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CONFERENCE CHAIR MESSAGE

. Sukri Palutturi

“International Conference of Akademika Nusa Internasional ™ is a platform that thrives to support the worldwide schol-
arly community to analyze the role played by the multidisciplinary innevations tor the betlerment of human societies.
It alzo encourages academicians, practifioness, sciennsts, and scholars from vanous disciplines o come together amd
share their ideas about how they can make all the disciplines interact in an innovative way and to sort out the way
to minimize the effect of challenges faced by the society. All the research work presented in thiz conference is fruly
exceptional, promising, and effective, These researches are designed to targel the challenges that are faced by varioos
sub-domains of the social sciences, basiness and economics, applied sciences, engineering and technology, health and
medical sciences,

1 would like to thank our honorable scientific and review committes for giving their precious time 1o the review process
covering the papers presented in this conference. [ am also haghly obliged to the participants for being a part of our
efforts to promote knowledge sharng and learning. We as scholors make an integral pant of the leading educated class
of the society that is responsible for benefitting the society with their knowledge. Let's get over all sorts of discrim-
ination and take a look at the wider picture. Let’s work together for the welfare of humanity for making the world a
harmonious place 1o live and making it Bourizh in every aspect. Stay blessed,

Thank you,

Dr. Sukri Palutiuri

Conference Chair

Email: conferencechair.ani @ gmailcom
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Dr.Chitpong Ayasonond is the Director of Master of Business Administration in {M.B.A. Logistics and Supply Chain
Management) from Coltlege of Logistics and Supply Chain Suvan Sunandha Rajabhat University, Banghkok, Thailand.

Logistics 15 an important knowledge-based economic activity that bas o major role in the world economy. The ferm
Logistics is sometimes wsed almost synonymously with the term Supply Chain. A classic definition of Logistics asso-
ciales it with everything mvolving the planning. the crganization and running activilies that provides customers with
goods or services. Thailand is a coantry with an advantage in transportation and logistics due to its location at the
center of the region.

However, there are significant issues such as concrete government support for the development and creation of a fo-
gistics and supply chain network, Include systemilic and serivus support and preparation for logistics personnel and
service providers, This Academic Conference will be one of the driving-force (o provide knowledge management of
industry operators
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s Intermntinpnl conference on Implications of Research in Business, Econombcs, Managemeni
i N ‘:_i? Social Sciences and Humanities {(IRBEMSH )

Full Faper Proceeding ANISSH-201T, Vol 2- Tesue, 8

ISBN: 978-602-6427-01-4

The Influence Factors of Freight Forwarders Selection Criteria among Shipper in
Thailand

Salisa Hemmapan

Rnjahbhat University , Thailand

salisn hemmapongzgnzil.com

Abstract. The parposes of this research are identfied influesce Betees of feipht erwenler quality's services and shofed how affzel io
dhippir's selection of gl forwarder providing secaces. According this resminch ivided B0 peven objectives. Fest sy oight
forwanders seleefion eriterin rolstod bo six dimensions of SERVUAL evabaation. Second sty custoners satsfacton oversl] i prce and
sgrvice ewalustod for freight forwanders selection oriteria Thindeiplore imponianl level on s dimssions of SERVOLAL which are
anilysed of services decision makmg. Fowribsureey the level of smponant wn gverall customer's satisfection and (iis denufly relatianship
bebwizen perotival servico ander key services quality attribuies of shippers and 7Ps cvidonce s marketieg affocs customer salsficlion
Sixth identafy the relsticeship betwem eapecied service Bebors TPs) aml W0, aifsn 6 dimensions of SERVOLAL Last, Svady i Morent
of demographic of shipper perspectives. This research is develeped conceptinl framewaork from SERQUAL, Mirketing #ia for tmding the
resulis of sedection Crigria Inteenatonsl Fresght Forwarders and relsficnnl performance o customer sazisfoction and bovalty in Businss bo
Beasiness (BIEL The fapid incecss amount of mmposting and cxporing quanlities in Thaifand made fresght forwanders firms grow up m
IPLs bt pmarkul. This reseasch focos on how to develep mackeing sirategies o oompetitive marker,

Kevwondy— Freight Forearders, Selecuon Craena, Decision Making, Customer Satstaction, 3PLs.

