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Increasing Efficiency of Road Transport Services under

the Influence of Service Quality and Quality Management

from the Perspective of Thai Logistics Service Providers
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Abstract

The objectives of this research article are as follows: 1) to identify a linear
relationship pattern between service quality factors and quality management factors
that impact the efficiency of road freight services, and 2) to establish guidelines for
enhancing service quality and quality management in alignment with I1SO 9001: 2015
standards to improve the efficiency of shipping services. Mixed research methods,
confirmatory factor analysis was used to draw quantitative conclusions and content
data was utilized to support our findings. Data collection involved the use of
questionnaires and semi-structured interviews with logistics service providers.

The research results revealed that: 1) Service quality had a positive influence on
the efficiency of transportation services, with quality management as a key variable,
demonstrating a complete influence of 0.683 units. These findings were corroborated
by entrepreneurs who prioritized customer service in line with the principles of the 7
Rights of Logistics and adhered to international standards for quality management. 2) To
enhance and streamline work processes for greater efficiency, it is imperative to
establish a system and mechanism for continuous task monitoring and traceability. This
ensured that work is carried out with minimal errors until the completion of the
process, delivering accurate and comprehensive services to customers. This systematic
approach could be effectively managed within the organization, serving as a critical
foundation for successful business operations.

Keywords: Service Quality, Quality Management, Efficiency, Transportation,
Logistics Service Providers
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ih gainlunsdaviiAanssunaish uaggsRvlunmsinrhianssuanedlfanmsanevaues
fiafeunnszdu Tnelduselovdanlasiaireiiugiuvesszuuladafndiifiog (Office of the
National Economic and Social Development Board, 2022) EﬁLﬂ%uLLazﬁjﬂﬁ’lq'ﬁﬁﬂa%aaﬂﬁ
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AunINNsUINIslkngnAuarssnausnisladaiind devdwmalivsemealnenaelugudnans
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Economic and Social Development Board, 2022)
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YUAIFUAT 482,358 WUAYW V8uA1508az 3.7 yoy (Office of the National Economic and
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NUNIUIIIUNITU
wurARigaRUBIAUsENaUYBIUsEAVS A MNIaUIANS

29AUSENoUYDIUSEANTAINN19USN15ladafnd 31NWAI1UYBY Primary
Industries and Mines Department's Logistics Bureau (2015) ladavn151891U K@
Uszansnmladafndningramnssuitelfifunusiuinsgiusedudszima 1 3 fdvdn
Usznoume 1) SAdudumu Wunsiunaaindssunuianssuladafndmseenuiesiuves
Aan15 (Cost of Sales) 2) Tff At Inldarnszoznatvesnisiadeudedudiiies
uenmienntaswesnsrUIUMIKAR srzna maiadeuieresteyaiiiufurinisiuteya
uarAuaainisasmoudeyaliiungndn (Lead Time) uaw 3) fdduenutnidedo Yaldainay
iidefiomefunisdmounsainan (Ontime) uazanuudofiomefunisduwounsusiuiy
(In-full) (Division of Logistics, 2019; Primary Industries and Mines Department's Logistics
Bureau, 2015) WuiadesflefildlumsussidiunansufiRnulissaninmnnsuimsesdng
(Lamanee et al,, 202 1; Primary Industries and Mines Department's Logistics Bureau,
2015) Bn¥ta Mueanjai (2019) I muaidinfiuduluiuanufoelalunsufdReuiie
AU NFALUAIUN1TADUANDIAIUABINITVBIGNATLAZ AIUNITUTIITIANITHTIAUN Y
ladafindvuod09Ansgsna

wunAnTiigafudEwavasgaunUINsTiHen NS AN AWATUINNS

seunlimunnnssunssuiiiedesiudvinavesnunmuinsladainddilsonis
sy ansnmnisuinis Weaudngnmmsviandunisuudisuagnsyanedudueagsia 1
Fadufanssunindeuthengiuvdoduifurniudulusgadifinnsuilon anuaniside
NUN mméﬁL%ﬂumi{f@mﬂumaLLazmzmS%uﬁﬂﬁuagﬁummauauaww NINTTUANT
YuE4 (Transportation) ligneaemiumannis 7Rs lun1sdnnisladadind laun 1) mnugnées
Y93FUA1 2) ANUYNABIUTILIUFUAT 3) ANNYNABIVBIANINEUAT 4) ANNUYNABINTTAINDY
Tfugnén 5) mnugndesinuaniudifideevaud 6) anugndedduenan uaz 7) A
gnessusuu iWuadeddgylunisdansuinisladadndlmdulumantmunensvieud
muualinazduseandninlunisliuinig (Batarlien€ & Jarasliniené, 2017; Banomyong &
Supatn, 2011) Sufufiunsdiaigiulun1sideiid Yadedunmuamnislivimedavina
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AoUsrAVTAIMNITUSNISVUAIEUA MR UUYasElUSNsIaTaRnd

