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Abstract

This research examines the impact of the service marketing mix and perceived service quality on
online traders' decision-making to use parcel delivery services for the trading zone along the Thai-Cambodian

border in Sa Kaeo Province. This quantitative study involves 400 online traders from the Rongkluea Market in
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Sa Kaeo Province, chosen using non-probability purposive sampling. We used a questionnaire as the research
instrument. The statistical techniques employed for data analysis were frequency, percentage, mean, standard
deviation, and multiple regression analysis. The findings revealed that the service marketing mix significantly
impacted the decision to use parcel delivery services, including the place ([3 = 0.124, p < 0.05), promotion
(B =0314,p <0.01), people (B = 0.108, p < 0.05), physical evidence (B = 0.238, p < 0.01), and processes
(B = 0.248, p < 0.0 1). Additionally, perceived service quality significantly influenced decision-making,
encompassing dimensions such as tangibility (B = 0.243, p < 0.05), reliability (B = 0.188, p < 0.05), assurance
(B =0.319,p<0.01), and empathy (B = 0.346, p < 0.01). The research findings can be applied as guidelines
for policy formulation and service strategy development for parcel delivery companies operating in the Thai-
Cambodian border area of Sa Kaeo Province. The findings may contribute to improving logistics efficiency,
supporting the growth of online businesses, and enhancing the economic potential of border trade areas

appropriately.
Keywords: service marketing mix, perceived service quality, parcel delivery
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Figure 1 Conceptual framework
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Table 1 The results of the analysis of opinions on service marketing mix

Service marketing mix X S.D. Level Order
Product 4.59 0.51 Highest 4
Price 4.49 0.41 Highest 7
Place 4.65 0.27 Highest 1
Promotion 4.49 0.37 Highest 5
People 4.63 0.33 Highest 3
Physical Evidence and Presentation 4.49 0.38 Highest 6
Process 4.64 0.44 Highest 2
Average 4.57 0.19 Highest
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S.D. = 0.37) FUNTES AT ULAUBANWENI9IN18AIN (X = 4.49, S.D. = 0.38) warausian (X = 4.49, SD. = 0.41)
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Table 2 The results of the analysis of opinions on service quality perception

Perceived service quality X S.D. Level Order
Tangibles 452 0.31 Highest 2
Reliability 4.68 0.31 Highest 1
Responsiveness 4.31 0.46 Highest 4
Assurance 4.25 0.52 Highest 5
Empathy 4.52 0.42 Highest 3

Average 4.46 0.23 Highest

£
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Table 3 The results of the analysis of opinions on the decision to use parcel delivery services

Decision to use parcel delivery services X S.D. Level Order

Entrepreneurs study information about logistics companies to 4.45 0.62 Highest 5

compare and support their decision-making

Entrepreneurs decide to use logistics companies that offer safe, 4.64 0.48 Highest 3

fast, accurate, and reliable services

Entrepreneurs choose logistics companies that provide 4.69 0.60 Highest 2

comprehensive services and can fully meet their needs

Entrepreneurs select logistics companies that offer convenient, 4.59 0.49 Highest 4

trustworthy, and standardized services

Entrepreneurs decide to use logistics companies because they 4.86 0.35 Highest 1
are satisfied with the overall service quality

Average 4.65 0.51 Highest
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(X = 4.64, SD. = 0.48) fusznounsdndvlaidenliusvnuudsidarmazainlunslivinig fanuindedie uazd
wmsglunislivims fanuAniueglussduanniign (X = 4.59, SD. = 049) uaggUsznaumsanudeyavesuism
yudsfiagidenlivinmaiiievmaiisuiisuuszneunisdndula darwAaiueglussfusnniian (X = 4.45, SD. =
0.62) MUAWY

PNUY LIWNAADUAINULNNILENVDITDUANDUNITIATIZNDNINAVDIFIWUTLAUNIINITHANAUS NISHBNS

U QY

v a

anaulalduinisusenvudaianuesisenaunisiesulal nsdifnwiuanisarviguaulng—iuyy Jaminassuia
audeulaveansiinsiesinnunnnes Weliuan1sinsesifianuuidede Tnananisinsesidul seans anduius
sewinaduUsBasewuin deanegsening 0.02-0.52 Feiantesndn 0.70 wandliiuinduusdassdanuduiudiulu
sedfusidsutunans uenanil wamshiAs1evien Variance Inflation Factor (VIF) wu Sidnegsswing 1.15-2.07 daiidn
founin 10 uaz Tolerance fiAagsewine 0.48-0.87 Fannndn 0.10 uansidudsdastlaifidamninzsiandunss
w1 (Multicollinearity) (Wanichbancha, 2017) fsianssneazidealuasnei 4 fufy fudsfefianumuzauuas

aansailfinssvianuannesidanyaald daanssgazBenlunisnd 5

Table 4 Correlation Matrix, Tolerance, and VIF of Service Marketing Mix Variables

