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Abstract

Title Effect of Service Quality on Customer Decision to Use
the Parcel and Luggage Delivery Service of State Railway

of Thailand at Sila-at Station, Mueang District, Uttaradit

Province
Author Rattipan Somcher
Degree Master of Business Administration Program (Business

Administration)
Advisor Dr. Chatchai Sucharit

Co-Advisor Dr.Sirikarnda Yaemkong

The purposes of this research were to study level of service quality and
customer decision to use the parcel and luggage delivery service of the State Railway
of Thailand (SRT) at Sila-At Station, Muang District, Uttaradit Province and to explore
service quality affecting customer decision on using the parcel and luggage delivery
service of the State Railway of Thailand at Sila-At Station. The infinite population of
this research was customers who used the parcel and luggage delivery service of SRT
at Sila-At Station, Muang District, Uttaradit Province. The sample selected by
accidental sampling was 400 customers who used the parcel and luggage delivery
service of SRT at Sila-At Station. The instruments used were questionnaires. The
percentage, mean, standard deviation, and multiple regression analysis were the

parameters used for statistical analysis.

The results revealed that the overall service quality and customer
decision on using the parcel and luggage delivery service of SRT at Sila-At Station,
Muang District, Uttaradit Province was at a high level. The highest ranked factor was
responsiveness  followed by reliability, assurance, empathy and tangibles
respectively, and all these factors were ranked at a high level. Moreover, customer
decision on using the parcel and luggage delivery service of SRT at Sila-At Station was

at a high level. The highest ranked factor was post purchase behavior followed by



purchase decision, information search, evaluation of alternative, and problem
recognition respectively. In addition, the hypothesis testing result showed that
service quality factors including reliability, responsiveness and assurance affected
customer decision on using the parcel and luggage delivery service of SRT at Sila-At

Station, Muang District, Uttaradit Province with statistical significance at 0.05.

Keyword : Service Quality, Customer Decision, Parcel
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AUVUIYYBIAMNINATITUIANT

UnIgnsuanevhulaiianurnevesauninnisiiusnislivanvane wu
(Lewis & Booms, 1983, pp.99-107) namilian amnmmslsiamaduidiadsseduduves
Msuimsfidsueungliuimsisiiuuimaidienuduiunsetuanusiosnisves
r;:i%’uu%mﬂﬁal,ﬂaﬂﬂ (Ghobadian, Speller, & Jones, 1994, pp.144 - 150) nanlin
AunmAsUMsTiudRasalasugialan uaznagsied, egluszdumsudaduiuegis
suuss Fefuuisvvdeasdnsing q feglugsfauimsiefomensusiuanmamnisuims
TnsstunnumanTwesSurimsliafigaiienismssegsenlugsia wiloudy

(NuNI3308 Wrandas, 2555, W.27) NA1I1 AMAINNISIIUINITNUNETR ALEILITAtUNTT

o v A

ABUANBIAINADINITVBITINAlTUSNs AN MTBIUS N DudsdfgyNanTiazadnaniy

o

4 I

uwanenvesgInalvimilendtaudeduls msiauenmunwnstiuinsinseiuaumanisves

Asuusnisudsiisieansei diuuinisasneladlasuasiidesnisdedsuuinisiniiy
A

99M5 2 ANUATEFUUIN3FRINTS warlugUuuLNFeINS wag (anad FFevanss, 2554)
NA1971 AUAINNITUINIS TeunziaIz e lunslduas dudnvenglupudiiaves
HAnf el Eurmsouinig) TunsmevauewaingUssasduazitmnevenisldnunaan
syprnaiiliaudvieuinisdy

awed wadanins (2550, 1.66) aueliununnslUINS Tnefiugiu wé
fududesfionniesnsssundamuiliuiueuvesnuuinmsiidudeslsiliuagznisamen
mavsnedun Isdirnuwensmanininnsessetieslunsdumuumansussidiu
vidoTanaammsliuinisianunsoagvieulifudadifmunmsufoiuasiduumairlgnis
WAIUIAMNINUINIS

Yened Wadlvd (2556, 1.33) lAliAnuming ANNIMAITUINTS N353 wae
mnw3anvesgnin Taeguslaavhnmsussidiuquaimasuinisanmssuitsuildiuae
fuvinsiguilanaanis esanmsuimaudshdgunlunsddugsislunisadie
AnuUseriulaliiAnungnA1niLwn

