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A Comparison of Service Quality Assessment between Cambodian and Thai

Logistics Service Provider by using SERVQUAL Model
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Abstract

The purposes of this research were to study the service quality of the Cambodian
Logistics Service Providers in comparison with the service quality of Thai Logistics Service
Providers using SERVQUAL quality service measurement instrument by studying the
expectation and service recognition based on the Logistics Users’ viewpoint of 5 dimensions
comprising of tangibility, reliability, responsiveness, assurance, and empathy. The sampling
groups subjects under this research were Cambodian and Thai Logistics Users and Logistics
Service Providers total of 215 samples. The data analysis was made using descriptive
statistics, and t-test (Independent) analysis with SPSS for Windows Version 17 Software
Package. From the hypothetic test it's found that currently the service qualities of the
Cambodian and Thai Logistics Service Providers were significantly different in 5 dimensions
comprising of tangibility, reliability, responsiveness, assurance, and empathy. In the overall
picture the Cambodian Logistics Service Providers was with service quality of medium level and
the service quality of Thai Logistics Service Providers was with high service quality. The issue
which the Thai Logistics Service Providers should improve was empathy.

Keywords: Service Quality Assessment, Logistics Service Providers, Logistics Users
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