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Abstract

This study aims 1) to analyze the influences of logistics service quality on customer engagement
and customer trust, 2) to analyze the influences of logistics service quality and customer engagement on
customer trust, and 3) to analyze the influences of customer engagement and customer trust on continuance
intention of transportation and logistics services of M-SENKO Logistics Co., Ltd. Thailand. The researcher
employed empirical research. The samples were 380 customers of transportation and logistics services of
M-SENKO Logistics Co., Ltd. Thailand. The data received were analyzed by descriptive statistics and multiple
regression analysis. The findings were as follows: The logistics service quality factor in dimensions;
1) communication, responsiveness, empathy, logistics efficiency, and public health practice had influence on
customer engagement significantly, 2) communication, public health practice, and customer engagement had
influence on customer trust significantly, and 3) customer engagement and customer trust influence on
continuance intention significantly. The results of this study can provide a useful reference to researchers,

firms, and individuals working in related organizations.

Keywords: Logistics service quality, Customer engagement, Customer trust, Continuance intention
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CUE CUT col

COM 114 .090* -
RES .239** .037 -
EMP .183** -.008 -
LOE 129 .018 -
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CUE - 542+ AT4**
CUT - - A489***
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df 5 6 2
F 170.682 229.288 1158.262
Sig .000 .000 .000
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fiTamayAsonalufiuinvasfodosssen Giminuisn Sa-aula ladadnd $1ia ddszdnninlu
u%n"nsmﬁﬂdaﬁﬁﬁﬂ:ﬁamsﬁmunmaagﬂﬁﬂﬁu st jidnnudasadsassaguianiwaiiiinda
mifduiinvasgndradnalioddn (p<.001) (H5) FeaAdadnUNIANBIVas Boonchunone, et al. (2022) ;
(Ade, Okfrima, & Nastasia, 2022) #1911 anaasadslumstfianumaiivisnldinuelTuaswiinnuld

oA A o A

Ujidadniivefandumusasliiduisnnulaaansuesuivn Wagndl3uine andrifianusuisla
waziBaiiu Sawnuisn 1Bu-oula ladadng $ria dnsfiafidanulssassfisnademsfidaunuves
gﬂﬁwmﬂﬂ'fuuazgﬂﬁﬂﬁa:l‘fu%msmﬂ%u

2. miﬁmm’aﬁamsﬁéw%waL‘Edmn@iammvlﬁffaL%aiwaogﬂﬁwaﬂwﬁﬁuﬁwﬁ@ (p<.05) (H6)
ROANSBINLNSANEVEY Walz, & Celuch, (2010); (Chi, & Hoang Vu, 2022) 7131 m3fessnianansnaadala
owdnnuiianug Lm:wﬁnmuﬁmﬂﬁﬁﬂLLu:vhﬁﬁmaamu‘lﬁfayaﬁgﬂﬁaaﬁafmLﬁuw“umm"l,iffaL%alfa
vo9gnen Famnuien du-imule ladsding $1na ﬁmsﬁ@@iaéamﬁﬁﬁdaﬁﬂﬁﬁ@mm"l‘ilﬁal,%aslwaagnﬁw
anndu muﬁaﬂjﬂ'ﬁmmﬂaa@ﬁ'ymmimqmﬁﬁﬂﬁwm‘ﬁdmnﬁamm"ﬁtﬁm%alwaagnﬁwaU'Nﬁﬁfﬂﬁﬂﬁ'tg
(p<.001) (H10) ROAARBINUM AN VDS Meliyanih, Rachmawati, Sunaryo, & Rachman (2021) ; (Zhang, Xie,
& Morrison, 2021) #41 msu‘%msﬁﬁqmmw wazfianutaaant SANHINENNBLEINMERza 1S BUTRY
:ﬁﬂ’numﬂmﬁumwmJaa@ﬁymmsmqmlumﬂﬁu‘%msgﬂ@Tﬁﬁﬁ]:vlﬂw‘iuwﬂumwiﬁnﬁG]LLrign@Tw anéd
awsngladeiudels Gavnnuish iBu-isule Tadsdnd i Imsdeufifanudseadsaminguia
ﬁa:ﬁwiamm"lif:aL%ala’uaagnﬁwmﬂ*‘fu mumsﬁmuiwmaagﬂﬁwﬁéwﬁwaL%amnviaﬂ’n;J"Lﬁf':m%ahmaa
andadnadiuddny (p<.001) (H11) ¥8aARBINUNNIANBIYBY Rather, Hollebeek, & Islam (2019); Kosiba,
Boateng, Okoe, & Hinson (2020) i msﬁdms”;maaﬁnﬁwﬁa msddwiunisansunl mmfmmrﬁ’flﬁ]
wazwn@nsinvasndnuuuIud danadannulingds anuiiwala uazauning amnuSen 15u-amla
Ta3a@ng $1na @hLﬁumﬂﬁgnﬁﬁﬁmmwmﬂifuﬁa:mwa@iamm"lil,ﬁaﬁa‘lwaagnéﬁ

