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ABSTRACT

The objectives of this research were 1) to study the quality of cargo services.
in Pathum Thani, 2) to study the loyalty of customers using cargo services in Pathum
Thani province, and 3) to study the level of service quality that affects loyalty levels
in the freight service business in Pathum Thani province. The population used in the
research was everyone who used the services of freight companies in Pathum Thani
province. The sample size was 160 and was determined using the fomula known as
the population of krejcie and Morgan. The instrument used was a questionnaire. The
data were analyzed using frequency, percentage, mean, and standard deviation. Correlations
between variables were determined using multiple regression analysis. The study indicated
that most customers who used the services were women, aged between 31 - 40 years,
who held Bachelor's Degrees and mostly had careers as private business owners.
Their monthly income was more than 40,000 THB.

The research results can be summarized as follows:

1) The results of the customer study showed that there was a high level of
service quality, butsthat the aspect that-provided the towest level of customer service
was reliabilityland-trust,"as compared to other service quality levels.

2) The overall results of the service quality analysis showed that the level
of loyalty was at a medium level. Service quality had a positive effect on loyalty and
reliability, as well as on customer confidence in Pathum Thani provice.

3) The results of the hypothesis testing showed that the service quality influenced
the level of loyalty to the freight service companies in Pathum Thani province. The
aspects reliability and trustworthiness, customer confidence and individual customer

care were all statistically significant at the 0.05 level.
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