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Abstract

The objectives of this research were to: 1) study the service quality, customer satisfaction,
and image of the Revenue Unit, Accounting, and Duty Section of the Suvarnabhumi.Airport Cargo
Clearance Customs Office; and 2) analyze the impact of service quality on customer-satisfaction
and the image of the Revenue Unit, Accounting, and Duty Section of the Suvarnabhumi Airport
Cargo Clearance Customs Office. The sample group consisted of 400 individuals wholwere either
passengers or service users. The study employed questionnaires and’ statistical tools, including
percentages, means, standard deviations, and linear structural relationship analysis.

The results showed that: 1) the service quality had an‘average score of 4.07, customer
satisfaction had an average score of 4.08, and the image had an average score of 4.01, indicating a
high overall level; and 2) the analysis of the impact of service-quality on customer satisfaction and
the image of the Revenue Unit, Accounting, and Duty. Section of the Suvarnabhumi Airport Cargo
Clearance Customs Office was in line with empirical data, as indicated by the following criteria:
X’/df = 3.234, CIF = 0.974, TLI = 0.964, RMSEA = 0.075, and SRMR = 0.025. This implies that service
quality and customer satisfaction significantly influence the image of the Revenue Unit, Accounting,
and Duty Section of the Suvarnabhumi Airport Cargo Clearance Customs Office.

Keywords: Service Quality, Customer Satisfaction, Brand Image and Suvarnabhumi Airport Cargo
Clearance Customs Office
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