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ABSTRACT 

As an important component of global trade and e-commerce, international parcel 
delivery services are crucial for meeting the needs of Thai customers and providing 
good service quality. However, although many studies have focused on the quality and 
efficiency of international logistics and express delivery services, there is relatively 
little research on the satisfaction of Thai customers with these services. The purpose of 
this study is to analyze the overall status of the international parcel delivery service 
industry, conduct in-depth research, and provide guidance and suggestions for 
improving the service level of the industry; Study the impact of service quality, logistics 
efficiency, price fairness, network coverage, and information transparency on overseas 
customer satisfaction. The main objectives of this paper were: 1)To analyze the overall 
situation of the international parcel delivery service of XJB express in Thailand. 2)To 
explore the influence factors of customer satisfaction of the international parcel delivery 
service of XJB express in Thailand. 

In order to conduct in-depth research on the satisfaction of Thai customers with 
XJB Express Company's international package delivery services, this study adopted a 
quantitative research method. Through a questionnaire survey, A total of 350 
questionnaires were distributed. Recovered valid questionnaires: 339 copies, Based on 
a large number of questionnaire real data and literature. A series of questions were 
provided to Thai customers to obtain their evaluation data on service quality, logistics 
efficiency, price fairness, network coverage, information transparency, satisfaction, and 
other aspects. The study found that: 1)XJB Express company has problems such as low 
selection rate by customers and insufficient business service scope; 2) XJB Express 
customer satisfaction in Thailand is affected by service quality, logistics efficiency, 
price fairness, network coverage and information transparency, among which service 
quality, logistics efficiency and information transparency have significant positive 
impacts on customer satisfaction, while price fairness and network coverage have 
significant negative impacts on customer satisfaction. 
Keywords:  International parcel delivery service, XJB Express, Customer satisfaction 
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Chapter 1 Introduction 

1.1  Background of the Study 

Tian (2021) a Chinese scholar, believes that the development of the international 
parcel delivery industry has gone through three stages, from traditional logistics to 
comprehensive logistics, and then to supply chain logistics. At present, it has entered 
the intelligent parcel delivery service stage of “Internet+logistics”, and is integrated 
with cross-border e-commerce. Ning(2018) proposed that with the rapid development 
of economic globalization and cross-border e-commerce, a new business model of 
cross-border e-commerce has emerged, which has driven the evolution of the logistics 
industry in cross-border international trade. Cross-border e-commerce logistics is 
already in a stage of rapid evolution. Pang(2015) pointed out that in the cross-border e-
commerce environment, only by starting with specialized international package 
delivery services can the logistics problems existing in cross-border e-commerce be 
fundamentally solved. Fu(2017) believes that international parcel delivery services and 
cross-border e-commerce are interdependent and mutually reinforcing. With the 
accelerated development of globalization and cross-border e-commerce, international 
parcel delivery services have become a critical link supporting the evolution of cross-
border e-commerce. 

To meet the growing demand of Thailand consumers, express delivery companies 
must provide first-class and efficient international package delivery services. However, 
Yu(2020) pointed out that international parcel delivery services are becoming 
increasingly specialized, involving many factors such as timeliness, safety, accuracy, 
and service quality. This requires courier companies to control costs and expenses while 
improving service quality. Therefore, how to provide high-quality and efficient 
international parcel delivery services has become a major challenge faced by courier 
companies. To address this issue, this text chose XJB Express Company as a research 
case to investigate the satisfaction of Thailand customers with its international package 
delivery services, conduct in-depth research on its service quality and efficiency, and 
provide practical reference for its business development. As a well-known logistics and 
transportation enterprise in China, XJB Express has always been committed to 
delivering first-class and efficient international package delivery services. 

To meet customer expectations, XJB Express Company has taken a series of 
measures to improve the quality and efficiency of international parcel delivery services. 
Firstly, XJB Express emphasizes enhancing the timeliness of package delivery. The 
author has established a global logistics network and established close cooperative 
relationships with logistics partners around the world. This enables them to provide 
courier services around the world and ensure that packages are delivered to customers 
on time. Secondly, XJB Express Company attaches great importance to the safety of 
package delivery. They adopt the latest safety technology and equipment to ensure that 
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the packaging is not damaged or lost during transportation. In addition, they also 
cooperate with relevant departments to strengthen the security inspection and 
monitoring of packages to prevent illegal behavior and the transport of prohibited items. 
Finally, XJB Express Company also focuses on improving the accuracy of package 
delivery. They have established a comprehensive logistics information system, 
achieving real-time tracking and information sharing of packages(Yang,2023). 
Customers can check the transportation status and estimated delivery time of packages 
through online platforms, thereby improving the transparency and accuracy of 
information. Regarding service quality, XJB Express attaches great importance to 
customer feedback and satisfaction surveys(Li,2023). Actively collect customer 
feedback and suggestions, and continuously improve service based on feedback. In 
addition, it also provides various convenient services, such as home pickup, online 
booking, etc., to meet the needs of different customers. Although XJB Express has 
achieved some success in international parcel delivery business, it still faces some 
challenges. For example, international parcel delivery business involves legal 
regulations and cultural differences in different countries and regions, which requires 
courier companies to make relevant plans and preparations. In addition, the cost and 
expenses of international parcel delivery services are also important issue, which needs 
to be reduced while ensuring the maintenance of service quality. 

