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Title: A COMPARATIVE STUDY OF CRITICAL FACTORS OF CUSTOMER SATISFACTION IN PARCEL DELIVERY
SERVICE RENDERED BY THAILAND POST COMPANY LIMITED AND KERRY EXPRESS (THAILAND)
COMPANY LIMITED.
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ABSTRACT

This independent study aims to compare the important factors which affect the satisfaction of
the parcel delivery service of Thailand Post Company Limited and Kerry Express Company Limited. Data
are collected by using questionnaires. The usable questionnaires are 344 of 385 (89.35%). Data analysis
is performed using descriptive statistics such as frequency, percentage, mean, factors analysis and
T-test.

The results of the study found that customers of Thailand Post company are mostly students
and private employees whose ages are between 18-54 years old and the average monthly income is
not more than 24,999 baht. On the other hand, the customers of Kerry Express Company Limited are
mostly government officials and state enterprise employees whose ages are between 18-44 years old
and the average monthly income is not more than 39,999 baht. From factor analysis, it was found that
the factors which affect the satisfaction of the parcel delivery service consist of 4 new factors: 1) the
staff’s attention to customers, 2) the speed of service delivery and delivery assistance, 3) taking care of

the parcel, 4) useful information provided to the clients.
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M54 2 memim‘%ﬂuLﬁf—.m%mdad'mqﬂﬂmmﬂ@jugﬂﬁﬁﬁ?ﬁu‘%msdqﬁmgwm

a o o as a o { [~ o
UIPN Tﬂi‘i&liﬁiﬁ‘l’lﬂ A UWKLUSEN LA Lﬂﬂ‘&‘Wiﬂ IINA

Hayadnay v3Em {Usudld w3 e Tusudidlne uas B
wUUNBUATN e 311m Bndnsa a1in 1aes indinsalu (N=17)
(N=151) (N=113) AasauTivinfiu
(N=63)

TN 5BEAT AU SBEAT  91NIU SBEART  ATUIW SDEAT

LA

1. %18 59 39.33 36 31.86 23 36.50 5 29.41
2. NI 91 60.67 77 68.14 40 63.50 12 70.59
Cat]

1.15-17 9 2 1.32 0 0.00 1 1.59 0 0.00
2.18-24 1 50 Al 46 40.71 25 39.68 1 5.88
3.25-3411 38 25.17 39 34.51 17 26.98 7 41.18
4. 35-44 1 25 16.56 14 12.39 10 15.87 5 29.41
5. 45-54 1) 21 13.91 1 9.73 4 6.35 2 11.76
6. 55-64 1 10 6.62 3 2.65 4 6.35 2 11.76
7. 65 Tl 5 5.31 0 000 2 3.17 0 000
NOTUATN

1. Tﬂ@l 74 49.01 3 64.60 40 63.49 7 41.18
2. ANTEHYAT 61  40.40 28 2478 18 28.57 7 4118
3. ansalifiyns 6 397 12 1062 4 6.35 3 1765
4. wéine/ueniueg/ 8 530 0 000 1 159 0 000
nednauazilyns

5. wﬁqﬂ/l,mﬂﬁu@gj/ 2 1.32 0 0.00 0 0.00 0 0.00
ne3uazlflyns

SLAUNITANE

1. UszanAnumiasingn 17 11.26 0 0.00 5 8.06 3 17.65
2. NHHNANHIADIGN 15 9.93 6 5.31 0 0.00 4 23.53
3. JaaNfneInenlans/ 22 14.57 13 11.50 7 11.29 2 11.76
Ua%.

4. @Hﬂ%i‘giyq/ Uqa. 8 5.30 13 11.50 8 12.90 1 5.88
5. Uaeyaysid 84  55.63 74 6549 37 59.68 5 2941
6. gendFeyayna 5 3.31 7 6.19 5 8.06 2 11.76
BIAN

1. fudvnsmedng 1 066 1 088 0 0.00 0 000
2. WHANHUSEM®NYIS 21 13.91 1 0.73 9 14.29 2 11.76
3. 1§1easfianng 1 7.28 21 18.53 7 1.1 3 17.65
4. WOFA WHAT Anensl 29 19.21 9 7.96 4 6.35 3 17.65
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M54 2 (A1D)

fayafaouuuusaunin  uSEn (sudd w3 e Tusudidlne uas B
e 91nim \Endinsa 9 1ae3 iEndinealu (N=17)
(N=151) (N=113) Anstaniiyingu
(N=63)