Variables Mean S.D. M1 M2 M3 M4 M5 M6 M7  Tolerance VIF
M1 459 051 - 0.14 0.02 033* 0.09 0.17 0.09 0.87 1.15
M2 449 041 - 0.26** 0.37** 0.13* 0.35%¢ (0.52** 0.74 1.35
M3 4.65 0.27 - 0.48** 0.06 0.15* 0.10 0.63 1.58
M4 4.49  0.37 - 0.03 005 0.31** 0.48 2.07
M5 4.63  0.33 - 0.05 0.19** 0.71 1.40
M6 4.49  0.38 - 0.14 0.56 1.79
M7 4.64 0.44 - 0.65 1.54

Note: M1 = Product, M2 = Price, M3 = Place, M4 = Promotion, M5 = People, M6 = Physical Evidence and Presentation, M7 =
Process, *p<0.05, **p<0.01

Table 5 The results of the analysis of Influence of Service Marketing Mix on the Decision to Use Parcel

Delivery Services

Decision to use parcel delivery services

Service marketing mix

B S.E. B t p
Constant (a) 3.672 0.246 - 14.910 0.000
Product 0.009 0.020 0.022 0.448 0.654
Price 0.060 0.031 0.124 1.958 0.051
Place 0.090 0.038 0.124 2.351 0.019*
Promotion 0.169 0.032 0.314 5.348 0.000**
People 0.065 0.029 0.108 2.288 0.023*
Physical Evidence and Presentation 0.124 0.026 0.238 4.787 0.000%*
Process 0.113 0.025 0.248 4.464 0.000**
Adjust R? = 0.226, R? = 0.240, R = 0.490
Note: *p<0.05, **p<0.01
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Fouay 22.60 (Adjusted R? = 0.226) FegausuanuAgun1TITe wararsaifouaunisneinsallusuredazuuy
1M35U (Standardized Equation) g

Z = 0.314 (MUN15ALETUNIT0A1A) + 0.248 (FA1unNTEUIUNTIAUIANG) + 0.238 (A1uMsasaazdaue

ANWALNINIEAIN) + 0.124 (AuaaIWN/HoIm9N1sAUENT) + 0.108 (A1uYAaINS)
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v
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andulaldusnsuienrudaianuesguseneumsdesulall nsdlfnwivnnisimeunulne-dunen Jawinassui
pudeulvvesmsiinsizianuanase elian s ngidanuiniede Insnanisiszidulssansanduius
seuneiuUsBasy wui Jeegsening 0.06-0.68 slidfesndn 0.70 wandifiuinfudsdassianuduiusiuly
sEdumMAsUIunas uagHaNSILATIEIAN Variance Inflation Factor (VIF) wuth difnegsewing 1.35-4.26 Gadleniios
11 10 wazAn Tolerance fAogsening 0.24-0.74 FanAnd1 0.10 uanshwndsdaselifiigmnniesamdunsony
(Multicollinearity) (Wanichbancha, 2017) fuansswaziBoalunsied 6 dalu MudsTaliamnumuzanuazamnsn
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Table 6 Correlation Matrix, Tolerance, and VIF of Perceived Service Quality Variables

Variables  Mean S.D. S1 S2 S3 S4 S5 Tolerance  VIF
S1 4.52 0.31 - 0.24** 0.53** 0.43** 0.20** 0.52 1.92
S2 4.68 0.31 - 0.49** 0.17* 0.68** 0.24 4.26
S3 431 0.46 - 0.06 0.45** 0.41 2.44
sS4 4.25 0.52 - 0.08 0.74 1.35
S5 4.52 0.42 - 0.36 2.78

Note: S1 = Tangibles, S2 = Reliability, S3 = Responsiveness, S4 = Assurance, S5 = Empathy, *p<0.05, **p<0.01
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Table 7 The results of the Influence of Perceived Service Quality on the Decision to Use Parcel

Delivery Services

Decision to use parcel delivery services

Perceived service quality

B S.E. B t p
Constant (a) 4.649 0.339 - 13.712 0.000
Tangibles 0.154 0.056 0.243 2.747 0.010*
Reliability 0.119 0.051 0.188 2.317 0.021*
Responsiveness 0.037 0.035 0.086 1.076 0.283
Assurance 0.121 0.021 0.319 5.813 0.000**
Empathy 0.163 0.046 0.346 3.543 0.000%*

Adjust R? = 0.107 R*=0.118 R = 0.343
Note: *p<0.05, **p<0.01
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Table 8 Summary of Hypothesis Testing Results

Hypothesis Variables B p Result

H1 Product 0.022 0.654 Not Supported
Price 0.124 0.051 Not Supported
Place 0.124 0.019* Supported
Promotion 0.314 < .001** Supported
People 0.108 0.023* Supported
Physical Evidence and Presentation 0.238 <.001** Supported
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Process 0.248 < .001** Supported
H2 Tangibles 0.243 0.010* Supported
Reliability 0.188 0.021* Supported
Responsiveness 0.086 0.283 Not Supported
Assurance 0.319 < .001%** Supported
Empathy 0.346 < .001** Supported

Note: *p<0.05, **p<0.01
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