Generally speaking, it is vital for express delivery companies and cross-border e-
commerce enterprises to provide high-quality and efficient international package 
delivery services(Chen,2022). The investigation and analysis of XJB Express Company 
in this study will provide guidance and direction for the development of the entire 
express delivery industry, further improving the service level and competitiveness of 
the industry. 

1.2  Research Questions 

In general, the research questions of this paper mainly include： 
1）What is the overall situation of the international parcel delivery service of XJB 

Express in Thailand? 
2）What factors affect customer satisfaction in international parcel delivery 

services? 

1.3  Objectives of the Study 

1) To analyze the overall situation of the international parcel delivery service of 
XJB Express in Thailand. 

2) To explore the influence factors of customer satisfaction of the international 
parcel delivery service of XJB express in Thailand. 
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1.4  Scope of the Study 

This paper takes XJB customers in Thailand as the research object and focuses on 
the influencing factors of their satisfaction with international parcel delivery service. 
With service quality, logistics efficiency, price fairness, network coverage, and other 
factors as independent variables, a questionnaire is prepared. A total of 350 
questionnaires were sent out, 339 were recovered, 339 were valid, and the validity was 
97%. Understand the specific factors that influence the satisfaction of international 
parcel delivery services, to provide solutions to the problems of Jaguar International 
Transport Limited and delivery services. 

1.5  Significant of the Study 

1)Theoretical significance 
At present, there are still some research gaps in the field of international logistics 

parcel delivery service. This study enriches the research results of global express 
companies' delivery service satisfaction. Through scientific analysis, this study finds 
the problems existing in the international parcel delivery service. It puts forward the 
corresponding service optimization, which is conducive to the development of 
international parcel delivery. 

 
2) Practical significance 
The competitiveness of express delivery enterprises is mainly reflected in service 

quality and efficiency, and customer satisfaction is a crucial indicator to measure these 
two factors. This study investigated Thai customers' satisfaction with XJB's 
international parcel delivery service, and found the bottlenecks and improvement 
opportunities in service quality and efficiency, which provided practical guidance and 
measures for the company to improve its competitiveness, and also offered valuable 
reference and advice for international express delivery enterprises. 

 

1.6  Limitations of the Study 

Although this study provides some research reference value, it still has the 
following limitations: 

 
1) This study collected data by questionnaire survey. Still, the sample size is small, 

with only 350 valid questionnaires, which makes it challenging to represent the 
opinions and opinions of the whole Thailand customers. 

2) This research only collects data by questionnaire survey, which can't fully 
reflect the real needs and experiences of Thailand customers; there may be some 
reporting bias issues. 
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1.7 Hypothesis 
 

H1: Service quality has an impact on customer satisfaction of international parcel 
delivery services; 

H2: Logistics efficiency has an impact on customer satisfaction of international 
parcel delivery services; 

H3: Price fairness has an impact on customer satisfaction with international 
parcel delivery service; 

H4: Network coverage impacts customer satisfaction of international parcel 
delivery services. 

H5: Information transparency impacts customer satisfaction with international 
parcel delivery services. 
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Chapter 2 Literature Review 

2.1  Introduction 

This chapter mainly summarizes the scholars' statements on the related concepts 
and specific variables involved in this paper,the foundation of theoretical research has 
been laid. At the same time, this paper analyzes the overall background of "XJB 
Express"the theoretical framework of this paper is proposed, which lays a foundation 
for practical research. 

