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Abstract

This research aimed to study the importance of logistics service quality for
e-commerce business: an application of Kano model. The study was qualitative
research and the in-depth interview was employed for data collection between
December 2019 and January 2020 from own e-commerce business in Nakhon
Ratchasima province that expertise and continuous growth 6 people. Data were
analyzed through content analysis and interpretation. The findings revealed that the
service quality of logistic service providers from a customer’s point of view consists of
key non-relationship with satisfaction. Therefore, the Kano model categorizes the
qualitative characteristics of logistics service quality for e-commerce business into five
main categories of requirements: must-be quality elements, one-dimensional quality
elements, attractive quality elements, indifferent quality elements and reverse quality
elements. Customers are aware of service quality from 7Ps in the service marketing
mix especially for services output that logistics service providers use as a tool to create

service values and fulfilling the satisfaction in target customers.
Keywords: Logistics, Service Quality, E-Commerce, Kano Model, Service Marketing Mix
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AN 3 dulTEaNNIINaIAUINIg

1. naansduLAnaInNSIIUSNNT (Service) Usenausig Au5IALsY Auvasnsie
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msliuans wasnisdanisnszurunsliusnsiideusndunnnissesariitiuany
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2. §a3A1U3NS (Price) Useneuse msfvuasasiAtUinsiiaonadesiunmnim
M5U3N1s MsUseiufefihadunissuussfunseunquanuidemevesdud nsimun
dasAuinsidaeuazaansameunsgansisasld msmuaumussetasililiganiy
fiosnan uagnsUivansnsainisluszerduiiofigrandasiediiannmnmnisuinig
Intlayas

3. anuitlu3nng (Place) Usznause nssruisnmazanviuguuinis wuia
fufvonsofivungay uazarnidedevenaliuing

4. nsdaaiun15na1n (Promotion) Fluinisasdanisdaadunisnainiiiefagn
anAMIENIsldIuANUSINIUATEUARULAEABUANDIAIINABINTT YOIV I8FUADRUlAY
Tunnyemng

5. yAaNsluINg (People) AudnunziiddnUsznouse fimuaziBenseunsy
fla¥nauuinig fimnunsgiosedu tenlald uazdvinuzaruiuonmieanunummiig
flssunoumneiodulslenflumsimuugiundiuuing

6. N5¥UIUNTT (Process) UsENausig N1IAIUANNINTFIUNTSIAUTNTlunNE1w
nMsvegadnseuindsdudn nsdamiouiiviesiusaianlviugiuuinisiesiuae
anuazanlunsiadeuiine nsmsvaey Budududmeluiiueangsuuinisneudnds
ionsguasgamizay nsdndeanuuudiuiiasnieluszezina 1 Ju nsiedeude

O &
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v
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€

SnludRsuURIA2 SEUU Drop Off 1iieann 15819898 uanTNsEAIUSAT AR LA

Qe B

ayaaziden TnU warnsSuTITERIUTRSATAe o Yaliusnisuasldlygaliusnng

#3Un1523
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Tnefuuinsiadunadnssuiinainnisliuinis (Sevice) WWudsdrfgylunisdnaula
Fenlduins dafu flvuinisTaiafnddemsnseudndsaudesnsvesy Suuimsteaseae
duasugliuinslunsnensalaudosnsiazneuaussionsiuasullauesFuuing
14R8s3u SuazthunBauumislunsfauiuaunagninienisudedudiorsdeduudm
NMsRAIAkAEM TN IANNFITUSSEeve UL TUUINTsielY
DAUTINANITINY
31NNANITIVE WU AAINNITUSNIStadaRndurslsziiulinnuaannaasiag
llaenrdosfuuneunuidedldnnnismumuissansudsd
1. pauamnsuimstiugiuiisndudessl (Must-Be Quality Elements)
TunsufRaudmiunisdnsnsAiuinisdesnainnisds s Yannasuiie
AITIEINS 13,J'ﬂ'asl,ﬁl,ﬁmﬂ§wwmﬂ'ﬁmmzLuﬁwwiﬂﬁﬁmwmmLLazﬁmiﬁamﬁuﬁumumﬂ
duandFuuinmsluniends Sanssurumsiounaidasdo IRl unasgud ooy
NNAYY donRRDITUNEITeVee Chen, Hsu & Lee (2019) lAnd1331 3nn1s A 1eiAmnIn
N15USNSleRaRNAMULNFYNTIN MENITIATIENAURINDLIUALAINABINITUDIGNAINY
wuud1aeaeIntly wudn N1sinnsgrulunseuiunsiuinisvesdliusnisladadind
ogaaseniaLdununwnsUInsidAnyiign
nstirsuzinvesliuinisdugnarselndlunisldusnisidunisuanseands
anudalalunisliuinisuagnisiivjauiusidvesglviuinng aenadesfiuiuidoves
Khudri & Sultana (2015) Tana1131 Jadudunginssy yadndnwae n1saauAIny
ATl warnmsuinadeernsladuufauiusfiiatuaniziyana naiuadng
UiduiusliAndufuntinemlunsufofou ssrhandnautugnduagseninteiinauiy
wifnaudutladeNidninadonunimnsuinisuasnisdaeieudesaganuazmnliiu
iuuinmsludinvesgaliuinisussgiivsie ssuuBamuianiideulssfuunanilosuves
Q’mmﬁuﬂﬁaﬁﬁmmﬁ%ﬁuasha?quiaﬁ%’w%mi ADAARDINUIMUITBVOY Lu, Poon & Weng
(2018) l#ndn1 Anwazmenienimdutan gunsaffsiiannsodudedlduanideusslond
AoUseanznmnsIiUINssEnianinaukazgne
2. @mm‘wmiu‘%miﬁdqmaﬁiammﬁqwﬂa (One-Dimensional Quality Elements)
AuBangulunisldussadudt Aurewanlaglifmvuadtdead uussydugives
gltusnisladadndsislasonds Grelifiuuinsamnsnanduyuuazanududeuly
n1saniuaiuadls aennaeeiue1uIdeved Huma et al. (2019) 1And13371 AUABINIS
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nsliduanusuateligsuuimsannsnandununisueduduazinunds
warnlsnazaaufionalafigelu aoandesiuiuidoves Lu et al (2018) 1dnd1291
nisdaasunisvisdutadedrdglunisnszdueanvie fegaligndinaiiuaula dae
msafremnunszuiiniuazlidoiausuusiiedyviugnAliunlduing usedrslsin
msldinanUiuadnadidoddiade linseunquisyfuuinsivedudesulatinu
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3. AIAINANTUINSUINNIIAUAIANI (Attractive Quality Elements)

nsl#uInnsfisaniiiniinauinsgiu aenndesfiusuiseues Huma et al
(2019) 1#nd1nd1 msdaevaudlvitugnénlasldssznasudu uasmsdnwnanlunisds
wpvAuAinalagnseanUinAreIlTUUINIT wiliddenadeiunuideves Chen et al.
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(820) msiifuslanldfuaudiiiodnnldgulnauslnanaianndsdugonazinunds
arufianelafifiuundy



2M5AITMIAAMITUALMIWAIUT NININENRESITANAUATITE
191 7 a1iud 2 nsngAN — SUIAN 2563

a. @mmwmiu‘%miﬁgﬂamaa (Indifferent Quality Elements)

fiuinslaiafndiidiaiidmesanuilivininduremuesegisinauasd
arunideiiounnigliuinisTedafndfidines avasliduithantueusradufuny
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