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Abstract

This research aims to (1) examine the factors influencing transaction satisfaction including empathy,

reliability, assurance, tangible and responsiveness and (2) examine the factors influencing behavioral
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intentions, including empathy, reliability, assurance, tangible, responsiveness and satisfaction in providing
maritime cargo transport services at Bangkok port service users’ perspectives. The study is quantitative with
380 sample size service users selected through simple random sampling. The statistical methods used
include descriptive statistics and multiple regression analysis. The research findings indicate that logistics
service quality, including empathy, assurance, tangible, and responsiveness, significantly influences
transaction satisfaction. Additionally, tangible, responsiveness, and transaction satisfaction significantly
positively influence behavioral intentions. The results of the study serve as guidelines for both public and
private sector organizations to develop logistics capabilities at the port in order to support international
trade growth and elevate service standards to meet global acceptance levels. This will lead to job creation
and generate income for the people and sustainable a good quality of life in the country.

Keywords: Logistics service quality, Transaction satisfaction, Behavioral intentions
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suuAgiunguit 3 anufanelalunisvihgsnssuddvinadandelanundmgingsy Suduiunves
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(Assurance-ASS)
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amdluglsssumaiing HE-HIO (Behavioral Intentions-BEI)
(Tangible-TAN)
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(Responsiveness-RES)
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\DunuuinnsussidurvesdiAdnaina (Likert type scale) fsefunsin 6 sedu leud Wiudetosdian (=1) Liu
sheties (=2) WiusneAsuthates (=3) Wusedeutawnn (=4) Wiusesnn (=5) Wuseanniian (=6) mudfu
ﬁww%u%aﬁwmmﬁmﬁ’uﬁ’uLLUisﬁﬁJa"Lé’ﬁ'mTaﬁﬂmué’mﬂmmwu%mﬂaﬁaa nd Mentzer, et al. [8], Thai [9],
Parasuraman, et al. [17], Hemalatha, et al. [28] wagCronin Jr and Taylor [29] m’mﬁﬁwaiﬂumiﬁﬂﬁjﬂiw
Pantouvakis and Dimas [12], Zeitham|, et al. [21], Mwendapole and Jin [27] kag Hsu, et al. [30] t3AULT4
‘anﬂﬁm Igbal, et al. [31], Cuong and Long [32], Liu, et al. [33] wag Fishbein, et al. [24]
lunmsamanmaaeuamnmvaneiesdietu fiduldmamaaeunnuiiiomss (Validity) Tnstuuuasunia
faraauliidomgaraasuanugniesdnaunsrauaenadowaniemussiuusiiviosmsta s 3 v
wansnagounuinynterinmiea 10C WAy 1 [26] uazmsraaeuaiaaisslagldrduuszansueann
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(Coefficience: @) fAULUUANBUNNABILAUTIY (try-out) F1UIU 35 YA WasUNGNAIDE1993Y (n=380) dm5uns

Ipzideyaiu §3duldiEnsmeandulszndueariiaseuun (Conbrach’s Alpha) lagldlusunsudusazy lng

ANduUsEANSLoanATaUUIA AsTANtUSEAU .7 VULU karAIPIUIATIMUNTIETD AFSTIANNINNGN .3 [26] HANNS

WATIEH ALERINIIN 1

M19197 1 HaNTIATIwAMNINLAS ol lun1TIdY

n=35 n=380
FaukUs ANDIUNTILUNAIUTIITD ANBIUITILUNAIUTIITD
nselald(EMP) 0.736-0.909 0.803-0.872
ﬂ’nmi’]lf?j'aaa(REL) 0.669-0.860 0.700-0.836
ALTRITU(ASS) 0.882-0.951 0.842-0.890
mmLﬁugﬂﬁiimaamsu’%ms(TAN) 0.715-0.870 0.731-0.778
N5 UAUDI(RES) 0.432-0.871 0.745-0.878
Anufanelalun1signssu(Tss) 0.726-0.844 0.822-0.879
Lﬁ]ﬁlmlf?jﬂwqaﬂiim(BEl) 0.760-0.927 0.850-0.885

mﬂmsmaaummLﬁawaﬁa;&ammaaﬂ% (n=35) WUINAIBILIDTILUNALTIET8 WU Nstelald den
¥4 736 89 .909 Auu i efie fA1sEuing 669 A .860 ATty fAszning 882 -89 .951 Anudu
JU5T5U09N5UTNS /1581319 .715 69 .870 n1smevauad dA1sendng 432 fie .871 anwuianelalunisih
33554 AANTENIN 726 09 .844 UAZIINULTINGANTIN HA5¥1I19 760 B3 .844 AuaGY

mﬂmimaaumwmﬁawaﬁagaﬁLﬁm%a (n=380) WUINAIBIUITMUNAINII8TD WU N15tetald &
1521719 .803 B9 .872 aruundede fdaszning 700 89 .836 Anudastu dA1sewing 84281 .890 A
5U555U204N15U3N15 AA1591319 731 69 .778 n1smavaued dA1Tendng 745 i1 .878 anuianelalunisi

330354 HATEndng 822 i1 .879 ualInUNTINgANTTU HA15ENINe .850 89 .885 AuANU
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AnneviadAdanssan Tiun Adesas Aede wardnudonuuwnesgiu dusdiidoyunldionsaey
AuNATIUNITIIY MILATIEatannneenyan (Multiple Regression Analysis) Lﬁamaﬁmqﬂszmﬁuazamagm
933 selusunsudnsagunisdenuenans

