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WETHAYA FAIJAIDEE : NAKHON RATCHASIMA SMEs’ EXPECTATIONS
AND PERCEPTIONS ON SERVICE QUALITY OF OUTSOURCED
TRANSPORTATION SERVICES. THESIS ADVISOR : ASSOC. PROF.

KWUNKAMOL DONKWA, Ph.D., 102 PP.

SERVICE QUALITY/ OUTSOURCED/ TRANSPORTATION

The objective of this research is to analyze the (1) type, size and duration of
Small and Medium Enterprises (SMEs) that affect the level of expectation of service
quality from outsourced transportation services providers, (2) level of service quality
of outsourced transportation service providers by SMEs, and (3) service quality
factors affecting the overall satisfaction of SMEs for outsourced transporta‘;ion
services. This study using a survey questionnaire collected 110 samples. Quantitative
statistics were analyzed by means, standard deviation, analysis of variance and
multiple regression analysis.

The research results showed SMEs service quality expectation is not change
even for the different types, sizes, and duration of business. SMEs expectation was
more than perception of poor service quality the means was 4.62 and 4.47. Research
also found the reliability factor (B= 0.375) has a positive direct effect on the overall
satisfaction, and the tangible and empathy factors have an on the overall satisfaction

but no statistical significance was accepted.
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