2.2  Literature Reviews 

2.2.1  International parcel delivery service 
An international parcel delivery service is a mode of transport used to transport 

parcels, documents and goods from one country to another. This service is provided by 
professional logistics companies, usually offering door-to-door service. 
Chu(2023)Their ability to move goods quickly and safely in a short amount of time has 
made them an important part of the global economy.Chu(2023)International parcel 
delivery services are usually faster than traditional shipping. They provide fast and 
secure transport of goods, helping to speed up business transactions and reduce 
transaction costs. Since international parcel delivery services are provided by 
professional logistics companies, they are able to offer higher cargo insurance and store 
the goods in a safe place to avoid the goods being damaged or lost.Most international 
parcel delivery services have an extensive global network, so they are able to offer 
services to reach more destinations. This is important for companies with global 
operations. 

Shen(2021)International express delivery has great economic value and social 
significance, it makes international trade more smoothly, people can quickly send goods 
to all parts of the world through international express delivery, thus promoting cross-
border exchanges and cooperation. Deng(2016)International express shipping provides 
a convenient way for individuals and businesses to send documents, samples and goods, 
driving the growth of global commerce. 

Wang(2018)International logistics is the basis of realizing global trade. With the 
in-depth development of globalization, more and more enterprises begin to operate 
across borders and need to carry out cross-border trade. Zhang(2020)International 
logistics provides goods transportation, warehousing, distribution and other services, 
making cross-border trade more convenient and efficient. International logistics plays 
an important role in promoting global economic development. The efficient operation 
of international logistics can reduce logistics costs and improve logistics efficiency, 
thus promoting the development of global trade. At the same time, international 
logistics can also promote the international division of labor and industrial upgrading, 
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and promote the development of the global economy. Yang(2023)International logistics 
is an important part of global trade and economic development, and plays an important 
role in promoting globalization, promoting economic development and promoting 
international cooperation. 

 
 

2.2.2 Customer satisfaction 
Customer satisfaction originates from Discrepancy Theory in social psychology. 

Chen(2001) showed that after the completion of consumption, customers create a 
psychological gap by comparing the expected hope index before consumption with the 
actual perception generated during the consumption process, and the size and direction 
of the gap are customers' satisfaction.  

The so-called gap can be defined in two ways. One is subtract disconfirmation, 
that is, the algebraic gap formed by the actual perception and the expected standard. 
LaTour(1979)The other is subjective disconfirmation, which refers to the subjective 
evaluation that customers' actual perception of products or services exceeds the 
expected standards before consumption to some extent. Oliver(1980)In most 
consumption processes, the algebraic gap between the actual perception and the 
expected standard is difficult to measure accurately, so scholars mostly use the 
subjective gap more broadly. 

In the 1970s, after Cardozo (1965) introduced customer satisfaction into the field 
of marketing for the first time, the majority of experts and scholars began to conduct 
extensive research on customer satisfaction. The definition of customer satisfaction is 
still unable to reach a consensus. Based on the definition of relevant concepts in existing 
studies, the following summary is made: Oliver(1981) defines customer satisfaction as 
the subjective evaluation of consumers' perception of consumption or product demand 
that is different from their expected cognition. Churchill(1982) believe that customer 
satisfaction is the difference between the cost and the benefits consumers perceive after 
purchasing goods or services. Wilton Peter C(1988) divided customer satisfaction into 
two types: one is the subjective reaction of the difference between the real feeling of 
customers after purchasing goods or services and the prior expectation, which is one of 
the influencing factors of customer satisfaction; Second, the customer's expectation in 
advance will also affect the customer's subjective response to the use of products and 
services. Foernell(1992) proposed that customer satisfaction is the overall subjective 
cognition of customers' current consumption experience based on their previous 
consumption experience.  

By summarizing the previous scholars' analysis and sorting of customer 
satisfaction, it is found that from the perspective of customer relationship, customer 
satisfaction is a relative judgment of the quality and benefits obtained from the purchase 
as well as the cost and effort paid. Therefore, this study believes that customer 
satisfaction refers to the subjective emotional response of customers after service, based 
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on their existing consumption experience and compared with previous expectations. 
 
This study considers that the factors affecting customer satisfaction of 

international parcel delivery service mainly include the following five aspects: 
 
1. Service quality:International parcel delivery service is a highly competitive 

market, and service quality and efficiency are one of the important factors for customers 
to choose express delivery companies. Logistics service quality includes logistics 
speed, logistics accuracy, service attitude and service quality. Logistics service quality 
generally includes transportation, warehousing, loading and unloading, packaging and 
other aspects. The improvement of logistics service quality can improve the reliability, 
accuracy and timeliness of service, thus improving customer satisfaction. The research 
results of Lei Jinwen(2014) show that the quality of logistics service has a significant 
positive impact on the customer satisfaction of express delivery enterprises. The 
improvement of logistics service quality can improve customer satisfaction and loyalty.  