INTRODUCTION

This paper ams 10 Thai Isternational (TIFFAY mdicates the rapid expansion of Thaland's economie gousg te a largs
part exporting coundries sectors Lopistcs activities especially Thard Party Loyt (3PLs) are considersd impartant rele for
suppacting export and import actvites. Conseguently freight Ferearding industry in Thailand iz the way high competition in
the market, The 3PLs manogemends are not only ways 1o cost saving but alse enbanpce competitive advantige provided
vasiely of service’s functeons.

Thug, this ressarch examines to dentify selection eritersa and ovaleaton fnally deceion making whach = relnted to
customer satisfaction among Shipper's m Thailand. The strong freight forwarding indostry & imperative if the cousitry i3 to
capitaleee on emerging opportunities as well as enhancing the efficiency of vuloerable industries. The iressing complexity
of global trade practives comprising multi-medal tramporisisn, casgo consslidation ot regional hebs, distribution at
destizations and muliiple documentation have mevessed the impertance of infermediaries providing logistics selision
{[nternatsonal Asset Management Company, 2007}

I nditions, Freight forsasders assast exporters in preparing price guolations by advising on freight coste, port chasges,
congular fies, costs of specinl documentation, insurance costs, and their hasdling fees. Recommend the packing methods
reserve the neceseary space on o vessel, arcrall, irain, oc iruck. The cost for their services e o0 legitimate export cost thas
shuuld be iochudsd i e price charged o the customer (Vishwash, 2007,

Talide I Numiser of fnternationl Teade Falae flmpors aed Expoer welae) 2000204 5,

Year Expart (Million Bahi) Imiport {Million Bahi)

2011 6,707 958.27 6,982,719, 15

3012 7478 A0 21 | 7,786,132, 18

EITE] .G 741 17 = 7,657,345 55 ]
2004 131306840 T.405 B9E.06

3015 7227, 16085 6,006,075 4

Svarces Thai Cevioms ﬂcpm'.'mnn.l’.}l']h‘i
Thai Custems Department, 201 1-2005 has shown the record that Thmiland has been itcrease a number of import 2nd expon
pro<lucis quantity and olso sheppers aed consigness firms mic mternational traders in the market, nowadays, Tndernatioral
Troding process has many logistics activities and supply chain. so iCis po? surprise if Thalandkss been gomg 1o be g large
rumber of [FFs finms in 3PLs morket

STATEMENT OF PROBLEMS

As above introductionrefers Iotmrsportation o 3PLs Duginess has been ocreasmyg and enhanceng competitive
advantage. Therefor: decizion making of tbeir customer = very imporian? b make more orsberstanding because § can refer



M. Sadive, The Influeare Facters of Freght Forvardery ..

o measuremenl cudomer's sabisfaction (Peam, Meumann and Reichel 1978100 additbon, amone istesnotiosal trade
campany which means customer decesion making to select Fregglit Forwarder Company 13 very mrporant hecause fmpsort-
export processing has complicale of process amsl nesd connective performance (), & Wong, ¥V, 2001 ), The problem can ke
accurs at all tme, soo they mesd So have any fism who can provide high quolity service and perform as a woerking
professional. Thus, this problem B bow clascified the besi of Freight Forwarder Selection Crilerin measure castomer
salefaction and customer expectatmon amsny shippers perspective. The resudiz, i internationnl freighl forwarders fully
urlerstand the needs of shippers ar cusiomer satisfaction they would be s betler position masket share and nght positon 1o
satisfy the increasingly competitive mariker {TIFFA, 2010,