HoyailumeUszyinsaans

nan1sieszideyamlumaeUszansmans wudt dawlnaidumanes Anduiesas 65.26 o1y 40-49
U Anfudoray 38.42 msdnwiluseiusiininUSyans Andudesas 50.53 FudantnauseauldRng An
Husosay 73.42 Usvaumsaivinnudeusd 10 T30l Andudosar 37.89 Ussinngsiafunuuudsdudmangia
Anluforas 37.89 vuAve0IANITILIUNINIIUIEAINN 50-200 Au Aidudewas 42.11

HANTIATIZRAUAALAY

nansilesgiaziUanumneauAniiuengufiet1uABIty (1) Auniwnisuinisladadnd
Usgneuludhe 5 1@ 16un mstelald mnmindedio amnuidesiu anulusUsssuveanisuinig uaznismevuaues
(2) mnufiamelalunsingsnssu (3) Waundanginssy Tnediaadessning 4.909-5.038 Adudsauuunnsgiu

5211914 0.790-0.916 wazilmuvansluseauiudisunn fan1s19n 3

AN97 3 HANITILATIERAUAALTILUYDIFLUSNAN® (N=380)

fuus X S.D. kUaRIUNANNY

nstolald (EMP) 5.038 842 FLAULIN
At dede (REL) 5.010 .800 SEAUNIN
sy (ASS) 4.993 875 sduLn
Audugusssunisuings (TAN) 4.964 790 SEAUNN
N1sMaUaUed (RES) 4.909 916 FEAVUN
Anuftanelalunisvigsnssu (TSS) 4.961 882 FEHULN
LAUNTINGANTTHN (BEI) 4.991 852 FEAUNIN

HANTHATIERNITONRENLaraNNAFIUNITITaR e TUTNINdNSAFUMETUsLNTY Aem13199 4 uasna

NINAHDUALNFAFIUNTINY FaR597 5
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M19199 4 HanTIeTEinsanneenyaalusUduussansanneslugunsiuuigsgu (Standardized Coefficients)

TSS BEI
s Standardize t-value p-value Standardize t-value p-value
coefficients coefficients

EMP .124%* 2.687 p<.01 .067 1.377 p>.05
REL 101 1.859 p>.05 .100 1.752 p>.05
ASS 7gEEx 3.551 p<.001 .018 0.354 p>.05
TAN .140%** 3.362 p<.001 .109% 2.484 p<.05
RES L25%%% 7.968 p<.001 A74** 2.901 p<.01
TSS - - - AT 8.841 p<.001
Constant .094 .365
n 380 380
R 800 783
Adjust R 797 780
df 5 6
F 298.784 224.318
Sig .000 .000

e ** vianeis deddgmeadianseau 001 (tvalue = 3.29), ** ey deddynsadiiiszdu .01

(2.576 <t-value <3.29), * manefs Weddayvnsadnfiseiu .05 (tvalue = 1.96, tvalue < 2.576)

Tunasunsinssiannssnvanluguazuuuuinsgruuasiided Ay
TnaaunnsA 1 TSS = .124EMP + .101REL + .174ASS + .140TAN + 425RES
Tanaaunsfl 2 BEI = .067EMP + .100REL + .018ASS + .109TAN + .174RES + .477TSS
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NSNAFBUHNNAFIY
AT 5 HaNINAdOUALLATILNTIAY
AUURAFIU t-value  p-value NAN1INAFDY
MUl H,  EMP D TSS 2687 (p<01) aenrdestuauufgiuiidaly
H, REL = TSS 1859  (p>.05) iﬂaamﬂé’mﬁ’uawagmﬁéfﬂﬁ
Hy, ASS =>» TSS 3551  (p<.001) aamﬂﬁaaﬁuamﬁgmﬁé‘?ﬂ*ﬁ
He TAN = TSS 3362 (p<001) aonedestuauufgiuiidaly
H, RES = TSS 7968 (p<.001) denndosiuauLfguiicall
nauii2 H,  EMP D BEL 1377 (p>.05) lidesedesfuasfgiudinel
H, REL =>» BEl 1752  (p>.05) iﬂaamﬂﬁmﬁ’uammﬁgmﬁ&u’aﬁ
He ASS > BE 354 (p>.05) lsideandesiumuuiigiuiiadly
Hy TAN > BE 2484 (p<05) aonndestuamAgiuiinaly
Ho RES => BEl 2901  (p<.01) aamé’mﬁuauuﬁgmﬁ&gﬂﬁ
MUz Hy,  TSS D BEL 8841 (p<001) aenedestuauufgiuiinaly

[

HaN1SANWIANNAFIY Hypothesis audAves LSQ, TSS war BEI {uns@nwinianudunuslagnsves

'
N YA U =2 o

wiazdif LSQ Tiilsie TSS uaz BEI Inausasfiiidu Reflective Indicators Fa3defAnwnuinguszasdvaniside

U

A3UNANI3IY

v o v
Foyamluvesnaunuusauaiy

nansBnTideyaiiluresinounuuaeuaty wulndnlnaidunawe Andusesas 65.26 To1y 40-

a
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