2. Logistics efficiency: Wei(2017) found that logistics efficiency has a significant 
positive impact on customers' re-choice intention and word-of-mouth communication 
intention. The improvement of logistics efficiency can promote customer loyalty and 
word of mouth. 

3. Price equity: Wu(2009) proposed that due to the intangible, evanescent and non-
storable characteristics of logistics services, the core logistics service integrators are required 
to have higher service capabilities and coordination capabilities. At the same time, the 
demand market for logistics services has great uncertainty in terms of price and quantity, 
resulting in inaccurate procurement quantity of integrators, which greatly affects the level of 
logistics service and customer satisfaction, and further affects the supply chain income. 

4. Network coverage: Weng (2013) pointed out that practice has proved that 
improving the coverage of logistics network has broad prospects in the future, and it 
is necessary to further achieve scale and efficiency. Informatization is the basis of 
international logistics information standardization. Building a high-end international 
logistics information network service chain can not only greatly improve the cargo 
management level of international logistics enterprises, but also enhance the 
selectivity and satisfaction of international logistics customers. 

5. Information transparency: Li(2023) proposed that improving the decision-
making ability of logistics enterprises and reducing risks can improve the overall 
management level. Through the use of digital platforms, logistics enterprises can obtain 
real-time data in all aspects, including cargo tracking information, transportation aging 
data, inventory management, etc., so as to achieve the whole process of business 
monitoring and management. In this way, logistics enterprises can more accurately 
grasp the location and status of the goods, find and solve problems in time, and improve 
the reliability and efficiency of logistics operations,it can also improve customer trust 
and satisfaction. 
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2.3  Introduction of XJB Express 

The full name of XJB Express in this study is Jaguar International Transport Co., 
LTD. The company is an international transport company engaged in shipping and air 
cargo import and export, with professional technical team and service team, established 
in Beijing in 1995, the company has been adhering to the "customer first, keen to enter 
the shortage" business philosophy. After years of development, Jaguar International 
Transport Co., Ltd. has invested in a number of companies abroad, Jaguar International 
Transport Co., Ltd. has emerged in the industry, but there are also some problems in 
customer satisfaction, which need to be solved in time to ensure the sustainable 
development of the enterprise. 

 

2.4  Theoretical framework 

According to the above research analysis and summary of many scholars on the 
factors affecting international parcel delivery service, customer satisfaction of 
international parcel delivery service is affected by service quality, logistics efficiency, 
price fairness, network coverage, information transparency and other factors. Therefore, 
based on social science theory, this study establishes a theoretical framework. 

 
Figure 2.1 Theoretical framework 
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Chapter 3 Research Methodology 

3.1  Introduction 

       This study mainly uses quantitative analysis method to study it. This chapter first 
analyzes the main research variables and makes a scale for analysis, then explains the 
sample size involved in this study and the related data collection process and methods, 
and finally analyzes the reliability and validity of the survey scale, which lays the 
foundation for the following empirical analysis. 

3.2 Research Design 

In this study, the composition and measurement of the scale items of independent 
variables and dependent variables can be carried out by questionnaire survey. The 
following is a data table and text analysis of the composition of an example scale item 
and its measurement method: 

1. Independent variables: service quality, logistics efficiency, price fairness, 
network coverage and information transparency. 

The following is an example of the composition of the scale items of independent 
variables and their measurement methods: 

 
Table 3.1  Independent variable scale item form and measuring method 

independent variable Scale item Measurement method 

quality of service 

1. Does the professional 
quality of service 

personnel meet your 
expectations? 

5- point Likert scale (1- 
very dissatisfied, 5-very 

satisfied) 

 
2. Is the service attitude of 
the service staff friendly 

and enthusiastic? 
 

 
3. Is the skill level of 

service personnel superb?  

Logistics efficiency 
1. Does the accuracy of 
the package meet your 

expectations? 

5- point Likert scale (1- very 
dissatisfied, 5-very satisfied) 

 
2. Does the timeliness of 
the package meet your 

expectations? 
 

 
3. Does the reliability of 
the package meet your 

expectations? 
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Price justice 
1. Do you think the price 
of parcel delivery service 

is reasonable? 

5- point Likert scale (1- very 
unreasonable, 5-very 

reasonable) 

Network coverage 

1. Do you think the 
service network coverage 
of XJB express company 

meets your needs? 

5- point Likert scale (1- very 
dissatisfied, 5-very satisfied) 

Information transparency 

1. Do you think the 
information provided by 
XJB express company is 
accurate and transparent? 

5- point Likert scale (1- very 
inaccurate and transparent, 5-

very accurate and 
transparent) 

 
   By measuring the scale items of the above independent variables, customers' 

evaluation of service quality, logistics efficiency, price fairness, network coverage and 
information transparency can be obtained. 

