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Thesis title: The Quality of International Air Freight Service in the Aspects of
Customers in Bangkok Metropolis
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Wongchairdtum, Assosiate Professor ;Academic year: 2006

ABSTRACT

The objectives of this study were (1) To study the customer opinions
towards the international air freight service quality in the aspects of the clients. (2) To
compare the customer opinions towards the international air freight service quality in
the aspects of the clients and (3) To study the obstacles and recomendation of the
clients of the international air freight services.

A sample of this research, representing the population of the clients of the
international air freight services composed of 5 exporter groups of goods industry
clothes, weave products, jewelry, souvenir, food, agricultural products, mineral and
fuel. Productivity, the number of house decoration group were around 375 persons by
stratification random method and simple random method. Questionnaires were done
by researcher. All data were analyzed as frequencies, percentage, mean, normal
distributions and One-Way ANOVA.

Major findings were as follows: (1) the international air freight service
quality as-a-whole and specific sectors, namely; the image and convenience of the
facilities, the skills and capabilities of the service, the ability to satisfy customer needs,
the personality and human relations of the service providers, the ability to take care of
the customers and the services were all in a high level of quality. (2) the comparison of
the international air freight service providers in the aspects of the customers
categorized by the general information of the export companies had found that the
export companies which were in different industries had different aspects towards the
service quality of the international air freight services. The export companies which
had different corporate sizes would have different aspects towards international air
freight service quality. The export companies which had a different terns of
experience would have different aspects toward the international air freight service
quality in terms of the personality and human relations of the service provider. The
companies which export their goods to different areas had different aspects toward the
overall international air freight quality service and also in the terms of the skills and
capabilities, the handling of customer needs, the personality and human relations and
the services. (3) the obstacles and suggestions from research were the international air
freight service providers should improve by arranging a database for the goods,
provide the customers with the accurate and fast delivery information, easy to-reach
facilities which had enough parking spaces and also provide security for the
customer's goods.

Keywords: international air freight , service quality , opinion
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Business logistics

Physical supply Physical distribution
(Materials management)

Sources R Plants/ R Customers
Of supply g Operations !

- Transportation - Transportation

- Inventory maintenance - Inventory maintenance

- Order processing - Order processing

- Acquisition - Product scheduling

- Protective packaging - Protective packaging

- Warehousing - Warehousing

- Materials handling - Materials handling

- Information maintenance - Information maintenance

d’ a aoA I'4
AW 2.5 nanssuladannd

ﬁlﬂ : Ballou, Ronald H (1999) Business Logistics Management 3rd edition Prentice Hall

Ballou R.H. (1999) 188 wunvoumavesnonisuladadndidlu 2 dau ldun
dmfl 1 mMsdamsingAu  (Physical Supply : Materials Management)

1lsznoudie

M3YUAITAYAY (Transportation)

- m3sguainu1iagAy (Inventory Maintenance)
- ﬂszmumiﬁacﬁa (Order Processing)

- MSTUVDS (Acquisition)

- NSUS wﬁ‘uﬁa (Protective Packaging)

- miﬂﬁﬁﬁ‘u% (Warehousing)
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- m3wdeutuingAy (Material Handling)

- ms@,uaé“ﬂmmsaum&# (Information Maintenance)
ﬁ" auﬁ 2 MsInd aqud (Physical Distribution)

- Msvuaed U (Transportation)

- ﬂﬁﬂtm%ﬂﬂTﬁuﬁW (Inventory Maintenance)

C nsrUIuMIdae AU (Order Processing)

- Mssams1emsiadadudn (Product Scheduling)

- MTUTT qﬁw'a (Protective Packaging)

- miﬂﬁaﬁuﬁ’w (Warehousing)

- m3nAouiedudt (Materials Handling)

- MIQUainEIMs UM (Information Maintenance)
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MINTIVTOUA1INTEINTI (Reliability) VoanToINeId
Reliability
¥xkxokk Method 1 (space saver) will be used for this analysis ******
RELIABIULITY ANALYSTIS - SCALE (AL PHA)

