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56710222: MAJOR: BUSINESS ADMINISTRATION FOR EXECUTIVES; M.B.A.
(BUSINESS ADMINISTRATION FOR EXECUTIVES)
KEYWORDS: SERVICE QUALITY/ CHANTABURI POST OFFICE /SATISFACTION
CHAYANIT SOROS: THE SERVICE QUALITY OF CHANTABURI POST OFFICE
AFFECTING THAILAND POST’S IMAGE : CHANTABURI POST OFFICE. ADVISOR:

TAKSAYA SAGNAYOTHIN, D. Eng. 116 P. 2016.

The research aimed to study the service quality of Chantaburi Post Office which affected
the service users’ satisfaction. Questionnaires were used as an instrument for collecting data from 400
service users of Chantaburi Post Office. The data collected were then analyzed. Descriptive statistics
used for data analysis included t-test, F-test, ANOVA and Multiple Regression Analysis. The study
was also qualitative research, and 20 major customers and regular customers were interviewed.

From the quantitative research, the customers had high level of opinions on both service
quality concerning reliability, responsiveness, assurance, empathy, and tangibility; and service users’
satisfaction concerning service providers, place, perception on service and information at the post office.
From the analysis of inferential data based on hypothesis 1 which was different types of service had
different effect on service users’ satisfaction, the findings revealed that different types of service had
no difference in their satisfaction, except that printing type had a different effect on their satisfaction
at statistical significance level of 0.05. By using multiple regression analysis to test hypothesis 2,
the correlations between service quality of Chantaburi Post Office and service users’ satisfaction
were analyzed. The findings revealed that reliability, responsiveness, assurance, and tangibility
had an effect on service users’ satisfaction, except that empathy had no effect on satisfaction.

In part 1 from qualitative data, it was found that express mail service (EMS) was the service most
service users used, and they used the service three days a week. In part 2, the service users had no ideas
about the need to provide more services. To tangibility, they found that the service system was already
good, fast, convenient and safe. In addition, they considered empathy and after-sales service good.
However, the service users didn’t give any suggestions. In part 3, the place, the service and the number
of service providers were considered suitable. The service providers greeted the customers and they
were dressed properly. It was also found that there were not any suggestions. For the satisfaction with
the services, no aspects were the first rank. The research attained the objectives of the study because
the researcher found out that the service users need more service counters and another elevator for

transporting things at the front of the post office.
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