logistics Itd. in

magazines

2. Clarity of RCL Logistics Itd. Products and
services introduction By marketing team and/or

customer service team.

3. Would you recommend RCL Logistics Itd.

Products and services to others?
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Customer’s Satisfaction Towards RCLL

Products and Services

Satisfaction Level

Highest
5

High

Moderate
3

Less

Least

PEOPLE

1. Knowledge and Ability of RCL Logistics Itd. Staff

2. Efficiency in services of RCL Logistics Itd. Staff

3. Standard in service of RCL Logistics Itd. Staff

4. An adequate amount of RCL Logistics Itd. Staff

5. Competence of RCL Logistics Itd. Staff in
communication and coordination among related

organizations.

6. Seriousness of RCL Logistics Itd. Staff in

reporting problem, if occur.

7. Seriousness of RCL Logistics Itd. Staff in solving

problem, if occur

8. Readiness and reliability of RCLL Staff in

customer service.

9. Courtesy and customer relation of RCLL Staff

10 Appearance and manner of RCLL Staff

11. . Ability of RCL Logistics Itd. Staff to explain

and clarify details of products and services provided.

PHYSICAL EVIDANCE

1. Overall condition of RCL Logistics Itd. Offices and
administrative equipments., General Environments

of CFS, LCD including Yard Equipments

2. Modenrnity of RCL Logistics Itd. Offices and
administrative equipments., General Environments

of CFS, LCD including Yard Equipments

3. Condition of containers in service

4. Condition of Haulage Truck in service
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Customer’s Satisfaction Towards RCLL

Products and Services

Satisfaction Level

Highest
5

High
4

Moderate

3

Less

Least

PHYSICAL EVIDANCE

5. Modernity Haulage Truck in service

6. Orderliness and clarity of RCL Logistics Itd.

paperwork and records.

PROCESS

1. Reliability to the intended shipping schedule

2. Consistency in reporting progress to customer

3. Accuracy in reporting to customer according to

agreement.

4. Completeness, truthfulness and speediness in

paperwork.

5. Handling of customer confidential business

information.

6 Speediness in processing compensation, if occur.

7. Accuracy in processing compensation, if occur.

Recommendations:

Which area of products and services should RCLL improve and how ?
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