2. Dependent variable: Thailand customer satisfaction. 
The following is an example of the composition of scale items of dependent 

variables and their measurement methods: 
 
Table 3.2  Composition and measurement of dependent variable scale items 
dependent variable Scale item Measurement method 

Thailand customer 
satisfaction 

How satisfied are you 
with the overall service 
quality of XJB Express 
Company's international 

package delivery? 

5- point Likert scale (1- 
very dissatisfied, 5-very 

satisfied) 

Thailand customer 
satisfaction 

How satisfied are you 
with the overall logistics 

efficiency of XJB Express 
Company's international 

package delivery? 

5- point Likert scale (1- 
very dissatisfied, 5-very 

satisfied) 

Thailand customer 
satisfaction 

How satisfied are you 
with the overall fairness 
of international package 
delivery prices by XJB 

Express Company? 

5- point Likert scale (1- 
very dissatisfied, 5-very 

satisfied) 

Thailand customer 
satisfaction 

How satisfied are you 
with the overall network 
coverage of XJB Express 
Company's international 

5- point Likert scale (1- 
very dissatisfied, 5-very 

satisfied) 
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package delivery? 

Thailand customer 
satisfaction 

How satisfied are you 
with the overall 

information transparency 
of XJB Express 

Company's international 
package delivery? 

5- point Likert scale (1- 
very dissatisfied, 5-very 

satisfied) 

 
By measuring the items of Thailand customer satisfaction scale, can understand 

the customer's overall satisfaction evaluation of XJB International Parcel Delivery 
Service. 

Through the composition and measurement methods of the above scale items, 
researchers can collect the opinions and anti-debt of Thai customers through 
questionnaire survey, and then analyze the relationship between independent variables 
(service quality, logistics efficiency, price fairness, network coverage, information 
transparency) and dependent variables (Thai customer satisfaction). Such scale item 
design and measurement method can help researchers obtain objective and accurate 
data and provide basis for subsequent data analysis and conclusion inference. 

3.3  Population and sample size 

The main research objects of the questionnaire in this study are the customer 
groups who have chosen XJB Express in the past two years, with a specific sample size 
of 350 people. The two questions of their views on XJB Express and the influencing 
factors of the satisfaction of international parcel delivery service are mainly analyzed, 
and finally valid questionnaires are collected for data analysis. 
 
3.4  Data collection 
 

This study mainly adopts the method of questionnaire survey to collect data. The 
questionnaire was issued from September 6, 2022 to March 6, 2023, and the feedback 
data of XJB Express users in the past two years was mainly collected through online 
questionnaires. After a month of questionnaire collection, a total of 350 questionnaires 
were sent out, and 339 valid questionnaires were recovered, with a recovery efficiency 
of 96.8%. Therefore, the collected data can be used for subsequent studies. 

 
 
 
 
 
 



 

12 
 

3.5  Data analysis 
 

In this study, five-point Likert method was used to score the questionnaire. The 
five-point method is a commonly used questionnaire scoring method, which is graded 
according to the different feelings of the questionnaire fillers. Among them, 1, 2, 3, 4 
and 5 respectively represent strongly disagree, disagree, neutral, agree, strongly agree 
and so on. 

The above scales are effectively combined to form the data statistics of 
independent variables shown in Table 3.3, and the statistical data of independent 
variables are integrated to form the data analysis of customer satisfaction in Thailand 
shown in Table 3.4. 
 

Table 3.3  Independent variable data cases 

Customer 
number 

quality of 
service 

Logistics 
efficiency Price justice Network 

coverage 
Information 
transparency 

001 4 5 3 4 5 

002 5 4 4 3 4 

003 3 3 2 4 3 

... ... ... ... ... ... 
 

 
Table 3.4  Dependent variable data cases 

Customer number Thailand customer satisfaction 

001 4 

002 5 

003 3 

... ... 
 

Independent variables are the main research basis of this study. In order to ensure 
the reliability of the data, the reliability and validity of the scale are analyzed to 
determine whether the scale is effective. 
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3.5.1 Reliability analysis of questionnaire 

The reliability of the various dimensions and the total dimensions of the 
questionnaire was measured using the Cronbach's α coefficient. When the value of 
Cronbach's α coefficient exceeds 0.7, the reliability of the questionnaire is good. Table 
3.6 intuitively shows that the Cronbach's α coefficient exceeds 0.7. which indicates the 
good reliability of the questionnaire in this study. 