AU 5BEAT 9N 5REAT  9NHIW  SBEURT  9THIW SRR

BIAN (5iB)

5. 3418 W #a1UAn NNe 0 0.00 1 0.88 1 1.59 0 0.00
NUIEAIN FAINT

6. §1911015 1¥ TN 18 11.92 19 16.81 9 14.29 2 11.76

Sgammfaniine iy

219443

7. ¥l 0 0.00 1 0.88 2 3.17 0 0.00
8. {lHuseeu 4 2.65 3 265 1 159 1 588
9. INYAINT BITEIW 11 (3 19 12.58 5 2.65 7 1.1 5 29.41
10. ualtinm 0 0.00 0  0.00 0 0.00 0 0.00
1. siniEem sinAnwen 31 2053 30  26.55 12 19.05 1 5.88
12. indansdutiung 5 1.99 0 0.00 0 0.00 0 0.00
13. AT 7 4.64 9 7.96 3 4,76 0 0.00
14. WA WHA/AY 3 1.99 3 2.65 7 11.11 0 0.00
paulas

15. B 4 265 2 177 1 159 0 000
s l6

1. fimengn 6,000 UM 37 2450 27 23.89 13 20.63 1 5.88
2. 6,000-14,999 UM 57 - 37.75 31 2743 21 33.33 5  29.41
3. 15,000-24,999 L1 39 2583 28 2478 12 19.05 9 5204
4. 25,000-39,999 LW 10 6.62 20  17.70 11 17.46 2 1176
5. 40,000-59,999 UM 7 4.64 3 265 5 7.94 0 0.00
6. 60,000 U™ B 1 0.66 4 354 1 1.59 0 0.00
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d1iim Tudadonudivingu doulvg)idudivefiants $1919n15 1§ msiniisgaania
wilnemluindueesy inumsns ngusinBen dnAnen uasngunsdn uldesulmi ang
5emdne 18-44 T fanalAdoRonlifin 39,999 um ngngnAiliLansusEnam q dau
[ 4 a (-4 (5% % ! A v o1
aidudneesianis Wodn wifin Frene uazsinumans engsendns 25-44 1 fanelise

WORITENIN 6,000-24,999 1N

Y ! a & 2 a AA 2 a R 2D Ao
ﬂ”l‘i@ﬂﬂ’s}&lﬂ’J’mﬂﬂlﬂ%ﬂ@ﬁé?ﬁﬂ‘iﬂ’]ivmﬁl@ﬂﬁi?ﬂﬁ‘iﬂ’]iﬂﬁﬂﬂ@;l‘d’ﬂﬁg?ﬁu‘iﬂ"li

a L3 tﬂl o/ ! o/ zdld ! = Y A ! o/
NTCUIRNTITILATTIEN LW@@@ﬂ@Nﬂ@@ﬂWNN@Wﬂﬂ’)’]NW\?W@T‘Vﬂ’I‘iTﬁUﬁﬂ’TﬁNQWNQ
{ &

109038n (Wsudld e s1in uazu3in wae3 Bndinsa a1iim Rnun (A T ioyasnnyn

LULFBUAINYEY Li (2002) 91431 38 Fadrann iedangnansiladslnesinudiasnsy

% a

p9AUsEnaY (Factor Analysis) tmeil¥3% EFA (Exploratory Factor Analysis) #9#@% Principle

o v P

Component with VARIMAX Rotation LABNAT Eigen value HALfAin 1.0 wazfiniadianiaAn

Loading #8191 0.40 aanll wRsgAILUssHNgHAKNIsAMABNRa 1IN 34 8

danguiladalFidu 4 ngu fuansiumisns 3

A58 3 WNANNANTSILASIERaIALsznay (Factor Analysis)

AN ﬁmﬁwmé?’i'm‘%msﬁﬁ (si@ms?ﬁu%msmﬁ'ﬂq Factor
Loading
1. WHAIRH ﬁmu?d?@?ums?ﬁu‘%msﬁﬂé%’uu‘%mi

