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A Comparative Study on Delivery Service Quality between Thailand Post
Company Limited and Kerry Express (Thailand) Company Limited under

Opinions of Customers in Hatyai District, Songkhla Province
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ABSTRACT

The objectives of this research are: 1) to study on delivery service using behavior of customers in
Hatyai District, Songkhla Province; 2) to study on delivery service quality of Thailand Post Company Limited
under opinions of customers in Hatyai District, Songkhla Province; 3) to study on delivery service quality of
Kerry Express (Thailand) Company Limited under opinions of customers in Hatyai District, Songkhla
Province; 4) to study on relationship between personal factors and delivery service using behavior of
customers in Hatyai District, Songkhla Province; and 5) to compare delivery service quality between Thailand
Post Company Limited and Kerry Express (Thailand) Company Limited under opinions of customers in Hatyai
District, Songkhla Province. The sample group consisted of 385 customers using delivery service of Thailand
Post Company Limited and Kerry Express (Thailand) Company Limited in Hatyai District, Songkhla Province.
Data were collected by using questionnaire and obtained data were analyzed by using descriptive statistics
including frequency, percentage, mean, and Standard Deviation, and inferential statistics including Chi—
Square test and Pair Sample t—test with statistical significance at 0.05.

The results revealed that most customers using delivery service of Thailand Post Company

Limited and Kerry Express (Thailand) Company Limited were female and they aged ranged from 21-25 years.
They were single with education in Bachelor Degree. They were students with average monthly income lower
than 12,500 baht and they had delivery service using behavior. The results also revealed that delivery
business entrepreneur that they used to use service was Thailand Post Company Limited. Most of them often
used delivery service of Thailand Post Company Limited. Types of delivered products were apparel and
jewelry. Delivery service formats that were regularly used by them were sending parcels and EMS at the
office of delivery service entrepreneurs. For frequency of service using, it was not often and they preferred
sending their parcels and EMS during 10:01 a.m.—12:00 noon. The number of delivered objects was 1-2
pieces. The delivery areas were southern region. Delivery service fee was ranged from 51-100 baht per
delivery. What they wanted to suggest Thailand Post Company Limited to develop/improve was delivery
period that was too long. What they wanted to suggest Kerry Express (Thailand) Company Limited to
develop/improve was insufficient number of seats for waiting at its office. Moreover, it was also found that
delivery service quality of Thailand Post Company Limited and Kerry Express (Thailand) Company Limited in
5 dimensions was in high level.

The results of hypothesis testing revealed that: 1) personal factors of delivery service customers in
Hatyai District, Songkhla Province had relationship with delivery service using behavior of customers in
Hatyai District, Songkhla Province, i.e., personal factors of delivery service customers in Hatyai District,
Songkhla Province had no relationship with delivery service using behavior of customers in Hatyai District,
Songkhla Province with statistical significance at 0.05; 2) There was difference on delivery service quality
between Thailand Post Company Limited and Kerry Express (Thailand) Company Limited under opinions of
customers in Hatyai District, Songkhla Province, i.e., it was found that delivery service quality of Thailand
Post Company Limited was different from that of Kerry Express (Thailand) Company Limited under opinions
of customers in Hatyai District, Songkhla Province with statistical significance at 0.05.

Keywords : Service Quality, Thailand Post, Kerry Express
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