 
Table 3.5 The effectiveness analysis of questionnaire survey 

The Cronbach's α 
coefficient 

 

Normalized 
Cronbach's α 
coefficient 

 

number of 
terms 

 

sample 
number 

 

0.966 
 

0.970 
 15 339 

 
3.5.2 Questionnaire Validity Analysis 
 

When the KMO value is greater than 0.7, the effectiveness of the questionnaire 
can be studied. As can be seen from Table 3.7, the KMO value of the questionnaire is 
0.806, and the significance of Bartlett sphericity test is 0.000, so it can be concluded 
that the questionnaire meets the criteria. 

 
Table 3.6 Reliability analysis of questionnaire 

Variables Approximate 
chi square Freedom Significance KMO Value 

 
Quality of 

service 154.904 15 0.000 0.806 

Logistics 
efficiency 154.913 15 0.000 0.804 

Price justice 154.908 15 0.000 0.801 
Network 
coverage 154.898 15 0.000 0.812 

Information 
transparency 154.904 15 0.000 0.810 
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Chapter 4 Finding 

4.1  Introduction 

On the basis of the above research design and data collection, this chapter mainly 
analyzes and analyzes the corresponding data 

In conclusion, specific problems are identified, factors affecting customer 
satisfaction of XJB international parcel delivery service are studied, and the above 
hypothesis is verified. 

4.2  Problems with XJB Express's international parcel delivery 
business in Thailand 

In this study, the description of statistical variables is a process of statistical 
analysis and description of collected data.  

The description of statistical variables such as service quality, logistics efficiency, 
price fairness, network coverage, and information transparency can include the 
following indicators: average value, standard deviation, minimum value, maximum 
value, etc. Here is an example of a statistical variable described in the data table: 

 
Table 4.1  Statistical variable analysis of independent variables 

independent 
variable average value standard 

deviation minimum value maximum 

quality of 
service 4.2 0.8 3 5 

Logistics 
efficiency 4.1 0.7 3 5 

Price justice 3.8 0.6 2 5 
Network 
coverage 4.0 0.7 3 5 

Information 
transparency 4.3 0.9 3 5 

 
Through data analysis, we can understand the overall evaluation level of Thai 

customers on service quality, logistics efficiency, price fairness, network coverage and 
information transparency. 

As can be seen from the above table, the average score of service quality and 
information transparency is high. It can be seen that XJB Express takes customer first 
as the principle, wholeheartedly serves customers and has a mature technology and 
after-sales team. However, the average score of price and network coverage is low, 
indicating that the company is facing the problem of low selection rate, and it needs to 
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adjust the market service scope and control the cost in time. Finally, the average score 
of logistics efficiency is normal, hope the company can continue to maintain and 
improve it. 

 
4.3 Analysis of influencing factors of customer satisfaction in 
international parcel delivery service 

 
1.Through the data analysis and integration of independent variable factors, the 

following table is the statistical analysis of customer satisfaction in Thailand: 
 

Table 4.2  Statistical analysis of customer satisfaction in Thailand 
dependent 
variable average value standard 

deviation minimum value maximum 

Thailand 
customer 

satisfaction 
4.5 0.6 3 5 

 

The description of statistical variables of customer satisfaction in Thailand can include the 
following indicators: mean value, standard deviation, minimum value, maximum value, etc. 
Through the statistical description in the table above, we can know the overall satisfaction of 
Thai customers with XJB international parcel delivery service, as well as the distribution and 
dispersion of data. 

 

2.This study uses multiple regression analysis to explain the relationship between 
independent and dependent variables. Specifically, this study takes overseas customers' overall 
satisfaction with the international parcel delivery service of XJB Express Company as the 
dependent variable and service quality, logistics efficiency, price fairness, network coverage, 
information transparency and other factors as the independent variables to explore the relationship 
between these factors and overseas customers' satisfaction. 

 
In order to better study the relationship between independent variables and 

dependent variables, this study lists the tabular analysis of the correlation coefficients 
between independent variables and dependent variables, as shown in the following table: 
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Table 4.3  Correlation coefficient between independent and dependent variables 

 quality of 
service 

Logistics 
efficiency 

Price 
justice 

Network 
coverage 

Information 
transparency 

Overseas 
customer 

satisfaction 
quality of 

service 1 0.745 0.672 0.606 0.522 0.897 
Logistics 
efficiency  1 0.661 0.601 0.524 0.845 

Price justice   1 0.536 0.532 0.743 
Network 
coverage    1 0.567 0.811 

Information 
transparency     1 0.707 

 
It can be seen that the correlation coefficients between all independent variables 

and dependent variables are positive, indicating that these factors are positively 
correlated with international customer satisfaction, so the improvement of these factors 
can improve international customer satisfaction with XJB Express Company. 

