'
1

AMNNUSNSNdIHasangAnssuN1sTdUIN1svudsdumvasduilaalulunnjamnuiiuas
wazd3nama
SERVICES QUALITY INFLUENCES THE CONSUMER USAGE BEHAVIOR OF FREIGHT
FORWARDER SERVICES IN BANGKOK AND METROPOLITAN REGION AREA
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Abstract

The objectives of this research were to examine the demographic characteristics and service quality
factors influencing consumer behavior in utilizing freight transportation services within Bangkok and its
surrounding areas. The sample consisted of 400 consumers with prior experience using freight transportation
services. Data collection was conducted using structured questionnaires. Descriptive statistical methods,
including frequency, percentage, mean, and standard deviation, were utilized for data analysis, while
inferential statistical methods, including t-tests, one-way ANOVA, and multiple regression analysis, were
applied to test the research hypotheses. The findings revealed that the majority of respondents were female,
aged between 25 and 40 years, holding a bachelor’s degree or equivalent. Most respondents were employed
in the private sector, had an average monthly income ranging from 15,001 to 30,000 baht, and were single.
Regarding consumer behavior in utilizing freight transportation services, the average frequency of service usage
was four times per month, with an average expenditure of 87.56 baht per usage. Respondents' evaluations of
service quality indicated that the reliability of the service was rated at a highly satisfactory level. Other
dimensions, including tangibility, responsiveness, assurance, and empathy, were rated at a satisfactory level.
Hypothesis testing revealed statistically significant differences in consumer behavior regarding service
expenditure between genders at the 0.05 significance level. Additionally, the service quality dimension related
to empathy was found to significantly influence the frequency of monthly service usage among consumers in
Bangkok and its surrounding areas. This dimension significantly predicted the frequency of service usage at the
0.05 significance level, with a predictive power of 2.20 Percentage, aligning with the established research

hypotheses.
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