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ABSTRACT

The objective of this research is to study service quality, service behavior so that compare
service behavior classified by personal factors to study the relation between personal factors and service
behavior, study the relation between service quality and service behavior and s tudy the opinion, commentation.
The sample groups of this study are 385 customers using the service of Thailand Post company limited.
The research tool is questionaire that has the reliability as 0.964. and analyzed with statistical techniques
including frequency, percentage, mean, standard deviation, t-test, one way Analysis of Variance and
correlation analysis

The results of this research reveal that most of the customers are female, bachelor degree
educated, aged between 21-30 years, married and state official/employee officer with monthly of income
between 10,000-20,000 baht per month which have domiciled in Suratthani province . Most use the
service at Suratthani Post office which use postal service because of the location of post office is near
home or office, convenience of parking. Average expense is less than 100 baht, using the service 1-2 time
for a month, service time period is 10.00-12.00 am, use the service on Monday, take 3-5 minutes for using
the service, get news and information from internet , influential person is own user. Comparing service
behavior of Thailand Post company limited in capital District , Suratthani which claasified by individual
factors have the result that all individual factors have affected on service behavior of Thailand Post Co,
Ltd. The relation between individual factors and service behavior have the result that gender has no
relation with service behavior but other individual factors are related. The relation between service quality

and service behavior has the result that frequency and time of using the services has related in all aspects.

Keywords : Service quality , Service behavior , Thailand Post company limited
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