LITERATURE REVIEW

In this part will mclude & sections and states with internal trde business and the fctors as International Freiglht
forwarding indusires, Selection Criteria, SERVOUAL ¢ dimensions, Cistomer Satisfaction, Expected Service and
Perceived Service, Introduce the basic concepi of loguises collabarateon and delimisons of mensurement relevant to orchids
supply cham m Thailand, The legistics collabaration includes demand forecasting, inveniory management, warchome asl
storage, order processing and fransporation manogement there ate sevesal activitios that stake holbers can collaborate and
develep in business from upstream (o downstresm, (ChattrarmtHotrmazisaya, 20045, Vishwash, 2007 indicatad about the role
of freight firwarder in the exeoution of export that a freight forwarder is o thind party logistics provider. As a third party
provider & forworder dispatches shipments via assel-based carmers and books or otherwise amanges space for those
sl'u[:u'rrur!ﬁ.

Crarier fypes inchude waterborne vessels, aurplanes, rucks or ralwoads.  Freght forwarders iypecally armange carge
moversent (0 an inlematinnl destimtion Alsy referred ko IFFs, they have the espertise that allows them e prepare amd
process the documentation and perform related activities perfaining to international shipments.  Somw of the typecal
unformation reviewed by o freight forwarder = i commercial mvoice, shipper’s export declamtion, kil of lainding and
vciber documents fequired by the carvier or counfry of export, iImport of iransshipment, ¥V, Kannan, 5.K. Bose and MN.G.
Kannam, 2011 studied about on evalontion of ccean contuiner carmer selection crtenia; case of an Indian shipper's
perspective and indicated thet there were several enlerin mondes sech as freight chasges, fransit time, SERVQUAL and
custmer salisfaction, SERVOQUAL (Paraswraman et al, 1988) is the most popular service quality measumenent. Basically
carrier selection studies. shall be classified udo three categores viz., slupper-only stuhes, carnier versus shipper shxdies and
carrver versus export & poport shipper studies,  Shipper-only studics are uni-limenssonal studies which stsdy the perceved
imporiance of selection criterin only from shippers' perspective

Carrver versus shipper studies are bi-dimensional studies which study the perceptual difference of variow critena
hetween curiers and shippers.Myeck, Morales, Ladbari and Poos, 2002 stated the SERVOUAL iz a measusing tool *
remains the most completes: attemp? to concephsilize and messure service quality” ol also defined “main benefit to the
SERMOQUAL messuring tool s the ahility of researchers to examine numerous services indusiries such a5 bealtheare,
banking, financial services, and edacatbon”, Focusmyg on tmmspotaton imlustry, SERVOLIAL is messurement service
quatity is the reault of the discrepancy between cusbomer's expectations on services. and their perceptions sctually recved
(K. Yousspronpaiboon, 20025 The theoretszal foundations, o early 1980 to 19908 had several stodied dsafFirmation
passdigm related to discecpancees between prior expectation and actual perceptions of performance service quality fulure
mered Parnsuruman, Zeithaml and Berry, 19594 ami 9985

METHODROLOGY

The methodology of this paper can be separated mte 2 parts, firs? part & develap conrcepiml framework on ihe
Figure 1 in order o determine which international freight forwanders services attributes, The corceptisa] framework of this
study is to identify how we can measwre in esder 1o understand customers” requrement and expecteion of service quality
and related firms can implement and develop to CRM and build loyalty of custoaer bose on customer satisfaction m term of
quality and price available. Moreower, IPLs businese can create the competive advantage strategy by wsing the information
fromt this reseanch ag the benefit
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Hypotleses arg based on ihe theores diseussion i related on this research artickes.

(H1): Expected Service Chualiiy is dependent on liom demographie.

(HI): Perceived Service Chuslity is dependent on firm demopraghic.

(H3): There is sipnificant relationship between Expected Service Quality and SERVOLUAL & dimensions.