Etzel (2014) nd1rinsdnmInmunmnIsUinIsvesesdnsiunsazd e

1. msksanumeanisvesduilan

2. PITinsEAuAUAIAnIsINnguanAn g

3. weneuinwiaunnn1susnisiimieninssAuanumaniweguilaa

nanlagagy AnnmnsUINg vineie msdeeuuinsfisinanin Wunumanils

Miligsialszaumnudnsaviunaninmsudiu lnsemnzedidadegsianiliuinisd
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sUwuuNsliUINsiadgafeiularategluuTnafeIiy AunSduaMAIMAITUIAITA
Judsesadsanuwenansliiesdnslanasanuunnssiaziaundnisiiuyuvesuilian
anwarvansiuing
nMsUINsEanwMENd1AY 4 Uszn1399iinanan1s9enkuunIsaItiuaIunig
msnaadssaluil (Kotler, 2010)
1. ldanansadudesld (Intangibility) nsusnisldanunsanesiunseddntineunis
& . o LoD, Iof L M e y o
Fouazlilannsamamnanaziindulddsiuioananudes@etzusamdyyunuauen
= a a A o A oA ¢ =
fAMNINVRINITUINITIAELTANTANIINAD LN dauaaa LaTesilogunsaildlunis
Ansiadeans waysia aeugbiusnissdosassduvafi@uuieilundnyssAuliduge
2. ldanunsawdauenla (Inseparability) nskiusnisiluniswanauagnisuslnaluy
a v oA Ny a v oA =Y [ o ! A A vV Y a
iz InuuAs il TausaiusnyihnsTmheuas uslaavivaslaglvuinig
nilaseausabiusnisgnantuvastuladiswmidseiiiisdymiseodninaunaity
Fenagnsnzwn Ugymaenanduglvuinmsanainisveenausldusnsiidvunelva@uas
AruamasgIuaInsliuinsiisins@azyiliamnsausnsgnalauiniy
3. ldutueu (Variability) dnwazveamshiusnisiianuliviueugiuegiuvay
Uady 1y fgliusnig fasandiliuinig anunnlbiuins dslugsiandudliuinisda
InUufeInUANANATNYBINITUINNT Faanunsaviila 3 Juneu Aadl
3.1 M3AnLdoN warN15aUITUNTIIUINTRANTNIIY
3.2 mvuaduseulunisliusnmsielidumnaspufeaiunsss uuvesgsia
3.3 MInTIvEeuANNianelaresgnd 9INN1sdeUnINANNAALIY N1
4. lalgnunsaiulile (Perishability) nstiusnstildansnsafiulawilouiudum
A = a é’ P ¥ I 1 o Y a L4 Y a (XY A 1l
augziadymvulieanudenisiiwiveuyihliifnmsnisainisliusnisliviunselad
anAinTu Matugsnanliuinisasaesldnagnsninisaanaiienaziunnureinistouas
nstavinMsiianugenadasiy Wy N15ULOINALENSNITATTIATWANANTY LitalAlAA
ANURBINSTRRE A LaNe vsan1sannuiindiaslutaNdTwIugna

' a A Y Y a Y < & v
11NNUNA LW@I‘VTa']N']iﬂIMUiﬂ']ﬁI@@EJ"IQTJ@LTJ Wusy
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NaTINITUITEUAMAINNISIEUINNS

39R0 w2 w agsen (2552) nanvimadnsAiAnTunnsfigndUssduamnm
YoesUIMslFiuEend1 “Aanmussn1suinsiigndiu” (Perceived Service
Quality) SeaziAnTuannisiignévhmsiisuiisuuinsiiaiands (Expected Service) fu
U3M3TTU3 (Perceived Service) Safttausvaunsaifiintundsniiulduuinisud
tueslnsinasilunisussdunmunmmsliusnislidennasiegnsniaiamunsay 5 inasi
Fostolut]

1. arbilavierutn@ede (Reliability) vuneds Anuanunsatunisliuinisiu
seduvilsfifeansegnsgnios (Accurate Performance) uazliandla (Assurance) @sléun
awanssaveswinalumstiuinmsldnswuidyalinsifuinudeyavosgndn uas
mathdeyauldlunisliminisuign mavienlifiawain msvigesnugunsaiiedesile
TnSeuldauiane wagnsiidwiuninanuiisameasonsliuinig

