IJ:‘.) '

L A

Al
&

! i_II:\J\ i |'-l;_'|\‘i|_.."!:

!L.'.‘\\"\;‘j ) l-1|§,'.". (At AN

Vb M ke

S— L £n -
- — T - L= — —
— - il - - —_
== > - -

S e,

ol "_1mm?§nwﬂmqﬂaﬂﬂwﬁtﬂm =

= ﬁi}%ﬁnﬂ“ HISEING

© aarmsudmsezdants :
ﬂmumm‘i‘ﬂfﬂammmnmqmﬂmsam‘swm
e JCHASeE - -

lﬂViITL—ZOlS—FAMM 057-004



=K a ' o A d)
anuanelalupamumsusmsvuasiaguadlilsuaidineg

d' Y Y v Y a F% d
ﬂﬁﬂﬂﬁﬂﬂﬂﬂﬁlcﬂﬂﬂ611ﬂﬁﬁGll1ﬂﬁuﬂ1ﬂﬂuvlﬂuﬂlﬂ!mﬂﬂ1ﬂﬂﬂﬁ

SERVICE QUALITY SASTISFACTION IN PARCEL TRANSPORTATION
SERVICE OF THAILAND POST AFFECTING ON ROYALTY OF ONLINE

SELLERS IN CENTRAL REGION

a Jd A
AINMUHUN %Hﬂiﬂizjﬂ

SIVANON JANTARAPRAWAT

%mﬁwu%ﬁaﬂue'rW?iﬁwmmﬁﬂymmwé’ngmu’%miqiﬁwmﬁmﬁﬂ
MNVIVIVIHIIFIND
AMZMIUINITUAZIAMS
aoiinalulagnszaeMNaINUNHISAIANIZIIg
W.A1. 2561

KMITL-2018-FAM-M 057-004



SERVICE QUALITY SASTISFACTION IN PARCEL TRANSPORTATION
SERVICE OF THAILAND POST AFFECTING ON ROYALTY OF ONLINE

SELLERS IN CENTRAL REGION

SIVANON JANTARAPRAWAT

A THESIS SUBMITTED IN PARTIAL FULFILLMENT OF THE
REQUIREMENT FOR THE DEGREE OF MASTER OF BUSINESS
ADMINISTRATION IN BUSINESS ADMINISTRATION
FACULTY OF ADMINISTRATION AND MANAGEMENT
KING MONGKUT’S INSTITUTE OF TECHNOLOGY LADKRABANG
2018

KMITL-2018-FAM-M 057-004



COPYRIGHT 2018

FACULTY OF ADMINISTRATION AND MANAGEMENT

KING MONGKUT’S INSTITUTE OF TECHNOLOGY LADKRABANG



d‘ d’ =3 a 1 o =)
PLIELN anuiawala lugaammsuimsvudaiaaueslsualding

A ' o A Y} a v o
‘VIﬁ\'iNﬁ@]@ﬂ’J1llﬂﬂﬂ"U’ENEfU18ﬁuﬂ1@®uqﬂuiutm¢lﬂ1ﬂﬂﬂ1ﬂ

UpAnw WANUUT Sunsszia
sTatinfn 59611017

Saan VIMIIFININH I UNN
TMNIN VINI3FIND

WA, 2561

¢a a A J ¢ o 9 < o
i’]]‘iﬂﬁﬂ‘ﬂ‘l.ﬁﬂﬁ]i]‘ﬂﬁﬂu‘wuﬁ TONMANTITY AT.NANTYYT U Vo3

UNAAED

= aw s A = o = a

ﬂ']ﬁﬁﬂ‘kl']'JﬂfJﬂﬁ\TL!ll'NIQ‘llﬁzﬁx‘]ﬂLW@ﬁﬂE']i&’ﬂ‘]Jﬂ'JTJJWQW@1%1UQmﬂ1Wﬂ1§U3ﬂ13

[ v A = a U @ = A 1
TZAUNNUNNEA L!a$ﬂ'3'13J‘W\1Wﬂﬂlﬂﬂluﬂﬂ!ﬂ']Wﬂ']T]Jﬁﬂ']'iélJUﬁ\TWﬁﬂéU@\iulﬂﬁymfjﬂlTlfJ‘VIfNNﬁﬂ'ﬂ

[ = Y a Y L 9 o 1 @ ]
ﬂ'J']iJﬂﬂﬂ‘lJ'l’NIZJI"IJ']‘(’JﬁuﬂTEJEluhlﬁuﬂlulsUﬁﬂ'lﬂﬂa%i TﬂfJGl‘D'LHJTJﬁ'E)‘UﬂHJGluﬂ1§ﬁ15’3‘0ﬂ@ﬂﬂ’3@ﬂ'lﬁ
Y a Y o o @ T 9 1] aa a SN Y
ﬂ“ll”lflﬁuﬂ']f]ﬂuIlﬁuﬂlulsll@ﬂ']ﬂﬂa']\‘]‘ﬂ'luﬁu 400 AIDYN TﬂfJGl“D'Waﬂ“Vﬂ\‘iﬁﬂ@]‘JJ"l'JLﬂﬁ']gﬁklﬂLLﬂ

aa a a d 4 a o
ADATINTTUUT Hagn1s AnT L UDAnooNY Al tiie 1Feuneing s aed nan1sAny

[

1 1 o 1 9 a Y g [ a 1 a2 A
w°u3maqumammmaﬁumaau‘laumu“lwﬂuuﬂmwwmuq 213110N11 30 - 40 1 Uszau