3. miﬁa'aui’awaog}nﬁwﬁ’é‘ﬂ%wm%mnﬁamwﬁ%‘la‘lﬁu?msammaLﬁaaamaﬁﬁyéwﬁ@
(p<.001) (H12) FOAARBINUNSANBEIVD Y Marino, and Lo Presti (2018); Alalwan, et al. (2020); Hepola,
Leppaniemi, & Karjaluoto (2020) 7141 gumﬁ"’lvl,ﬁ%'umiﬁﬁhm”;ulumiu‘%miﬁﬂi:ﬁulaLm:ﬁmwmﬂqmﬁa"lﬁ
lﬁu‘%mﬁﬁa:‘lﬂLﬁ'uw“uwqaﬂﬁunﬁ@mmﬁanl’ﬁu‘%ms Fawn 159 Bu-tmule Tadadng s1ra dufiumsld
gjﬂﬁﬂﬁdauiwmr@uﬁa:mNa@iamﬂmfﬂﬂ"ﬁu?miamwimﬁawaagﬂﬁw d'mmm"lﬁl,f:al,%alwmgﬂﬁw
ﬁﬁ‘n%waL%qmn@iaﬂmu@mﬂ“ﬁﬁmiafha@imﬁaaafhaﬁﬁﬂéwﬁ‘mu (p<.001) (H13) REAARDINLNIIANWIVD
(Graham, Graham, & Holt, 2018) #11 mm"l,'hw‘lfﬂLﬂuﬁﬁﬁwﬁtymm:mwuadgﬂﬁﬂﬁmw faeaging
;ﬂﬁu’%msgnﬁﬁaﬁﬁLfluﬁaa"l,@i"{m%ala mm‘lﬁfmﬂa?jaﬁauimi@umdﬁ'umﬂ%u?miamuﬁawaa@nﬁw

= A @ a_ a_ & o o % % Y v = o 9 o v A v a ' oA
PIWIN UIBN LE]&I-L‘H%IFI Iﬂﬁlﬁﬂﬂﬁ NG ﬁi’]ﬁﬂ']']&lvb']']ﬁl‘ﬂlﬁgﬂﬂq ﬂ'ﬁ]&ﬂ’]lﬁgﬂﬂ’]mE]ﬂl"ﬁlﬁﬂ']iaﬂ’]ﬁ@]al;uaﬂ

AL FBDUE

@ AV Yo a o

AaLawaLBEN LATUINNITIVY

amTaiunINawLazlIudiIgmaw nMInauauasaudainslumsliuImsdun s
wazladsdnduludumimomialumisinanssigenngnafiindanala minausuadldiananingne

@ a oA e oA . ' o A % < ¥ a ' oA
ADINIIUWNRIVWBLNNTINY 5]5\13]3@\3N&@lﬂﬂi']&lvlﬂL‘l«l;?]L‘ﬁal’ﬂ‘ll?NéjjﬂﬂﬂLLazﬂ’J’]?J@Nlﬂi‘ﬁ‘]JiﬂﬂﬁaUWG@QL%BG‘Ua\‘i