Transportation

Service Quality

Performance

Figure 1 The Effect of Service Quality on Transport Service Performance
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vospadnsdutladenisiidenisdnauladongliuinisvuduarlaiaind anggidodald
nuMUTIN IR TeLagnUINsasuLasvestladensdansann milnanensasie
Uszansninlun1sujUmaueedesdns Juntavong & Jadesadalug, 2019; Panlopchanoknat
& Laohavichien, 2017; Batarlien€ & Jaraslinien€, 2017; Punniyamoorly et al., 2012) 34
Huiiinmsdsauuigiilunisidedid dadedunisdansaunmidvinadeuszansamnis
Usmsvudadummeauuvesliuinislalading

Quality Transportation

Management Performance

Figure 2 The Effect of Quality Management on Transport Service Performance
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AUNITIANITANAIN NANTITITENUTT AUAINNNTIAUTNTURANTENUFABNITIANITANAN
nelussAng (Krommuang, 2021) tilesnenisiauazyszifiunaean1sinnisnanImaes
osdnsgsivdnlnyliauddydenisintuiigndssiatumsgadussuu naln uazdunon
NN3IANITNTLUIUATNNEIAR ﬁqLﬁ“fluﬁmﬂﬁi@i’jﬂamagwﬂuﬂwﬁﬁaﬁdw AAINANTIUTANSE
svsnasomMIInn1sAAMYRIgIRliUIMslaTasind

Quality
Management

Service Quality

Figure 3 The Effect of Service Quality on Quality Management
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AunanN1TUIMIsAAmlae L liiBnEnanansateUsEansamn1sU iR uvesninau
UszaiufiRaussdnsssfagnamnssuuagliusosnasgiuamunn SO 9000 win1si
AuANALMENMTUTISAMAMIAgTIN (TQM) Uszneuse anasjssiuvesuims n1sildiu
$IYDIYAAINTBIANT NTEUIUNTUTINTIANS Msvhauuiin mssadiufignd nsansunu
Banagnd nsUiuussiideiosnaznisuinisyaans Wundnnisdanisiivinligsaad
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NINTZIUEING LﬁammL?;Jul,ﬁﬂmqé’m@mmwLLazmmﬁﬂiz%m%mwmaqmim"’nﬁumuﬁq'ﬁﬁﬁ]
(Department of Business Development, 2018; 2022) 50Lﬂuﬁmms@i’jﬂﬂmuag’mslumﬁﬁﬂ
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Quality Transportation

Management

Service Quality Performance

Figure 4 The Effect of Service Quality and Quality Management

Influence on Transport Service Performance

INMINUNIVIIBRAZUUIANNART IR Y AnziITelanmuansouLLIAAN1TITY
Authewwes 1) nsianazusefiumundnnis 7Rs lunisdanislaiading 2) nstauaz
Usziluiifeadeanisdanisaunimaiuuinigiuseuunisnisinnisauamdmiugine
Tusnnslasading fu 3) nsiauasdsediulssansnmmsuinisladannd iseazBondsl

- WAN 7 AIUYNABIVRINITIANITIaTANd TanazUseiliunaainnisiuds
mamﬁmﬁﬁﬁgﬂé{m mi%’uﬁamﬁmﬁmsﬁiuﬂ%mwmﬁgﬂéfm AsSudandnsaailuaninilunzay
Ms3udsdunignaemsneyanemna mssudedui meluimuaian msfudadudludgndi
ﬁgﬂéfaa ﬁ’mwmu%mw%aé}’uﬂquiumﬁudaﬁuﬁwﬁmmzﬁm (Batarliené & JarasUniené,
2017; Bouzaabia, 2013; Banomyong & Supatn, 2011)

- Msdnnsaun I Tanazlszurasnnisiinnuddgungndn aanuludii
N13RAIUTINVRINTNNUBIANT NITUINITTINTEVIUNS NMTUTUUTINITIOL nsdndula
melagiudeya AUNTIANITAIUENRUSTENINQNATUBIANT (Department of Business
Development, 2018)

- Usgdnsamnisuinisladading TauazUsslliunaainnIsuImsaunu 1an
uInslunisdasaudumivignan A deielunisuinis fuarufiseladenisuinisiu
Y8909ANIAUGNAT (Lamanee et al,, 2021; Mueanjai, 2019; Primary Industries and Mines