=

=< ~ A o 1 g Yo 1 A Y Aa a Y A 1 1A dy
ﬂTiﬁﬂHTﬂiﬂJuﬂJWIS N@ﬂllﬁux‘llﬂuﬂ%ﬂﬁ\‘]ﬁUﬂﬂuﬂ‘Ufﬂﬁ ‘]Jﬁgm‘ﬂﬁ'UﬂW‘I/I‘ll"IfJﬁ’JuﬁlﬂﬂJﬂ’f)Lﬁ’ONW

A o 9 ' a A )
naznseslszau gnardauluaivesgsnsnedszanyanana ld anudszneunisuas

TsuaidenannlyuimsaaulngegluvangunwanazSuama Tastaasguailaelusuald

o

L ] 4 3’/ A ~ ~ Y a A A a 1
Tnsunandlaiazase nazuimsvedlsualdlnei1FuSmanniigadonimsdeiang
= 1 a o [ a 4 [ Y] v A
HUVAINSITULAZHUUAIUNIAY FANTUNITAATIEHILAUANUNIND 1DATTLAUANUANA
] @ =< A 1 9 ] 1% T W =
nuNIzaUANUIIKe lanunwmsIms lusaazavegluszauihunais uazngudleg1al

1% = 9 g‘/ % Yy a %’ (] 4 9 g‘/
szauaNuandluduauaslanavlsuinismeglumaynin uazaiunnuaile
1 a ~ o ~ 1 4 [ g’.} A A 4 =
uanmaiuwwaﬂmmﬂu"lﬂiymsf"lmagclummmﬂmmw AU U DAUATIEHANINNG
a 1 @ = A [ = Y a Y
waiﬂuﬂmmwmimmimumwﬁ@ﬂlm"lﬂwtutﬂwtmmwamammmmmmwaum

o 9 = a 4 1 =1
poulatluwaniananare snsansziuuoanosnyga wu aANuiane 1y lugunin
a 9y [ % 9 9 9 a 9 o

mMsusmsauanudunala tazaunsaeuduesuesfuisdudoon lailuwanianais

[ v o w a

dawaluBauanduanudng lulsualdneiszdnivdngmieada 0.05 uaz 0.01 mudiey

o o W a [

s a Yy 9 a kY 4 )
AAIALY: AUNINNITUINIT ANUNNAADATITUAN @m1ﬂﬁuﬂ1aau'1au U]fﬂi‘]elﬂlﬁﬂ“l/lﬂ



Title Service quality sastisfaction in parcel transportation service of

Thailand post affecting on royalty of online sellers in central

region
Student Name Mr.Sivanon Jantaraprawat
Student ID. 59611017
Degree Master of Business Administration
Program Business Administration
Year 2018
Advisor Associate Professor Dr.KulkunyaNapompech
ABSTRACT

The purposes of this research are to study the service quality satisfaction in parcel
transportation service of Thailand post affecting on royalty of online sellers in central region. This
research is studied by the questionnaire that used to collect samples of 400 online selling business
entrepreneurs in central region. The data were analyzed by descriptive statistics and multiple
regression analysis. After analyze the results showed that most of the online sellers in central
region are female. They are 30-40 years old and work in shipper position. Most of them are invest
in clothes and accessories business. Most of their customers are ordinary people. Most of their
work place and post offices branches that these entrepreneurs often use the service are in
Bangkok and the nearby provinces. They are delivery parcel by Thai Post more than once a week.
The most popular postal services that they are often use are registered and express mail services.
And after analyze the satisfaction level and royalty level. The result showed that the overview
satisfaction level of service quality was moderate. And the behavioral royalty level was high in
the intention to revisit factor and the level was moderate in word of mouth factor. When analyze
the service quality satisfaction of parcel transportation service of Thailand post that effect on
royalty of online sellers in central region by the multiple regression analysis, the result showed
that the satisfaction of the service quality of Thailand post in tangible factor and responsiveness
factor made a significantly positive affect on the behavioral royalty of online selling business in
central region at the significant level of 0.05 and 0.01 respectively.

Keywords: service quality, brand royalty, online sellers, Thailand post
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ABSTRACT

The purposes of this research are to study the service quality satisfaction in parcel transportation
service of Thailand post affecting on royalty behavior of online selling business in central region. This research is
studied by the questionnaire that used to collect samples of 400 online selling business entrepreneurs in central
region. The data were analyzed by descriptive statistics and multiple regression analysis. After analyze the results
showed that most of the online selling business entrepreneurs in central region are female. They are 30-40 years
old and work in shipper position. Most of them are invest in clothes and accessories business. Most of their
customers are ordinary people. Most of their work place and post offices branches that these entrepreneurs often
use the service are in Bangkok and the nearby provinces. They are delivery parcel by Thai Post more than once a
week. The most popular postal services that they are often use are registered and express mail services. And after
analyze the satisfaction level and behavioral royalty level. The result showed that the overview satisfaction level
of service quality was moderate. And the behavioral royalty level was high in the intention to revisit factor and the
level was moderate in word of mouth factor. When analyze the service quality satisfaction of parcel transportation
service of Thailand post that effect on royalty behavior of online selling business in central region by the multiple
regression analysis, the result showed that the satisfaction of the service quality of Thailand post in tangible factor
and responsiveness factor made a significantly positive affect on the behavioral royalty of online selling business
in central region at the significant level of 0.05 and 0.01 respectively.

Keywords: service quality, behavioral royalty, online business, Thailand post
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