This study analyzes the mechanism between different factors and overseas 
customer satisfaction, so it can be seen that the influencing factors of customer 
satisfaction of XJB international parcel delivery service include recruitment service 
quality, logistics efficiency, price fairness, network coverage and information 
transparency. 
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Chapter 5 Conclusion and Recommendation 

This chapter focuses on the analysis of the data in the previous chapter, draws the 
corresponding result, and explains whether it is supports the Research objectives. At 
the same time, the improvement measures and the future improvement direction of the 
enterprise are analyzed. 

5.1  Conclusion 

5.1.1 XJB Express company has some problems, such a low customer choice rate 
and insufficient business service scope 
 

As shown in Table 4.1, in the study, data was collected from Thai customers, 
including their ratings of service quality, logistics efficiency, price, network coverage, 
and information transparency. Through these data can be analyzed, the average score 
of service quality and information transparency is high. It can be seen that XJB Express 
takes the customer first as the principal and serves customers wholeheartedly. The high 
score of service quality and logistics efficiency is related to the company's technical 
guidance and after-sales support level, indicating that XJB Express has a mature 
technology and after-sales team. 

However, the average score for price and network coverage is low, indicating that 
companies face low selection rates. For example, in terms of price, two different 
international parcel delivery companies deliver the same parcel to the exact location. 
Still, the cost of global parcel delivery is additional, and customers will prioritize the 
company that pays the lower price. Regarding network coverage, if a global Courier 
company cannot deliver the packages that customers need to provide to a particular 
country or region, customers will not choose this Courier company. XJB Express 
company should control delivery service costs or provide discounts on the premise of 
ensuring service quality to attract more Thai customers and improve customer 
selectivity. At the same time, XJB express company needs to adjust the scope of market 
service, and can expand its market service scope by cooperating with other express 
companies. Finally, the average score of logistics efficiency is standard, and I hope the 
company can continue to maintain and improve it to help the sustainable development 
of the company. 
 
5.1.2 Factors influencing customer satisfaction in Thailand's XJB international 
parcel delivery service include service quality, logistics efficiency, price, network 
coverage and information transparency 
 

Through the case study of international parcel delivery service, find the following 
conclusions: 

1. The service quality of XJB Express Company has a significant positive impact 
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on the satisfaction of Thailand customers. The research results show that providing 
high-quality service and good perceived value can significantly improve the satisfaction 
of Thai customers. To achieve this goal, XJB Express Company should strengthen 
service quality management, including providing timely and reliable parcel delivery 
service and handling customer problems and complaints in a timely and professional 
manner. In addition, the company should also pay attention to the customer's perceived 
value of service, which can be achieved by providing personalized services, adding 
package tracking, and real-time updates. 

2. The price hurts the satisfaction of Thailand customers. It is found that the higher 
the cost, the lower the satisfaction of Thailand customers. To improve the satisfaction 
of Thailand customers, XJB Express Company can consider adjusting the price strategy, 
reducing the price, or offering more discounts and concessions to attract more Thailand 
customers. In addition, the company can compensate for the negative impact of cost on 
satisfaction by providing more value-added services, such as faster delivery time, more 
comprehensive package tracking service, and better customer support. 

3. Logistics efficiency contributes to customer satisfaction. It is found that logistics 
efficiency has a significant positive impact on customers' re-selection intention and 
word-of-mouth communication intention. XJB Express should improve logistics 
efficiency as an essential means to enhance competitiveness, constantly optimize the 
logistics system, improve service quality and customer satisfaction, To win more 
customers and market share. 

 4. Network coverage negatively affects customer satisfaction in Thailand. The 
study found that the coverage of Courier services harmed customer satisfaction in 
Thailand. If the delivery company's service coverage is limited, customers may feel 
dissatisfied. XJB Express needs to expand its service coverage and take steps to 
improve customer satisfaction. 

5. Information transparency contributes to increased customer satisfaction, 
enhanced customer perceived value, and enhanced customer service experience. The 
study found that through the whole process of business monitoring and management, 
logistics enterprises can improve the reliability and efficiency of operations, and 
improve customer trust and satisfaction. 