1.1 nMabivsnasentineeaniinauiiaanlala warIuIANiBINITEBIgnABY 1R 0.8675
1.2 wilnemresudiniiuinissiamanalale Ailsfefsuuinisiane 0.8230
1.3 winueLEEnU iR Uat1siiaandn 0.8188
1.4 §lHAnsianftanelazenisiusnisauseianlnason 0.7805
1.5 noinemwaasLaTnasnsaneuiadnansifeafiunisna auAnsng 7 WazIIMIAILENTT A 0.7422
1.6 WHRUIBILRENHANNgAINE DUTiEN 0.7362
1.7 nsWivanannsinsiiaasnineuiianoalals uazduispnndssniseasgndnduetined 0.7065
1.8 ﬂﬁisfﬁu’%ﬂﬂﬁ"uumﬁmmmwmmmm'j“wmﬁ‘f%u’%mﬁ 0.7055
19 auanmiunisuinisausaianileguseiugs 0.6529
1.10 Wfiﬂ\muwmu%ﬁwmmmsfﬁu’%miﬁy’eLwﬁmmum{fﬁu’%mﬁu—mwvﬂ@ 0.5132

1.11 wfiﬂ\imﬂmu’%ﬁm?ﬁu’%mimﬁqﬁmﬁmﬂquT@&i@mﬂudﬁunﬂiumu 0.4357
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M1579 3 (7D)

AN AMTINEE I HUENsTifdans HU3n1saeNan Factor
Loading
2. ATHsIEA AT TIUS NS UATTIIARE NS TARINER

2.1 Hafnsiailivanisdnsenan vsnsdnd doymmmesinginunisaudegauily "atnesanse 0.7657
2.2 \Hefnsailiuaniadndaian melneid vimdlisutiayasinglinis aenssanse 0.7530
2.3 \ieRnseliansdndaian nedumeddn famifmnisaudgnuil "adwsanse 0.7452
2.4 fefnstailiuaniadndeian edumedin tomiunisuadgnuily "asnamsnzas 0.7392
2.5 \iafndeiliansnsoian nsai tomaasinudniseudslisunnsutl -t 0.6970
WNNZAN"
2.6 srezafininemeuasesnisiuannsindeianey s duitennsul 0.5491
2.7 szaznansemadflafndeliuaniansinsiwiaguasiuieansuls 0.5373
2.8 \Wensiagbiusnisdndeian nalnad imilisudoyaanglisnns ednamsnzas 0.5072

3. mw"f@i?@?umsé’mmsﬁaqwméaf%u%ms

3.1 Wag gninavlnalifinsgayme 0.5908
5.2 {lAnsandaian asnsadeian Tinssmananiidmun 0.5026
5.3 {WsANsIRdaR H13LAR AasRaanii 0.4853
5.4 feluAnaunaaian Maniinadianns wingminisliudnig "atnsaamse’ 0.4707
3.5 Auiewangnasfiaaanuszingrds i aanudenis 0.4641
5.6 \laliansudeian anlinesuanis winvuiinialisns "adnamsnza 0.4619
5.7 Wlosauannangliusnsdnaeian Weaduminosandeian winsuaisnsn ideya 0.4303
"BEIAHIZAN"

3.8 fwinemliudnisdndnianegiszananineinanniaan 0.4091

g
4. nnstitimyaiinyssTamisegsuuinng
4.1 ﬁmi"fﬁmmmﬂmﬁ@mﬂﬁﬁuﬂﬂmmLﬁ'mﬁumiﬁmmﬁm YusENsa U NIAEa 0.8038
Teymsing o Timalnsdni
4.2 fhannsTidoyannsnadnt Aeafannsandaian Wy 1A aTiaianns nsfnpy 0.7885
Aufin w%ﬂﬁmd@fﬂ“'u T
4.3 fusmadamsnenialiianiasuianiemitas mmslnadi 0.6718
4.4 ﬁﬂﬁ?ﬁmﬂudﬁwmﬁamﬂmuﬁﬂmmLﬁ'mﬁumﬁmmﬁm YuaINNTaBUIHAeaTU 0.6557
Heymasing o duneBumesiis
45 fumstidoyanisdumesiinfisatudnieian iwu 5900 audaingg nsamIELAN 0.6235

