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Abstract
This research aims to study the service quality and customer satisfaction, comparing
customer satisfaction based on personal information, and examining how service quality influences

customer satisfaction at the company. This is a quantitative study, with the sample group consisting
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of customerswho have used the company's services. The sample size of 400 was determined using
W.G. Cochran's formula. The research tool used was a questionnaire, and data collected online.
The statistics used for analysis include percentage, mean, standard deviation, t-test, ANOVA, and
multiple regression analysis. The results revealed that the service quality, in terms of tangibility,
reliability, responsiveness, and assurance, was overall at the highest level. Customer satisfaction was
also high, with services being provided equally, on time, adequately, continuously, and progressively.
Overall, customer satisfaction with the service was at a very high level. When comparing customer
satisfaction based on gender, age, education level, occupation, and average monthly income, there
were statistically significant differences in satisfaction levels at the 0.05 level. Additionally, service
quality factors such as tangibility, reliability, responsiveness, and understanding and knowing
customers all had a significantimpact on customer satisfaction at Inter Express Logistics Co., Ltd.
However, the factor of providing customer trust did not have a significant influence on customer
satisfaction at Inter Express Logistics Co., Ltd. at the 0.05 significance level.

Keywords: Service Quality, Customer Satisfaction, Inter Express Logistics Co., Ltd., Ladkrabang District,
Bangkok
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