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Abstract

The objective of this research was to analyze the satisfaction of the air freight forwarders towards the air
cargo services of Thai Airways International Public Company Limited at the Suvarnabhumi Airport Free Zone. The
samples for this study were twenty-five air freight forwarder companies registered in Thailand whose offices were at
the Suvarnabhumi Airport Free Zone. A set of questionnaire was sent to these twenty-five companies. The data
received were analyzed for frequency, percentage, arithmetic mean, and standard deviation.

The results were that the majority of the respondents were satisfied with the image of the Suvarnabhumi
Airport Free Zone and its facilities at the highest level. The air cargo services of Thai Airways International had
potential of providing efficient services that helped speed-up the work process at each step. The air cargo service
officers of the Thai Airways International had skills and capability to handle the services efficiently, enabled the
goods to reach the destination punctually and accurately. Besides, the air cargo services of the Thai airways
International had fulfilled the customers’ satisfaction by saving time of the air freight forwarder companies. The
majority of the respondents mentioned that the service charge of the air cargo services of Thai Airways International
was quite higher than other air cargo service companies. Moreover, the majority of the respondents stated that the air
cargo services of the Thai Airways International could help solve the problems facing. In addition, the air cargo
services of the Thai Airways International used the packages designed appropriately for each product for safe
transportation. Thus, it has created good image for the organization and enhanced the customers’ satisfaction at the

highest level.

Keywords: satisfaction, air freight forwarder company, air cargo
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