o =

windiayadu o

U

4.6 fwidnembidayaiienduuinisdeiag Wi 311 wandaitnts nsfinnnaudn vaadeya 0.6090
4

B

4.7 fiwinemmse A ndaamaemnyinuiifynfieatunisdngaian 0.5994

nHeLnAg: KMO  (Kaiser-Meyer-Olkin)=0.9691, Bartlett’s test of Sphericity. X2:7O6,
p < 0.0000
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FINHN1TN 3 mm‘jé’mﬂzjmm’mﬁmLﬁwﬂmréﬁ%u%mﬁﬁﬁGiﬂm‘ffﬁu%mﬁmﬁm
ma@‘fﬁu‘%mﬁ annsandsaanidu 4 dade (Hun Tesadundneudaanldlatunis
Wuansseiuuinisuszneusag n1siiusnissanidressineuiaantals uazsy
WAHNABINITYBIGNADE1IA WiTNeHeasUsENTusnisfasanldle Aled
A5uuannsiane Widn Tadaduaninsaniialunisiiuinisuazdosmaanisdnaaian
sznaufay Lﬁ@ﬁmﬁimﬁﬁu‘%mﬁé’maﬁ’m N9 @t Hynne9vinuinunIsaNaegn
wiile “agnesamsa” Wadnsediuinisdndaian nalnsdwsd  vinulisudayaenn
VOV « 1 =4 » [ [ [ o o PYLOX VRPN
AluanIs “adnesamia” Windiu Tadesuaanulalalunisdanisianuesiduinng
Usznauding Wangndnaslae iidnisgamie §Musnnsauaaianainisaaaian (4

3 [ % o v v A [ e 1 v o/ Aa
ATIATHLININTVRA LURAK Lmzﬁf«vwmuﬂfﬁ%mwwLﬂumﬂmum@@ﬁummﬁ
Usznaudiag fintstianudasmasninvinudiilywifeatunisdndeian viausange
apuafigaiuilaynising q Bnnslnsdned fusnisiideyanisinedn Weatuuinig

1 o ! a o a (% o 4 @ v
PUFINER 130 9177 1ANTAYIINS NTRARINENAT Vidadeyadu g usiu

A1579 4 meszﬁumwLﬁuﬁi@ﬂ@é’ﬂﬁﬁﬁ?ﬁ;ﬁ%ﬂ%msLﬁﬂmwﬁawa"f@@i@
2 o a a a [~% 1 292 o A
A5 AU3NTS Lmzmﬁﬂum&mmwﬂﬂmummmg%usmswum@

ms?ﬁu%msmﬁaqmmﬁﬁﬁu‘%mi

anwAnfiurasiiusnsiifide  uSEn Wsudidlne sadn 3N weed Endinse T-test

ﬂ'ﬁ?ﬁu‘%msdaﬁ'ﬂ@wm;ﬁﬁu’%ms (A) I197 (B)
mean wusua mean wusua P -Value

1. weineufiaaalatalunisis 5.27 ADNE9 5.25 AaRdN9

a 9 s a @ 2 @ 2
uinssegsuuinns Audiag inding

1.1 nsiu3nssiantinae 5.31 Winging 5.17 Apudne 0.352  A=B

wiineufiannalala wazsuil Winging

AINFIBINITYBIGNATB IR

1.2 wiineuees3Emiduinissiag 5.16 Aauting 5.26 Aaudng 0564 A=B
pulate Anflefeisunannsiane Wingiag Wingiag
1.3 WiingueasUFEnUf iR 5.34 Winging 5.16 Aandng 0228  A=B
[t & v
ae9faain Winging
1.4 fluannsiimonnitanalazes 5.20 Apuding 5.27 Apufne 0882  A=B

M3 UENTERaTan Inesan Winding Windiog




24

M54 4 (A1D)