2. sl (Assurance) vanefs gliudnsianuduaginweidndulunig
U3n13 (Competence) finnuanmuaziluiinsiiugndn (Courtesy) frudednduazanunse
aannusiulaliungndnle (Credibility) wararasiuasUasnds (Security) Fslan aaui
aanunsavesiinalunslifeyarnaaieaiunsuims msaiuenadasnfouas
Weshulumsiuuinis mnufiinsemuazanugaimvesniinay ngAnssuvesiinaulunis
ahemnuidesiulunslming

3. Faflanunsadudeslé (Tangibles) Muneds Asd1ursAuaEAINE1
anmwnden 1n3edle wargunsaling 1 Fslduimiualiovesgunsalanmuindenves
anuilviuinns msudsnevesiinay lenansmeLnsoyaRsatuUIg Wudu

4. auldla (Empathy) wnedls ausadidelalagazanuazanansafnaeladg
(Easy Access) panansalumsinsedioans (Good Communication) uagidilagnén
(Customer Understanding) @sldurnslvienuauls uazienlalagniusazauvomiinu
U3n13 narlunsWalviusnislviauazainuigndn Temalunisfunsiudnansteyanig 9
YBINAINTHITUUINT ANNaulagnAg1unaTveaniiney anuausatunsdlaning

AosnsianzvesgnAmegsdaau Wusu

5. NMsaueInaugnAl (Responsiveness) minefis Anandulafiagliuinisviug

=

(Promptness) waglinnudiamaslueged (Helpfulness) lawnaadulafiagliuinig

wa

ANUNIENAElUINIT NsAnsiefiugnAegsdaliies MeunulunsudRsegnen

Y

Wudu
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Parasuraman, Zeithaml, & Berry (2013, pp.41-50) ﬂzum‘wmi‘U%mi (Service
quality) \udsfignémnauaanisiiaglduannisuinslunsliuing gnnazdaan
irdosileTnnanmnsuinstadunisinuaiman 5 Fusail

1. Anudugusssuedn1suinig (Tangibles) munefia 1uusnisaasiianuduy
sUsssuflansnsaduiiadusedldiidnuasmenenmitusngliiiu 1wy gunsel waziatedld
AUNNUANINLINADULAZAITANLAS ATTUAINBVDINTINIU LHUNU Lazionasang & Uhe
Uszna arwavernnazanudussifovvesdinau vaiiss snvasdnanaviaeli
anfsufindanuddalunisliuins uazgniaunsadiunmlidai

2. pundede (Reliability) e msliudnisdesnsamunaniidayalit

A7)

anAauuimsneugliungnmnnasiiesinugnses inea wagilnaualiae

Y

e

=] =3

finsiudayaresgniuazaiunsatunliliegnesing dndnsudiesmesenisiiuinig
uazanansnteudlidigmiifndugniseanaisile

3. NaREUALEIgNAT (Responsive) viuels musiaisaluanuiiladiay
Tewdegndn Tneliuinisesennis ldlisefuussisioafimunssiiotosu tugnd
wdsessusaususausulinstewde aeuamdinisulduinisedidliazias AusING,
wdpananwingm wagnszuaunslumsiinisidussansam

4. mslrnusiulaugnén (Assurance) vanedis msumsanndnaudifinug
awansnsalunslvideyarignifesiiinuslunishaunouausinnudesnisvesgniiuas
uyudEITUSTR annsavilignAnineuidede uasidnUasasoaresnnusiulaingnén
le5uusnsia

5. mauthlauaziingndn (Empathy) aneiis niinawuiilsiuinisgniusaznede
anuolalduaglinnuduiueasguagndnUiouiaiiougd wasudsloyariaseng o
T#sunsw Anwmnudesnsvesgnéusaseiinnumileunazanuuanisluuiaies 14
Duwuamenslivinisgndusdagsglunisasnsanuiianel

fnddednuunnifineifegsiu nmssuiiuamninnsiiuinig lnglanie

ST 1

NUIYVeY (Parasuraman, Zeithaml, & Berry, 2013) Migjafinwinuuianzaanay (Focus

Group Research) g fnnaidnuniy 10 Uszns waslifuilnadudussdunndnumsdy
LaEHANITUTEIUAMAIMNNTUINMIVRIRUSLAA Wuln Tanuduiusiuluseiugs uaslis
w5 5 fstpluiifusuusidamudaunidunmsinliUssfiufuauamaosnisuims

