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ABSTRACT

The objectives of this independent study were (1) to investigate the service
needs of sea freight importers in Khlong Toei Port, (2) to study the service needs of
sea freight importers in Khlong Toei Port, classified by demographic factors of
customers, and (3) to study the service quality factors affecting the customers’
decision for selecting sea freight import services. The sample of this study was 400
Khlong Toei Port customers, obtained based on a convenience sampling. A
questionnaire was used as a research instrument for data collection, divided into 4
parts: Part 1, the respondents' personal information, namely: gender, age, education
level, occupation; Part 2, Service Quality Dimensions, namely: Tangibility, Reliability,
Responsiveness, Assurance, and Empathy; and Part 3, the service needs of sea freight
importers in Khlong Toei Port. Data collected were then analyzed using descriptive
statistics, including frequency, percentage, mean and standard deviation. The
hypothesis was tested using One-way ANOVA statistic. If differences were found, a
pairwise comparison was conducted using LSD and multiple regression statistics.

The results of this study indicated that when personal factors were considered,
the respondents with different gender had indifferent service needs of sea freight
importers in Khlong Toei Port. In contrast, the respondents with different age,
educational level, and occupation had different service needs of sea freight importers
in Khlong Toei Port with a statistical significance level of 0.05. Furthermore, service
quality factors, namely speed of service and certain length of time of goods receipt
influenced the service needs of sea freight importers in Khlong Toei Port. Finally, Part
4 is the suggestions for improving sea freight import services at Khlong Toei Port.
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