(H4): Theee iz significant redabonship between Perceived Service Qrunlity and Customer Satisfaction

(H3): There s sigmificant relationship bedween Customer Satisfoction and SERVOUAL 6 dumensions,

(He) There iz significant selatonship between Evalunte Freight Forwarder Interostional Selecfion Criteria and
SERVOQLAL 6 dimensions,

(HTy: There is significant relatonshap between Evalunle Freight Forwarder Intermational Selection Criteria and
Customer Satisfacten.

The seconid pan of methodalegy 15 collection tools conducted survey by questionnnire was developed base an relevant
i the objectives and conceptual framework of this study by separating to & devaded parts. The results of analysis from
prumary eisearch by usug queshonnarres to be o topl of the date collection method, The total sample size in 1his study
consisted of 4 international trafe companics in Thaitamd inchuding smpontes and exporter frms, =ddition the
questionngires were designed appropnaste with respendents who bas adecision making power or authority to selent 3PL
provider servios. Thedata analyses 5 presented in five sections as follows: Demsographic of the respondenis, respocelents on
lewel of importand and level of satisfaction, the reulis of statistical analyss for Expected Service Quality anid Pereeived
Service ark dependent on dempgraphic, regression anzlyvsis, the result of statisticol analysis for Expected Service Cuabity are
dependent on SERVOQUAL included between Perceived Service Quabity and Customer Satisfaction and regression analysis,
the resuls of statistical analysis For evaluation freight forwarder intermational selection eriterin are dependent on
SERVOQUAL and Crstomer Satisfaction.

COMCLUSION AND RECOMMENDATIONS

This-study hod demonstrates level of imporient amd level of satisfaction ke the respondents. The resulis of stanstic for
expected service qualify amd perceived service and firm demopraphic. The analysis e relatonshap between expectsd
pervice quality and SERVOQUAL Alse analysis relationship between pesceived service quality amd overall customer
satisfaction. Firm DemographicThis study found that all firm demographic which are depariment of international trading.
position level, number of emplevess in company, number of conntries are inlernational trading and types of manatsciarng
are related to expected servive quality, While only two characteristics whach are depanmment of international trading, and
pumber of countrics are inbernational rading that are relabel to pereerved serviee quality.
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Expected Service Qualidy: Ths study fuend that expected service quality which ase service, price, ploce, promotion,
process, people, physical evidence and word or mowth bad the celationsbup with all fsetors 0 SERVQUAL which are
refiability, assurance, tangibilny, empathy, responsiveness and cost Perceived Service Quality: The stwdy found thas
pereeived service quabity which are service, price, place, promedion, process, people and physical evidence has no
significant relationzship with cusbormer satisfaction.

SERVOUAL & dimensions and Customer Satisfaction. This stedy explosed that SERVQUAL 6 dimensions that
reliability, nssursnoe, tangibility, empatlsy, responsiveness amd cost had the relationship with customer satisfaction. Evaluste
Freight Forwarder International Selection Criterin: This study found thet svaluate frespht formsrder imternational selection
eriteria which were service quality, cost. convenienoce, commun:caben and compay name / Jevalty had the relationship with
SERMOQUAL & dimensions which are selability, assusance, tampbility, empathy, responsiversess and cost, While only 2
Factors: which are convenience amd communication had the relationship with custonser satisfaclion which are overnl|
customer sabisfaction in service and overall customer sattsfactag i price.

Recommendotion by International Freight Forsasders Comgpany: Intermational Frewehl Forsante Company - shoukd
provick: the best service {ever standard in SERVOQUALD and showld provide the guickly respense or set up KP1 in any matier
related mabler and solves all costomers” problems alse attempt te build customer Jovalty amoeng shippers oc build gosd
relatiomshups with customer aed Inferoational  Freight Forwanlers showld eshance distribule channel for customer
CONVERIENCE Urpase.
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