MIEIuIwInIiaiuasunsilial 31 13 a1l 2 nIngnaw - suaeu 2565

v a ' £2 a o 1 v a 2 ' a a 4
AlF03ns 2) arsganiunanawuszdiudpguain maellalunsliuinsdunissudsuszladadng
1 L2 v I3 v Il =) v o a v £3 v = v
lasgasiuludu mudulaldanumomiegnd winaoudanadilaanudasmvasgndr dananiaw
a a o A . ' o & A o & v a
vosvimaaiilalunsudlydywivasgnd Saazdsnadennuliiiodalavesgndiuazanuailalduing
athadaLfiasnadfliuinig uaz 3) arsgaiumanawuazl ol mnw UseEntnwmssngiFud lag

' o

agamuiueﬁ"ﬂumﬁ]”ﬂdaﬁuﬁ%ﬁ"wmwﬂaa@ﬁu nsaassRua liidenie nadadiiudnTanuTTIA el

Amanzan ﬁfmzmwa@iamwu"l,ﬁf':aL%alwaa§ﬂﬁmaxmmﬁtﬂﬂl°ﬁu‘%mﬁaziweimﬁawaaﬂ'l%u’%ms
Faramaunslunsrindssaisdalyl
1, msﬁwmﬁa‘"ﬂmUi’ﬁﬂsauu,mﬁmﬁmﬁ'uf:ﬁ'uqiﬁalﬂﬁLﬁmﬁ'uﬁﬁ'ﬁﬁlﬁumiﬁmmf: Lﬁ‘aaﬁum!,u
uasdudunan3Iag
2. sdnsRuEuAsRUUN U MYesul s AULssaulsseknwRman I lunsaumsdnmnil

A a a a a o a Ao o ' P a a
Wa Jianzrnsifsuudasdninavesaiudsdareifidediudsany uazenvdInadadaNUTANT uaz

—

o o

BAANBIANNFUNBEAUNTOUUWIAAITLA IHIINNITNLNINITIANTIN
2aIINANITIVY
m3Ans1Ispluasatnuin @hNa‘uaaLLM:Q@T@LLﬂsﬁmﬁawﬁwﬁw 5\1LLawaamﬁﬁi”m:aﬁum$u

Tumaihlldnmdasan ganmarstsziaszilunahluldidelensimaninasznivdudlsdangn

naanssudsena

vav0uNILIEN 1Bu-irula 1adadnd dria dszindlng wazgndiuiung Aldanuiiude uas
Tamazaondalunmsaeuuuureuny

LNAIID19DY

a n€

F38NT Yryguuii. (2020). ﬁaa’i’mﬁﬁﬁw%wa@iammmmmiummﬂaﬁuﬂuaaaqma’mmmmmsmmLmil,l,m“amaa
Ysnnelng: v3snnAaemImzausudaionsdsaan. Journal of the Association of Researchers,
201), 20-32. 7N https://so04.tci-thaijo.org/index.php/jar /article/ view/241239

Ade, F. S., Okfrima, R., & Nastasia, K. (2022). Overview Of Customer Engagement In The Community of
Padang City During The Covid-19 Pandemic. Jesya (Jurnal Ekonomi dan Ekonomi Syariah), 52),
2688-2699. from https://stiealwashliyahsibolga.ac.id/jurnal/index.php/jesya/article/view/730

Akil, S., & Ungan, M. C. (2022). E-Commerce Logistics Service Quality: Customer Satisfaction and Loyalty.
Journal of Electronic Commerce in Organizations (JECO), 201), 1-19. doi:10.4018/JEC0O.292473
from https://www.igi-global.com/article/e-commerce-logistics-service-quality/292473

Bolatan, G. I. S. (2021). FROM LOGISTICS 4.0 TO LOGISTICS 5.0 LOGISTICS FOR DIGITAL SOCIETY.
Academic Studies in Humanities and Social Sciences, 191. from https://www.bookchapter.org/
kitaplar/AcademicStudies_inHumanitiesAndSocialSciences.pdf#page=198

Boonchunone, S., Nami, M., Atipongvanich, C., Pancharoen, B., & Suwunnamek, C. (2022). n133LAI1EH
BNFWATBINIZEINEIUN UDITU VITHIMATUANNLREANY MITUFFUITIAULAULEY ANWFENH
anwdsaany wezussgsladuanudasansdamsdjidarudasnuadiuaulsaadsue
WHNIT%. ROMPHRUEK JOURNAL, 401), 11-34. 31 n https://so05.tci-thaijo.org/index.php/
romphruekj/article/view/254515

