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Abstract

The purposes of this research were to study (1) to study the relationship between
service quality and satisfaction of parcel delivery businesses in Southern Thailand, (2) to study
the quality of service that affects the decision process to use parcel delivery business in
Southern Thailand, and (3) to study the satisfaction that affects the decision process to use
the parcel delivery business in Southern Thailand. This study was quantitative research. The
data were collected by using a questionnaire. Using a convenience sampling technique, the
samples included 385 consumers who have experienced using parcel delivery services in
Southern Thailand. The statistics used involved frequency, percentage, means, standard
deviations, pearson’s correlation and the multiple regression analysis. The results of the
study revealed that the perception of service quality was at a high level, the satisfaction with
the service of parcel delivery business was at a high level, and the level of opinions in deciding
to use the parcel delivery service was also at a high level. Service quality correlated with
satisfaction with parcel delivery business in Southern Thailand was found in the same
direction. The quality of service that affected the decision to use parcel delivery business
services in Southern Thailand was at 88.00 percent. And the satisfaction that affected the
decision to use parcel delivery business services in Southern Thailand was at 81.60 percent.
Therefore, the decision to use the service in South Thailand was caused by the service

quality and the satisfaction towards the parcel delivery service.
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Table 1 The analysis of service quality data for parcel delivery businesses. It is presented in

the form of a mean and a standard deviation.

Service Quality — n =38
X S.D. Meaning  Level
1. Tangibles 3.96 0.719 Much 1
2. Reliability 3.85 0.749 Much 5
3. Responsive 3.87 0.757 Much 4
4. Assurance 3.92 0.737 Much 3
5. Empathy 393 0.716 Much 2
Total 3.90 0.735 Much
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Table 2 The analysis of the level of satisfaction in the use of parcel delivery business services.
It is presented in the form of a mean and a standard deviation.

Service satisfaction — n=38
X S.D. Meaning Level
1. Equitable Service 4.00 0.718 Much 1
2. Timely service 3.96 0.723 Much 2
3. Ample Service 3.92 0.704 Much 3
4. Continuous Service 3.83 0.762 Much 5
5. Progressive Service 393 0.731 Much 4
Total 3.92 0.727 Much
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Table 3 The mean and standard deviation of the level of opinion in decision — making process
the service.

Decision - Making Process n = 385
X S.D. Meaning Level

1. Parcel delivery business offers complete, quality services. 3.95 0.746  Much 1
2. Search for information about the parcel delivery business 3.90 0.723  Much 2

before making a decision.

3. Evaluate and compare before making a decision. 3.87 0.734  Much 4
4. Make a decision to use without hesitation. 3.88 0.757  Much
5. Recommend and tell when satisfied after using the service. 3.79  0.702  Much 5
Total 3.87 0.732 Much
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Table 4 The analysis of the relationship between service quality affecting the satisfaction of

using parcel delivery services of consumers in the southern region.

Service Satisfaction

Service Quality 0.975**

Same Direction (positive)
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