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Abstract

This research has the objectives study to Factors that affecting the selection of
small-scale sea freight forwarder of the company representative who is user of small-
scale sea freight forwarder, which is uses a method of selecting samples with criteria
using in-depth interview methods in semi-formal type. There are a total 8 interview
questions as a tool for collecting data. The tool used for data analysis is the
triangulation method. By using a triangulation examination in the field of data (Data
Triangulation) to compare the data that have been obtained from the interviews of the
interviewee by using different angles of the interviewees as a comparison, to analyze
data acquired in the field for more than two persons to see if their opinions agree or
disagree to achieve precision and accuracy. The results of the study will be used to

develop a strategy to meet the needs of consumers in the future.

The results of the interview revealed that all three interviewees came from
different companies and the duration of using of small-scale freight forwarder services is
different. After-sales service factor and service satisfaction factor are the most effect on
the decision to choose small-scale sea freight forwarder if they can increase the

satisfaction of the users, they will have more chance to gain more trust from users.

Keywords: After Sales Service, Service User Satisfaction
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