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ABSTRACT

The study was carried out to examine the demographic data of the
respondents and to investigate the use of the services that affected satisfaction with the
service quality of King Kaew LCL Free Zone. The data were obtained from 120
samples, and were analyzed applying Frequency, Percentage, Standard Deviation,
Independent t-test, One Way Analysis of Varience (One Way ANOVA) and Least
Significant Difference at 0.05 level of significance.

The study results demonstrated that the majority of the respondents were
female, 36-40 years old, graduated with Bachelor’s degree, were single, earned a
monthly income between 20,001-40,000 Baht, held the position of middle management
executive (Manager), were both importers and exporters, operated wholesale/retail
business (merchandising business), and did business dealing with industrial products.
The purpose of using Commercial Cargo service was for transshipment across the
border, and the container services were used for average of 30-50 shipments per month,
the highest use of containers services were between July and September, the lowest use
were between April and June. The currency exchange rate had effects on the use of the
services and the reason for the choice of using the services of King Kaew LCL Free
Zone was the reasonable charges.

The respondents demonstrated the overall satisfaction with the service quality
of King Kaew LCL Free Zone at a high level. When considering each aspect of
satisfaction with the service quality, it was found that tangibles were ranked as having
the highest level of satisfaction, next below were responsiveness, reliability, and
empathy respectively. However, the respondents showed the lowest level of satisfaction
with service quality on the aspect of assurance. The study on general demographic data
of the respondents revealed that age, present position had different effects on the
satisfactions with service quality of King Kaew LCL Free Zone on the aspects of
tangibles and assurance. As regards the use of the services, it was found that kinds of
business, types of business, kinds of goods and the reason for the choice of using the
services of King Kaew LCL Free Zone had different effects on the satisfactions with
service quality on the aspects of reliability, assurance and empathy.



