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Abstract

The objectives of this research were to study the oreanization characteristics, service
quality of freight forwarder services and freight charges factors affecting the decisions on
choosing freight forwarder services in export business in Eastern Seaboard Industrial Estate,
Rayong. The sample group comprised 190 companiestocated in the Eastern Seaboard
Industrial Estate, Rayong. The research tool was questionnaires. Statistics used for data analysis
were frequency, percentage, mean, standard deviation, one- way ANOVA and multiple
regressions. Theresults found thatthe organization characteristics which have no effect the
decisions on choosing freight forwarder services in export business in Eastern Seaboard
Industrial Estate, Rayong. ;the service quality factors include responsiveness, empathy and
tangibles which have an effect the decisions on choosing freight forwarder services in export
business in Eastern Seaboard Industrial Estate, Rayong and the freight charges factor which
have an effect the decisions on choosing freight forwarder services in export business in

Eastern Seaboard Industrial Estate, Rayons.

Keywords : International Transportation, Freight Forwarder, Shipper, Service Quality, service

decision making
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http://eprints.stiperdharmawacana.ac.id/24/1/%5BPhillio_Kotler%5D Marketing Mana
gement_14th Edition%28BookFi%29.pdf
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