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ABSTRACT

This study aims to 1) evaluate factor of service quality of NML Co., Ltd. 2) explore
relation between factor of service quality and land transport performance of NML Co., Ltd. 3)
investigate relation between operation for waste elimination and land transport performance of
NML Co., Ltd. The questionnaire was used as a research tool while the population in this study
covered users who were the member of NML Co., Ltd. and the sample group consisted of 400
subjects. Statistics applied for data analysis included frequency, percentage, mean, standard
deviation. Hypothesis testing was done by Pearson’s correlation. Findings from the research
indicated that:

1) Most respondents to the questionnaire were male (52.00%), age between 31 — 40
years old (30.50%), holding bachelor degree (66.25%), using shipment service for printed
material (30%), having been a member for 4 — 5 years or above (32%), subscribed as a company
(52.25%), working as general staff (60%) in stock-delivery unit (59.50%) 2) With respect to the
respondents’ opinion toward the factor of service quality in land transport in terms of capability,
access to service, communication, reliability and safety were at high level from the overall
perspective 3) In respect of the respondents’ opinion toward the factor of operation for waste
elimination in terms of Sort, Set in Order, Shine, Standardize, and Sustain were at high level 4) In
regard land transport performance in terms of cost reduction, most of the sample group thought
that for the company’s business last year, cost reduction in transport was implemented by NML
Co., Ltd. about 5 — 6 % by adhering to the shipment schedule. With respect to hypothesis testing

on factor of service quality in terms of capability, access to service, communication, reliability



and safety, no correlation was found with land transport performance in terms of cost reduction at
statistical significance of 0.05. In addition, for factor of service quality in terms of capability,
access to service, communication, reliability and safety, no correlation was found with land

transport performance in terms of speedy shipment at statistical significance of 0.05 as well.
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