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ABSTRACT

This independent study aimed to explore satisfaction of customers using domestic
air cargo-shipping services towards service marketing mix factors of freigh sale-agents, Northerns
International Cargo Co., Chiang Mai Province. Data collection was conducted through the
distribution of questionnaires to 186 customers. Then, data was analyzed by descriptiAve statistic
using for frequency, percentage, and means,

Based upon the study findings, most respondents were male whose ages were
between 25-40 years old with Bachelor’s degree. The majority worked as employees of
transportation companies. The service type they mostly used was the domestic transportation for
items/goods. There were around 1 — 3 airway-bill of product transportation per time. It was found
that the most favorite of items/goods that respondents sent was agricultural products namely
vegetables, fiuits, and fresh food. The expenditure for each service was about 111 — 409 baht, and
the value for each shipment 500 — 1,000 baht. Respondents mentioned for the rapid and
convenient services as a key reason for using the cargo service from this company. The most
favorite time for domestic air freight éervice were around 09.00 ~ 12.00 hrs. but wiﬂ1 uncertainty
date. They revealed that the frequency in using the service was about 11 — 20 times a month,
Lastly, they mentioned that they got to know the Northern International Cargo Co., Ltd., by

themselves.



According to the study of customer’s expectation towards the service marketing mix
factors, those customers rated average at high level for the factors namely place and people, in
avérage orderly. However, they rated average at moderate level for the factors namely process,
product, physical evidence, promotion, and price.

The sub-item of each factor that those customers rated at the highest average was shown
as follows. For product factor, they rated for the variety of air cargo services. For price factor,
they rated for the length of freight charge payment duration for regular customers. For place
factor, they rated for the convenient location for contact. For promotion factor, they rated for the
announcements through any kind of press when there was an increasing or changing air routes, or
a changing price rates. For people factor, they rated for the rapid services done by staff. For
physical evidence factor, they rated for the proper arrangement of service place that initiated the
most convenience to customers. For process factor, they rated for the accuracy of checking
processes for product’s type, weight and size.

Regarding the satisfaction of customers towards the post-service, those customers rated
for their satisfaction average at high level for factors namely place and people. However, they
rated for their satisfaction average at moderate level for factors namely process, price, product,
physical evidence, and promotion in orderly.

The sub-item of each factor that those customers rated at the highest average for the
satisfaction of post-service was shown as follows. For product factor, they rated for the air cargo
service. For price factor, they rated for the length of freight charge payment duration for regular
customers. For place factor, they rated for the convenient location for contact. For promotion
factor, they rated for the availability of free of charge checking service for price rate and fright
routes. For people factor, they rated for the gentleness of staff, For physical evidence factor, they
rated for the proper arrangement of service place that initiated the most convenience to customers,
For process factor, they rated for the accuracy of checking processes for producf’s type, weight
and size.

According to the comparison between customers’ expectation and customer’s
satisfaction, the results of this study suggested that the level of satisfaction towards the post-

service was as the same level of expectation towards the pre-service.



