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Patcharin Noibutr (2008). Expectation and Perception towards Service Quality of International
Sea Freight Forwarder of SCHENKER (Thai) Lid. Master’s Project, M.B.A. (Marketing.)
Bangkok : The Graduate School, Srinakharinwirot University. Project Advisor : Assist.
Prof. Nak Gulid.

This research is to study the expetation and Perception towards Service Quality' of
International Sea Freight Forwarder of SCHENKER (Thai) Ltd. by categorized in gender, age,
education level, customer types, type of service and service period for assessment of the
satisfaction comparing between expectation of Service Quality of International Sea Freight
Forwarder of SCHENKER (Thai) Ltd. before using service and the real perception result after
using service such as general service, freight charge, place, personnel and safety as well as to gain
better effective service.

The sampling used on service of International Sea Freight Forwarder of SCHENKER
(Thai) Ltd. are 370 customers. The questionnaires were used as the tools for collecting information
and analyzed with SPSS of window version 13 to find statistic value. Statistics used in data
analyzing is frequency, percentage, mean, standard deviation in analyzing the difference between
the average of 2 group of residents independent sample t-test, analyzing the difference beween the
average of various groups residents by dependent sample t-test, one-way analysis of variance, and

also analyzing the differences in pairs by using Least Significant Difference (LSD).

The research and test of hypothesis can conclude as follows :

1. Mostly of the user samplings on service of International Sea Freight Forwarder of
SCHENKER (Thai) Ltd. are female, 26 — 35 years of age, holding bachelor degree. Those user
were exporters for FCL shipment who had the range of service period between 1 — 5 years.

2. Mostly of the user samplings on service of International Sea Freight Forwarder of
SCHENKER (Thai) Ltd. expectation on the quality of service are at the highest level. - When
consider each aspect it found that the general service, place, personnel and safety are the highest
level and the freight charge is at the high level.

3. Mostly of the user samplings on service of International Sea Freight Forwarder of
SCHENKER (Thai) Ltd. perception on the quality of service are at the high level such as the

general service, freight charge, place, personnel and safety.




4. The demographic factors which are different on gender, age, education level, customer
types, type of service and service period had affected perception on the quality of service at
statistically significant difference of level,

4.1 The user sampling with the difference in the factor of gender had affected the
differences in perception towards service quality of International Sea Freight Forwarder of
SCHENKER (Thai) Ltd. for place and personal at the statistically significant level of .01

4.2 The user sampling with the difference in the factor of age had affected the
differences in perception towards service quality of International Sea Freight Forwarder of
SCHENKER (Thai) Ltd. for general service at the statistically significant level of .05

4.3 The user sampling with the difference in the factor of education level had affected
the differences in perception towards service quality of International Sea Freight Forwarder of
SCHENKER (Thai) Ltd. on general service, freight charge and place at the statistically significant
level of .01

4.4 The user sampling with the difference in the factor of customer types had affected
the differences in perception towards service quality of International Sea Freight Forwarder of
SCHENKER (Thai) Ltd. for freight charge and place at the statistically signiﬁcant level of .01

4.5 The user sampling with the difference in the factor of type of service had affected
the differences in perception towards service quality of International Sea Freight Forwarder of
SCHENKER (Thai} Ltd. for general service, place, personal and safety at the statistically
significant level of .01

4.6 The user sampling with the difference in the factor of service period had affected
the differences in perception towards service quality of International Sea Freight Forwarder of
SCHENKER (Thai) Ltd. for general service, freight charge, place and safety at the statistically
significant level of .01 |

5. To compare the expectation and perception towards service quality of International
Sca Freight Forwarder of SCHENKER (Thai) Ltd. for general service, freight charge, place,
personnel and safety, the result showed that users had higher expectation than perception on the

service quality which implied that users are unsatisfied on service quality.
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Aaa o v = s =
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1. MABATINT TN (Descriptive statistic) 1/5zno1d78

1.1 M¥osag (Percentage) (Hag7 MiTvdiiayn. 2545 : 36)
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1.2 MIASIURAY (Mean w30 X ) (Fae1 210v000ym1. 2545 - 39)
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1.3 A1ANUISULULIAYIY (Standard Deviation 138 S.D.)

(Faen 3niTwdiiayw. 2545 : 38)
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k covariance /variance
Cronbach's alpha : Ol=

1+ (k —1) covariance /variance
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X1 X2
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+p,—2
mrn nl n2
df = n 1 + n2 -2
e ¢ uny aaeanldResanly t-distribution

X;  wnd amfdsveangudied i 1
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2 1 T s 1 ﬂr
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2.2 @0 F-test WUUA15IATIEHANULUTUT IUN 1R S (One Way

st
Analysis of Variance) (a7 217967y, 2545 : 293) Tignsdail
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io  F umi  Aedan19Re1sanlu F-distribution
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gasn T ziemeAumanaog LSD (Fao nilsdtiymn.254s : 332-333)
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2.3 AAOA Paired t-test (Dependent sample) (fagn Nilsdieyw. 2544 : 323) 1
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