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Abstract

This research aims to study customers satisfaction of customer of Thoresen Thai Agencies
Public Company Limited in order to understand the responsible factors that influence service quality
by applying the quality gap theory. Major customers and by executive of Thoresen Thai Agencies
Public Company Limited were interviewed. There are 4 steps to complete this study as following : 1)
the perceived service quality gap 2) the quality specification gap 3) service delivery gap 4) the
expectation of employees.

The results indicated that customers were satisfied with the service quality and the
performance of employees of Thoresen Thai Agencies Public Company Limited. Factors which are
influential to customers in using the service of the company are as follows 1) service quality of
shipping 2) honesty 3) safe passage of cargo to destinations 4) punetuality 5)adequate Facilities for
transportation 6) the quality is consistent to pricing 7) strong and clean cargo ship 8) the time taken
for cargo to ready destination.
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