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Abstract

The customs brokerage business for import and export procedures in Thailand is highly
competitive. Building sustainable relationships with customers is a crucial factor for enhancing competitive
advantage. This quantitative research aims to examine customer satisfaction and trust as factors
influencing service loyalty. The sample consisted of 400 members of the Import and Export Association of
Thailand, collected through an online questionnaire. Data were analyzed using descriptive statistics and
multiple regression analysis.

The findings indicate that satisfaction and trust have a significant positive impact on overall
service loyalty, with the strongest influence observed in satisfaction with hospitality, trust in relationships,
trust in safety, and trust in transparency. However, some variables were found not to significantly affect
service loyalty, including satisfaction with convenience, coordination, information received, service quality,
and service costs. Based on these results, industries involved in service provision—such as customs
agents or businesses seeking to strengthen customer loyalty—should focus on fostering relationships and
trust with customers, particularly in the areas of data security and service transparency. Creating positive
customer interactions, such as providing friendly and attentive service, can further enhance satisfaction
and loyalty. From a marketing and organizational development perspective, service providers should
prioritize building customer trust by offering clear and transparent information regarding safety policies
and organizational operations, while also nurturing long-term relationships through consistent and sincere

service.
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