Bove, L. L. (2019). Empathy for service: benefits, unintended consequences, and future research agenda.
Journal of Services Marketing, 331), 31-43. doi:10.1108/JSM-10-2018-0289 from https://
www.emerald.com/insight/content/doi/10.1108/JSM-10-2018-0289/full/html




MImnIuiwIniaiuaiunyilial 01 13 aufl 2 nIngnaw - swAL 2565

DeVellis, R. F. (2017). Scale development: Theory and applications (4 ed. Vol. 26). Los Angelis: Sage
publications, Inc. from https://books.google.co.th/books?hl=th&Ir=&id=QddDEAAAQBAJ&oi=fnd
&pg=PP13&dqg=DeVellis,+R.+F.+(2017) .+Scale+development:+Theory+and+applications+

Fansuri, M. (2021). The Effect Of Service Delivery Performance And Value Congruity On Customer Trust And
Its Impact On Loyalty In Logistic Service Provider. Turkish Journal of Computer and Mathematics
Education (TURCOMAT), 128), 1077-1087. from https://www.turcomat.org/index.php/ turkbilmat/
article/view/2995

Fechete, F., & Nedelcu, A. (2017). Model for determining and optimizing delivery performance in industrial
systems. MATEC Web Conf., 94. from https://www.matec-conferences. org/articles/matecconf/abs/
2017/ 08/matecconf_cosme2017_06006/matecconf_cosme2017_06006.html

Graham, S., Graham, B., & Holt, D. (2018). The relationship between downstream environmental logistics
practices and performance. International Journal of Production Economics, 196, 356-365. doi:
https://doi.org/10.1016/j.ijpe.2017.12.011from https://www.science direct.com/science/article/abs/pii
/S0925527317304176

Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. (2014). Multivariate Data Analysis: Pearson New
International Edition (7 ed.). Upper Saddle River, NJ: Prentice Hall. from http://www.iaees.org/
publications/journals/piaees/articles/ 2014-43) /multivariate-statistical-analysis.pdf

Huma, S., Ahmed, W., lkram, M., & Khawaja, M. I. (2020). The effect of logistics service quality on customer
loyalty: case of logistics service industry. South Asian Journal of Business Studies, 91), 43-61.
doi:10.1108/SAJBS-10-2018-0114  from  https://www.emerald.com/insight/content/doi/10.1108/
SAJBS-10-2018-0114/full/html

Iglesias, O., Markovic, S., Bagherzadeh, M., & Singh, J. J. (2020). Co-creation: A Key Link Between Corporate
Social Responsibility, Customer Trust, and Customer Loyalty. Journal of Business Ethics, 1631),
151-166. doi:10.1007/s10551-018-4015-y from https://link.springer.com/article/10.1007/s10551-018-
4015-y

Itani, O. S., El Haddad, R., & Kalra, A. (2020). Exploring the role of extrovert-introvert customers’ personality
prototype as a driver of customer engagement: Does relationship duration matter? Journal of
Retailing and Consumer Services, 53, 101980. doi:https://doi.org/10.1016/j.jretconser.2019.101980
from https://www.sciencedirect.com/science/article/abs/pii/S096969891930668X

Lee, Y., & Yue, C. A. (2020). Status of internal communication research in public relations: An analysis of
published articles in nine scholarly journals from 1970 to 2019. Public Relations Review, 463),
101906. doi:https://doi.org/10.1016/j.pubrev.2020.101906 from https://www.sciencedirect.com/
science/article/abs/pii/S0363811120300333

Marino, V., & Lo Presti, L. (2019). Disruptive Marketing Communication for Customer Engagement.
The New Frontiers of Mobile Instant Messaging. International Journal on Media Management, 211),
3-23. doi:10.1080/14241277.2019.1590837 from https://www.tandfonline.com/doi/abs/10.1080/
14241277.2019.1590837

Masudin, 1., Safitri, N. T., Restuputri, D. P., Wardana, R. W., & Amallynda, . (2020). The effect of humanitarian
logistics service quality to customer loyalty using Kansei engineering: Evidence from Indonesian
logistics  service  providers. Cogent  Business & Management, 71), 1826718.
doi:10.1080/23311975.2020.1826718 from https://www.tandfonline.com/doi/ full/10.1080/23311975.
2020.1826718