ﬂqquﬁmtﬁuﬂ@aﬁﬁ%u%nﬂsﬁﬁﬁifa U3un Wesuddne avdn  U3En a3 WEndined T-test
2 a D s 2 a o s
mssfwusmsmwaqﬂmé’?ﬁusmi (A) 1 (B)
mean wusua mean wusua P -Value
1. wiineufiaaalatalunisti 5.27 Aardn9 5.25 ADRE9
a " 2 as a ] @ 2 @ 2
uInITABLIULENIS (sa) LAKAE ARG
1.5 WHNNTHIBN LS EN AN RO 5.31 Winging 5.23 Aeudne 0567  A=B
FaENOINALINUNITUUEIRUAT Winging

#N9 o wazaImIALENIT A

1.6 WiNWIUIBIUTENTANEN W 5.39 Wingiag 5.20 Aauding 0219  A=B
Aautian Witgiag
1.7 naiudn1ame msfmsiaes 5.22 Aanding 5.21 Fouting 0968  A=B
% = [\ & v & v
wiinemdaanulals uaz Windag Windae

o P Y @
Sutls mwmmma%mgm%ﬂu

oA

2E97

1.8 M3 HLENIIUEIWARATIATH 5.19 ABUEng 5.25 Aauding 0717 A=B
puAandreiiuinis Winsiag Wingae

1.9 paunntunisuinisausaian 5.18 BNt 5.21 Aautne  0.816  A=B
a o o @ v @ v

flaglusziuge Windiog Winding

1.10 Wi WYBILAENHTD 5.404 Winsag 5.45 Winding 0721 A=B

WUsnNAIuAFHaNIUnIg

Gfﬁu%mi%u—mﬁﬂq

111 wineupesusem iusnig 5.212 AaUting 5.327 Wingine  0.486  A=B
wud\iﬁﬂ@ﬁmwTﬂ'T@&i@mﬂum Winging
Tunﬂﬁumﬂu
@ L a 1 2 g 2.
2. ArnsamEaluns LS nIsuas 5.036 ABNATY 5.120 ABHLTY
i & @ 1 e @ @ 2
AIYARRBNITIAFINGS KA KA
2.1 WafinsfFuansdndonan 5.007 Apuding 5.080 Apufne 0639  A=B
N lnafndt doyniaaavinudinn Winging Winging

msauagnufile “sdnesamiia”

2.2 fafnsnflHuanisdndonan 5.053 Aandng 5.301 Windae 0060  A<B
s vinulisutieyaanng Wingiag *

Widns “egesans”

2.3 Wafndeiluanisdnaian 4.987 Apuding 5.168 Apune 0274  A=B
a ¢ @ v & v & v

nwdumeiiile Tomidiunis Windiag Windag

yuagnufile “adnesamia”

Qla/steza o

2.4 fefnsiafliuan1adndeian 5.053 Aautng 4973 Fauling  0.623  A=B

o

nedumesifin Tomidiunig Windiag Wingiag

guaNgnufile “agresamia”




25

M54 4 (A1D)

anAninasgliusnsitse U3un [sudiding U349 A8 1 And T-test
ms?ﬁu%mimﬁ'ﬂqﬂm;ﬁi’ﬁu%ms INA WS 9117 (B)
(A)
mean wUsHA mean wUsHA P -Value
@ 2 a g 2 1 2
2. ArnsamEa eI LS nSuA 5.036 Aauding 5.120 ABUENg
' = o 1 e ' @ 2 @ 2
AIARBNITIAFINGG (5i8) Lingiag inGiae
2.5 ilafinsiniliuanisdnaian 5.020 Aauting 5.088 Aaudng  0.649  A=B
nlnafdt domnresvinudinung Wingiag Windiag

A IHSUNTUA Y “asd1egam5e”

2.6 SLEZATININITUABUAUBINTS 5.166 ABUENY 5.159 ANLE1 0.965 A=B
Wisnsdndeianetiusziufeans Wingae Wingiag
T
2.7 szeznansasneiiafnsel¥uinig 4.967 ABULNY 5.071 ANLE19 0.488  A=B
nsTnasmsiagusziufaansuls Wingiog Windog

3. mw"fzﬁ@?ums'%’mmsﬁ’ﬂqﬂm 5.320 LAusiae 5.247 AaRding

§Wi3nns LAuGiae
3.1 vian gnanselaeifiniagamie 5.338 Wingae 5398  uiwday 0726 A=B
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