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Abstract

This research aimed to investigate: 1) the level of service quality and logistics
operation factors of J&T Express Company Limited, and 2) the influences of service
quality and logistics operation factors on customers’ loyalty to J&T Express Company
Limited. The sample used in this study comprised of 400 people who use the service
of J&T Express Company Limited in Pathum Thani province. The instrument used to
collect data was a questionnaire. Statistical methods used to analyze the data were
percentage, mean, standard deviation, independent sample t-test, one-way ANOVA,
and multiple linear regression analysis. The study results revealed that: 1) the overall
and individual dimensions of both service quality and logistics operation factors
delivered by J&T Express were rated at a high level, and 2) the service quality
dimensions of responsiveness and empathy, together with logistics operation factors
including company image and the speed and duration of service, both demonstrated

influences on customer loyalty at a statistically significant level of .05.
Keywords: service quality, logistics operation factors, customer loyalty
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