Reliability Coefficients

N of Cases = 30.0 N of Items = 30
Alpha = .8977
Reliability
*kAxkk Method 1 (space saver) will be used for this analysis ******
RELIABILTITY ANALYSTIS - SCALE (AL PHBA)
Mean Std Dev Cases
1. Bl 3.3333 .8023 30.0
2. B2 3.6000 L7701 30.0
3. B3 3.4333 L7739 30.0
4, B4 3.3000 1.0554 30.0
5. B5 3.7333 .9072 30.0

Item-total Statistics

Scale Scale Corrected

Mean Variance Ttem- Alpha

if Item if Item Total if Item

Deleted Deleted Correlation Deleted
Bl 14.0667 8.8920 .6678 .8642
B2 13.8000 8.8552 .7162 .8546
B3 13.9667 8.6540 .7639 .8444
B4 14.1000 6.9897 .8293 .8262
B5 13.6667 8.5747 .6274 .8747

Reliability Coefficients
N of Cases = 30.0 N of Items = 5

Alpha = .8796



Reliability

*rAkxxk Method 1

RELIABILTITY

=W N

Bé
B7
B8
BS

Item-total Statistics

B6
B7
B8
B9

Reliability Coefficients

N of Cases =

Alpha

Scale
Mean
if Item
Deleted

11.8000
11.9667
12.5333
12.2000

30.0

.8664

Reliability

*k%kkkx Method 1

RELIABILTITY

e W+

B10O
B11l
B12
B13
B14

(space saver)

(space saver)
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ANALYSTIS -

Mean

4.3667
4.2000
3.6333
3.9667

Scale
Variance
if Item
Deleted

5.9586
5.4126
3.8437
5.5448

ANALYSTIS -

Mean

.8000
.8333
.7667
.6333
.8667

wwwww

will be used for this analysis *****x*

SCALTE (AL PHA)
Std Dev Cases
.6687 30.0
.7611 30.0
1.1592 30.0
.8503 30.0
Corrected
Item- Alpha
Total if Item
Correlation Deleted
.7436 .8339
.8023 .8034
.8022 .8173
. 6407 .8588
N of Items = 4

SCALE
Std Dev Cases
.7144 30.0
.7915 30.0
.8584 30.0
.8503 30.0
L7761 30.0

will be used for this analysis ***¥*x

(AL PHA)
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Item-total Statistics

Scale Scale Corrected

Mean Variance Item-— Alpha

if Item if Item Total if Item

Deleted Deleted Correlation Deleted
B10O 15.1000 8.2310 .7672 .8978
B11l 15.0667 7.7885 .7858 .8930
B12 15.1333 7.3609 .8134 .8874
B13 15.2667 7.5816 .7649 .8979
B14 15.0333 7.8954 .7769 .8948

Reliability Coefficients
N of Cases = 30.0 N of Items = 5

Alpha = .9136

Reliability

x+«*x** Method 1 (space saver) will be used for this analysis ****x*

RELIABILTITY ANALYSTIS - SCALE (AL PHA
Mean Std Dev Cases

1. B15 3.8000 . 7144 30.0

2. Bl6 3.7000 .7022 30.0

3. B17 3.7667 .6789 30.0

4, B18 3.7333 .6915 30.0

Item~-total Statistics

Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Ttem
Deleted Deleted Correlation Deleted
B15 11.2000 3.9586 .9267 .9573
B16 11.3000 3.9414 .9572 . 9484
B17 11.2333 4.0471 .9501 .9509

B18 11.2667 4.2023 .8547 .9773
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Reliability Coefficients
N of Cases = 30.0 N of Items = 4

Alpha = . 9687

Reliability

x#x%x*+ Method 1 (space saver) will be used for this analysis *****x*

RELIABILTITY ANALYSTIS - SCALE (AL PHA)
Mean Std Dev Cases

1. B19 3.6000 .9322 30.0

2. B20 3.7667 .8172 30.0

3. B21 3.5000 .7768 30.0

4, B22 3.4000 .8137 30.0

Item-total Statistics

Scale Scale Corrected

Mean Variance Item- Alpha

if Item if Item Total if Item

Deleted Deleted Correlation Deleted
B19 10.6667 4.4368 .8430 .8464
B20 10.5000 5.0862 L7765 .8705
B21 10.7667 5.2885 .7625 .8763
B22 10.8667 5.2230 .7343 .8853