Department's Logistics Bureau, 2015)
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Figure 5 Conceptual Framework
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FBendunsideluedsiifunsiteuvunaunau Tnensidenuuidssdduidunn
Brndesinandundn nduliiinadweuninieatuayuwesiuiunanisitelddan
fonau endenafiununadeyaannguiuimsiheanssuladafndviafisusi deilfo

1) yumnssansssfifeiveslszneunasiid Tavesiaudsildlumside
2) sonuuunTelmaunay logldisnsdauiuandundn waildisnisda
arunmatiuayy eatuayunansideildnniBanalidanudaay Snsandoadsd
2.1) MnuAUSEIINITLAZNGNAIDENS
2.1.1) Usrnsn1539e Ao flAuInIsvudsdualngsasuansosaussnn
WU doua a Fuil 18 we. 2565 SnuaaulsznevIudsivanziouduiliyanaiunsy
ﬁﬁumﬁjﬁﬁ]miﬁ’] 191U 7,695 518 (Department of Business Development, 2022) il
nIUTAUIEINTE Loy
2.1.2) NguAI9E19N15398 wiangusiegeanilu 2 drunulszsianues
wdesdiolunsinsiesing fsvaziBoadsd

a

(1) wdesfiosouvuasunumsitoiuisnisduiuna ldimua
YAnguAlegangliuInsladafnd (flvusnisvudedunn) muuuianves Hair et al.
(2010) uugahliszdiu 200 - 300 Fogns Wielsimunzauiunsive auzditeldmmuasuin
fegs Wiy 400 fegns Ineldiginudeyamenuuasununside endufivsiusiudeya
seIBnnsduieganuuisandnuuI I eifisuin viedaldsuneuvaneluuday
Aamsmunmantafimmunly Weldusumilideyasziuesdnsgsia

(2) insesilamenuudunvaifslasaaduisidsnunin 1w
Mnfuimaviefisuniituly enderuinnguioiadauiinutaniunusidadon Tas
finnsananiudszneunisidmlsandgeaelud 2564 $1uau 5 Aanns elusunulidoya
JEAUDIANTTINA

2.2) $3UTT0YANTITY ANTUNITTIUTINTBYAIINAITNUNIY LUIAA N84
wazasTunssuiiiedeatunisife et muadauus fdde uasdornunmsidelumsata
AU TIduLazuuudunwalislasiaine seulsifungusnegisnsonuuuasuniasig
U3 MNTuATIvEeUAIRsLiuiem andidsmyauaenunsianissuduaslad
afnd $1uau 5 vinu hunasinseensuTiA1egsEning 0.60 < 10C < 1.00) dmfuanudosiu
voauuUADUNLTTIuNIMAaes 30 ga ik unasinssensudid1egseming 0.907 < <
0.925 wazAnwia3s ldfunuvasuauianysal $1uau 385 4a Idkunmsinseousuiiaeg
589919 0.915 < O < 0.923 Tneinasiniseensudululsidnfenn 10C > 0.50 fud @ >
0.70 13 Hair, Black, Babin and Anderson (2010) deu1vinn1sassauwazUssudanalagly
TUsunsudnsaguneadia saufunisdumualuuundgminlunsaeudodnay Wetunds
foyannuszaunisalnmsu foauviass

2.3) WnszsiuagUssiduna 1 2 daufe 1) MTeRiBaTnna wodum
HadoBaavn oy ssansamnisuinsvudinanuu fonslinseissdusznouidedudu
(Confirmation Factor Analysis) AT29@0UANNEDAARDINALNAUTDIDIAUIENDUYBINITINEIN
fianunaunduseninteayalausesdnyiunnfnnguivseold uaz 2) N1TIATIEATIRUNIN
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deatuayuanuduiusvesiuUsnidefiiatunnaanisinseiidsUium drens
Funvaluszaunisaimsynaudiiiuan Wethraildudinssiidaiien (Content Analysis)
MNMsuanInARiud TR sEUIsYS ofITUsTaunsaflunsUR RTIuaTe than
YIUINTITETINAUTBINTIATIEATIUTUUT UM TIATILITRAUNINAITINY

3) agUnaLazysUINSHaNTITevesdaliinaiudanunmsauiu Werdmun
LWINNNSUTUUTIUsEANE A mMNMsUIMsvudsduALagladafndvesUsewmelng