 

5.2  Further Study 

Future research suggestions of this study can focus on the following directions: 
1. In-depth research on the influencing factors of satisfaction: The current research 

has preliminarily explored the influencing factors of Thailand customer satisfaction, 
but there are still many aspects that can be further studied. For example, it can 
investigate Thailand customers' cognition and evaluation of service speed, customer 
support, after-sales service, and other factors through qualitative and quantitative 
methods. At the same time, can explore the relative importance of different aspects to 
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satisfaction and the relationship between these factors. In this way, we will have a more 
comprehensive understanding of the satisfaction formation process and guide for 
improving service quality. 

2. Comparing the satisfaction of different modes of transportation: In addition to 
studying the international parcel delivery service of XJB Express company, can also 
compare it with the services of other global logistics companies. By comparing the 
effects of different modes of transportation (such as air transportation, ocean 
transportation, land transportation, etc.) on Thailand customer satisfaction, can fully 
understand the advantages and disadvantages of different modes and provide a 
reference for improving the service quality of XJB express company. 

3. Study on regional differences: Considering the particularity of international 
parcel delivery service, can further study the differences in Thailand customers' 
satisfaction with XJB Express company in different regions. This can be achieved by 
comparing customers from different continents and countries. In the research, can 
explore the influence of regional culture and habits on satisfaction, and provide 
personalized services and solutions for customers in different regions. 

4. Enhance information transparency: Information transparency is very important 
for evaluating customer satisfaction, so can further study how to improve information 
transparency. For example, it can provide more accurate and real-time parcel 
information by enhancing the online tracking system. In addition, it can explore how to 
better communicate with customers and provide clear and precise service descriptions 
and price information to improve customer satisfaction with services. 

5. Consider the factors of sustainable development: environmental protection and 
sustainable development are becoming more and more critical for the modern logistics 
industry. Therefore, can further study the environmental friendliness and sustainability 
of XJB Express's international parcel delivery service. This includes learning whether 
the packaging materials used are environmentally friendly and the energy consumption 
during transportation. At the same time, can also explore the influence of these factors 
on customer satisfaction, to understand the importance of customers to sustainable 
development and provide a basis for enterprises to formulate sustainable development 
strategies. 
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Appendix 

Questionnaire-Thailand customer satisfaction for the International Package Delivery 
Service: Jaguar international transportation co., ltd 

Dear respondents, 
Thank you very much for your participation in our survey and study.  This survey 

aims to understand your satisfaction and feedback on XJB Express's international parcel 
delivery service.  Please choose the option that best meets your opinions according to 
your actual experience and feelings.  Please rest assured that your personal information 
will be kept strictly confidential. 

1. Have you ever used the international package delivery service of Jaguar 
international transportation co., ltd? 

A. yes 
B. deny 
2.  How is your overall satisfaction with XJB Express's international package 

delivery service? 
A. Very satisfied 
B. satisfied 
C. same as 
D. discontent 
E. Very dissatisfied 
3.  Do you think the service quality of Jaguar international transportation co., ltd 

meets your expectations? 
A. Fully meet expectations 
B. More to meet expectations 
C. same as 
D. Not up to expectations 
E. Totally falling short of expectations 
4. What do you think of the logistics efficiency of Jaguar international 

transportation co., ltd? 
A. Very efficient 
B. More efficient 
C. same as 
D. Not too efficient 
E. Very inefficient 
5.  Do you think the price provided by Jaguar international transportation co., ltd 

is fair and reasonable? 
A. Very fair and reasonable 
B. More fair and reasonable 
C. same as 
D. It's not fair and reasonable 
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E. Very unfair and reasonable 
6.  Do you think the network coverage of Jaguar international transportation co., 

ltd meets your needs? 
A. Fully meet the needs 
B. More meet the needs 
C. same as 
D. Not very satisfied with the needs 
E. Total lack of the demand 
7. Do you think the information transparency of Jaguar international transportation 

co., ltd is sufficient? 
A. Very transparent 
B. More transparent 
C. same as 
D. Not too transparent 
E. Very opaque 
8.  How hard do you think XJB Express is trying to improve customer experience 

and satisfaction? 
A. Very hard 
B. More hard 
C. same as 
D. Not too hard 
E. Very hard 
9. Would you like to continue to choose the international package delivery service 

of Jaguar international transportation co., ltd? 
A. yes 
B. deny 
10. If you have any other comments, suggestions or reminders from Jaguar 

international transportation co., ltd, please leave your valuable comments below. 
Thank you for your participation!  Your feedback is very important to us and it 

will help us improve the quality of service and enhance customer satisfaction.  If you 
would like to take further involved in our study or wish to learn more about XJB 
Express, please leave your name and contact information below. 

Name: _____________________ 
Contact information: _____________________ 
Thank you again for your support and cooperation! 
Most sincere regards, 
The Jaguar international transportation co., ltd team 
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