Reliability Coefficients
N of Cases = 30.0 N of Items = 4

Alpha = .8997



Reliability

*k#*xx% Method 1

RELIABILTITY

=W

B23
B24
B25
B26

Item-total Statistics

B23
B24
B25
B26

Reliability Coefficients

N of Cases

Alpha =

Scale
Mean
if Item
Deleted

11.0333
10.8000
11.0333
11.2333

30.0

.8997

Reliability

*¥*x%x% Method 1

RELIABILTITY

W~ 0 & Wk

Bl
B2
B3
B4
B5
B6
B7
B8
B9

(space saver)

(space saver)
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will be used for this analysis **x****

ANALYSIS - S CALE (AL P HA)
Mean Std Dev Cases
3.7000 . 7497 30.0
3.8333 . 6989 30.0
3.7000 .9879 30.0
3.5000 1.1064 30.0
Scale Corrected
Variance Item- Alpha
if Item Total if Item
Deleted Correlation Deleted
6.1713 .8758 .8465
6.6448 .7943 .8765
5.4816 .7648 .8775
4.9437 .7780 .8851
N of Items 4

ANALYSIS

Mean

.3333
. 6000
.4333
.3000
.7333
.3667
.2000
.6333
.9667

W W s> wwwww

- S CALE
Std Dev Cases
.8023 30.0
.7701 30.0
.7739 30.0
1.0554 30.0
.9072 30.0
.6687 30.0
L7611 30.0
1.1592 30.0
.8503 30.0

will be used for this analysis ***x**

(AL PHA)



10.
11.
12.
13.
14.
15.
l6.
17.
18.
19.
20.
21.
22.
23.
24.
25,
26.

RELIABILITY

B10O
Bll
B12
B13
Bl4
B15
Bl6
B17
B18
B19
B20
B21
B22
B23
B24
B25
B26

Item-total Statistics
Scale
Mean

Bl
B2
B3
B4
B5
B6
B7
B8
B9
B10
B11l
B12
B13
Bl4
B15
Bl6
B17
B18
B19
B20
B21
B22
B23
B24
B25
B26

if

Item

Deleted

93.
92.
93.
93.
.7333
92.
92.
92.
92.
92.
92.
92.
92.
92.
92.
.7667
92.
92.
92.
92.
92.
93.
92.
92.
92.
92.

92

92

1333
8667
0333
1667

1000
2667
8333
5000
6667
6333
7000
8333
6000
6667

7000
7333
8667
7000
9667
0667
7667
6333
7667
9667

134

Mean

WWWWWwWwwWwuwwwwwwwwww

ANALYSTIS -

.8000
.8333
.7667
.6333
.8667
.8000
.7000
L7667
.7333
.6000
.7667
.5000
.4000
.7000
.8333
.7000
.5000

Scale
Variance

if

Item

Deleted

260.
253.
254,
244,
248.
258.
256.
245.
250.
.5057

254

250.
250.
250.
250.
251.
251.
252.
.7540

252

247,
247.
250.
252,
250.
252.
244,
240.

2575
0851
1023
4195
6851
0241
4782
7989
4655

9989
7000
3506
5931
7471
7713
8379

6368
8724
0333
3402
7368
5161
7368
6540

Std Dev Cases
.7144 30.0
.7915 30.0
.8584 30.0
.8503 30.0
.7761 30.0
L7144 30.0
.7022 30.0
.6789 30.0
.6915 30.0
.9322 30.0
.8172 30.0
.7768 30.0
.8137 30.0
. 7497 30.0
.6989 30.0
.9879 30.0

1.1064 30.0
SCALE (AL PHA)

Corrected
Item— Alpha
Total if Item

Correlation Deleted
.3934 .9720
.7104 .9698
. 6641 .9701
L7743 .9694
L7541 . 9695
.5872 .9706
.5754 .9707
. 6587 .9708
. 7393 .9696
.7050 .9698
.7759 . 9693
. 7228 . 9697
. 7437 .9695
.8095 .8691
.8305 . 9691
.844¢6 .9690
.8238 .9692
.8120 .9692
.7696 .9694
.8761 .9686
.8324 .9689
. 6995 .9698
.8334 .9690
.8140 .9692
.8209 .9690
.8508 .9688
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Reliability Coefficients
N of Cases = 30.0 N of Items = 26

Alpha = .9707
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