MIEIuIwInIiaiuasunsilial 31 13 a1l 2 nIngnaw - suaeu 2565

Melewar, T. C., Foroudi, P., Gupta, S., Kitchen, P. J., & Foroudi, M. M. (2017). Integrating identity, strategy
and communications for trust, loyalty and commitment. European Journal of Marketing, 513), 572-
604. doi:10.1108/EJM-08-2015-0616 from https://www.emerald.com/insight/content/doi/10.1108
/EJM-08-2015-0616/full/html

Meliyanih, M., Rachmawati, A., Sunaryo, H. B., & Rachman, I. (2021). THE EFFECT OF SERVICE QUALITY
AND DELIVERY ACCURACY IN FACING HIGH SEASON ON CUSTOMER SATISFICATION AT
LION PARCEL DURING PANDEMIC. Advances in Transportation and Logistics Research, 4, 1057-
1067. from https://proceedings.itltrisakti.ac.id/index.php/ATLR/article/view/457

Ngah, A. H., Anuar, M. M., Rozar, N. N., Ariza-Montes, A., Araya-Castillo, L., Kim, J. J., & Han, H. (2021).
Online Sellers’ Reuse Behaviour for Third-Party Logistics Services: An Innovative Model
Development and E-Commerce. Sustainability, 13(14). doi:10.3390/su13147679 from
https://www.mdpi.com/2071-1050/13/14/7679

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A Conceptual Model of Service Quality and lIts

Implications for Future Research. Journal of Marketing, 494), 41-50.
doi:10.1177/00222429850490040 from https://journals.sagepub.com/doi/abs/10.1177/ 0022242985
04900403

Qin, X., Godil, D. I., Khan, M. K., Sarwat, S., Alam, S., & Janjua, L. (2021). Investigating the effects of COVID-
19 and public health expenditure on global supply chain operations: an empirical study. Operations
Management Research. doi:10.1007/s12063-020-00177-6from https://link.springer.com/article/
10.1007/s12063-020-00152-1

Restuputri, D. P., Indriani, T. R., & Masudin, I. (2021). The effect of logistic service quality on customer
satisfaction and loyalty using kansei engineering during the COVID-19 pandemic. Cogent Business
& Management, 81), 1906492. doi:10.1080/23311975.2021.1906492
from https://www.tandfonline.com/doi/full/10.1080/23311975.2021.1906492

Riliandini, P., Dianti, E. N., Hidayah, S. R., & Pertiwi, D. A. A. (2021). Improved logistics service quality for goods
quality delivery services of companies using analytical hierarchy process. Journal of Soft Computing
Exploration, 21), 33-39. from https://www.shmpublisher.com/index.php/joscex/article/ view/21

Thai, V. V. (2013). Logistics service quality: conceptual model and empirical evidence. International Journal of
Logistics Research and Applications, 162), 114-131. doi:10.1080/13675567.2013.804907

Zailani, S., Jafarzadeh, S., Iranmanesh, M., Nikbin, D., & Selim, N. I. I. (2018). Halal logistics service quality:
conceptual model and empirical evidence. British Food Journal, 120(11), 2599-2614.
doi:10.1108/BFJ-07-2017-0412  from https://www.tandfonline.com/doi/abs/10.1080/13675567.
2013.804907

Zhang, J., Xie, C., & Morrison, A. M. (2021). The effect of corporate social responsibility on hotel employee
safety behavior during COVID-19: The moderation of belief restoration and negative emotions.
Journal of Hospitality and Tourism Management, 46, 233-243. doi:https://doi.org/10.1016/j.jhtm.
2020.12.011 from https://www.sciencedirect.com/science/article/abs/pii/S144767702030259X

Zhou, W., Tsiga, Z., Li, B., Zheng, S., & Jiang, S. (2018). What influence users’ e-finance continuance
intention? The moderating role of trust. Industrial Management & Data Systems, 1188), 1647-1670.
doi:10.1108/IMDS-12-2017-0602 from https://www.emerald.com/insight/content/doi/10.1108/IMDS-
12-2017-0602/full/html