HaNISANEN

HANIATIARUFURVUANENTUSTAStaT1uBLduvesdadudunmn nnsiuIng
uazadufunmsiansannmiifeussansamnsuinisvudsdudnisouy fMonsiese
ToyaidaUsunauarMTInseideyanunnlunsidy

anizgidsldiuiunmafuteyaldsdmanndunuglideyameiniedonuuasuny
939 117w 400 atu fillemanysaiuazin Outliers Wiy 385 atiy (Sosay 96.25) ¥irlik
fogadimnuindofio mntdurnsiengidoyadmsnuiioussssdnvuzvesdoyanis
sifiugsiadeaiy ufumsliesgideyaieoyuuiionsummuitirdadelafiianinanis
dinUsgansamdunisiiuinnsvudsdudnndela () asddrvuindninawilug iiels
AUsENoUNTSIRTIINTUTUUT AT AINANNNSOV0909ANTTINA LA

1) NaNTIATIEMTIUTU0

1.1) mydneiteyadmssuu Fiduhssialivimdulngduinnuuing

yuds yuisuaznszeAufluUsEmanniian Sussaunisaflunisyianuegdie 5 - 10 3
a111503ans A mA1TluInskazn1sdan1saunnateluesdnsla Anuinud
uInsgIuaInafidmualy (IS0 9001: 2015) AunanisUsEIfiuANNALAUFBANATNANS
Tiuinmstumsdansaaunin Insujialaeeasluseduannlufeszduaniian desdenals
BIANTTINANNTNUNTEAUANAINNITUINITENA1 LN 15 UTUY Sauas AN SUSIMSAA N
psAnsfiseiles ihlugmaifinuszansamlunsdufugsialiuinisladaindlne auuuy
Ussiiufsmnuduiusseninsuusmsidefieglusefuunanseulufisseiugs (Table 1)

Table 1 Quantitative Analysis

Transportation Performance

Detail Mean  Correlation Regression
Coefficient Coefficient
1. Components of service quality 4.28 0.490* 0.734*(R*=53.9%)
1.1 Receiving and delivering correct products 4.46 - -

1.2 Receiving and delivering the correct amount of ~ 4.25 - -

product

1.3 Receiving and delivering products in 4.26 - -
appropriate condition

1.4 Receiving and delivering goods to the correct 4.34 - -
destination

1.5 Receiving and delivering products within the 4.16 - -

specified time.
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Transportation Performance

Detail Mean  Correlation Regression
Coefficient Coefficient
1.6 Receiving and delivering products to the 4.34 - -
correct customers
1.7 Appropriate price for receiving and delivering 4.12 - -
goods
2. Components of Quality Management 4.08 0.682* 0.631*(R°=39.8%)
2.1 Giving importance to customers 4.05 - -
2.2 Leadership 4.05 - -
2.3 Participation of organizational employees 4.11 - -
2.4 Process management methods 4.08 -
2.5 Work improvements 4.08 - -
2.6 Decisions under the database 4.03 - -
2.7 Managing the relationship between customers 4.17 - -

and the organization.

3. Efficiency of transportation services 3.98 - -
3.1 Cost management 3.71 - -
3.2 Service time 3.98 - -
3.3 Reliability in the service 4.02 - -
3.4 Satisfaction with the management of the 4.21 - -

organization or customers

Note: *p < 0.05, **VIF=1.620-2.274 If it is <10, there is not collinearity and is acceptable
(Hair, Black, Babin, & Anderson, 2010)

1.2) Mnngiesdlsenaulsdudu Ynngitueanmaiiuussdniniwnisuinig
yudsiaunaunduiuleyaidausednyluinadis nsalaauaislduandsiusgadideddgy
1980 0.05 (p-value = 0.073), GFI = 0.928, AGFI = 0.896, RMSEA = 0.056 wazAmiTn
osfUsEnouTasiuUsdunaldnndadiuinnit 0.0 ikunasiva 4 dofe (1) Arlaaueslad
Houd1Agy (2) GFI > 0.90 (3) AGFI > 0.90 way (4) RMSEA < 0.05 (Hair, Black, Babin, &
Anderson, 2010; Pukahuta, 2020)

Direct effect = 0.747* Direct effect = 0.914*

Quality

Service Transportation

Performance

Management

Quality

Indirect effect = 0.683*

Figure 6 Model for Increasing Efficiency of Transport Services (After Adjusting the Model)
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Table 2 Model for Increasing Efficiency of Transport Services (After Adjusting the Model)

Issues based on Research Assumptions Decision Effect Size
H1: Service quality has a direct influence on transport service Not Support -
performance.
H2: Quality management has a direct influence on Support 0.914*

transportation service performance.

H3: Service quality has a direct influence on quality Support 0.747*
management.
H4: Service quality has an indirect influence on transportation Support 0.683*

service performance through quality management.

Note: * p < 0.05
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