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Independent StudyTitle A Study of Service Quality for Logistics Service Provider

of Building Materials Business in Chiang Rai Province

Author Jennarong Kirdtongkum

Degree Master of Business Administration

(Logistics and Supply Chain Management)

Advisor Asst. Prof. Sangchan Kantabutra, Ph. D.

ABSTRACT

The objective of this thesis to study the service quality of logistics service providers and
compare the service quality of logistics service provider for provider and client’s point of view of
building materials business in Chiang Rai province, which can be use as a guideline to improve
service quality and service potential of logistics service provider .The data is collected through
questionnaire the we give away to 3 logistics service provider and 7 logistics service clients by
using an analysis to measure service quality know as SERVQUAL, which has 5 important

dimension ;tangible, reliability, responsiveness, assurance and empathy

The results show that logistics service provider in building materials business has a
mean of perception at 3.63,which is high. The dimension that has highest mean in perception is
reliability dimension and the dimension that has lowest mean in perception is empathy dimension.
The service quality has a mean of expectation at 3.31, which is mediocre .The dimension that has
highest mean in expectation is tangible dimension and the dimension that has lowest mean is
empathy dimension from client’s point of view, the results show that they have a mean of service
perception at 3.29,which is mediocre. The dimension that has highest mean in perception is

tangible dimension and the lowest mean in perception is empathy dimension. In terms of service

(6)



quality ,that highest mean in expectation is tangible dimension and the lowest mean in service

quality is empathy dimension.

When compare the fist service gap between an expectation of service provider and
expectation of clients, it turn out that service quality don’t understand all of client’s expectation.
The most important issue that service providers don’t understand about client’s expectation is the

utilization of resources and readiness to provide information as clients request

In conclusion , logistics service provider on building materials business still can’t live
up to client’s expectation. The highest gap in client’s expectation is the assurance dimension, in

terms of clearly written policy

Keywords: Logistics Service Provider/Service Quality/Expectation/Perception/Building Materials
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