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Abstract

This research aimed to examine the service quality of Laem Chabang Port Terminal and
its influence on customer satisfaction. Specifically, it investigated satisfaction levels across
different demographic groups and analyzed the impact of service quality dimensions on overall
satisfaction. The study employed a quantitative research design with a sample of 400 users of
Laem Chabang Port Terminal, selected through a sampling calculation program. Data were
collected using a structured questionnaire, and statistical analyses included percentage, mean,
One-Way ANOVA, and Multiple Regression Analysis. The findings revealed that the majority of
respondents were male, aged 31-40 years, held a bachelor’s degree, employed as company staff
or laborers, earned an average monthly income of 20,000-30,000 baht, and primarily used services
at the EVERGREEN terminal. Overall, both service quality and customer satisfaction were rated at
a high level. Comparisons by age, education, occupation, and monthly income indicated
statistically significant differences in satisfaction at the 0.05 level. Moreover, service quality was
found to have a significant influence on customer satisfaction at the 0.05 level.

Keywords: Service Quality, Service Satisfaction, Laem Chabang Port Terminal
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