FinsNsnwuddsneItuaunmnsiusnsvesliusnssalni awnsaasy
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isaullanldinnmun1MNITUINTT Lanadl (yRumil Jyawni, 2553, 1.26-27)

M3 1 eseenldinAmnImnITuINIg

14

Uady ARG
1. anudediold (Reliability) fie Anuanansafiagliusnisanuetusae
AINNYNADY
2. ANUANNTONDUAUDY fie anadinlafivgdromdonaruinisesn
(Responsiveness) 590157
3. AULUUBY (Assurance) Ao N1slviAus AsEan MREnULAY

ANNaNIsaluNsdalauANuiINglaLay

Anuwesiulviiugnen

4. aadnlagnan (Empathy) Ao N13QLARNAYBININITEEITRRuANE
318
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NSTUIUNSANEUTTD

nsfuitam || nsAumdeya NsUszIluNg nsdndulade || woRinssunends
Problem (Information naaan (Purchase N15%0 (Post
Recognition) Search) (Alternative Decision) Purchase
Evaluation) )
Rehavior)

r - o oo X
ANA 1 LERIDINTEUIUNTIUNSAnEUL% D
v ¥iiannT 25unnsal, 2555

nsgvrunmsinaulate Usenaude 5 ddutuneuluntsdadula léud

1. M33uitanuaaansvsenisiuilam (Need Recognition/Problem
Recognition) fla mafiyarasuslatennudesnismeluesyanaiiy orafiaturnanssdu
meouenuazngly vioeaifnduies

2. msfumdieya (Information Search) e MsiyARasLiuMIAUMTBYaT
Rendestunnudeanis laeidemnusesnisgnnszdusnnme guilanazvinisdidunis
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foansvasyanaiy

3. mMyUszidiunaniaiden (Alternative Evaluation) Ae Weguslnaldsuteyaan
nsAumdeyand guslaaasinnudilatazyinisussdiumadonluniewing

4. nmssadnlate (Purchase Decision) ndsniifuslaefinsussifiunaan
madonsing q wd fuilnaaziszdunnuionelalundndasisng q wegdnduladenludsd
YouNTign

5. anﬂsiumwé’qmieﬁla (Post Purchase Behavior) #&an15uslaangnsiasiann
msdinaulade fuslnaaziiszaunisallundndsity mnmansurdulauanifeglused
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nszvIumsdndulageduivesuilanaunsainnsanauduneuse 9 ladu 5
TUABULALLTUIINMANTUNDUNLINTFOFUAIDT 9 AUAWANITUNENTIINNITHE B

asU duneuitd1ity (Kotler & Keller, 2006, p.181) fsnmil 2 wanslisiuidinng 5 funey

lunszurunsindulatevesyusing

ns¥ushe nsAuteya nsUseidiung nsindule ) noFNTIU
AN (Information RNGRR o Mevdan1se
793015 (Need Search (Evaluation of (Purchase (Post
Recognition) Recognition) Alternatives) Decision) Purchase
Behavior)
- AN AN AN N

‘:4' ] U a & [N
i 2 wanslana 5 Tunerlunssuiunsdnduladevesuilae

fian: Kotler & Keller, 2006, p.181

1. n5¥u3fanusioanis (Problem Recognition) nginssunisdedianiiuduan
msguilaesinudesnisiionsldiuamsnseduainaeuen 1wy delavaniigsla wiewiu
ausauihdldaudty 4 dudu vieanaely wu ANUFANI AudeInITuiugIy
Wudu (Kotler & Keller, 2006, p.181)
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o (Kotler & Keller, 2006, p.181)

3. msusziumadenlumsdndulade (Evaluation of Alternatives) WagfusTnn
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TunnaniunsaifouunarudaiuguiitiomdolunssuiunsUssdiuanginssuguslang
naneUszn1s Ao (Kotler & Keller, 2006, p.181)

3.1 AuandRinandast (Attributes) uavUstloviveduiiildsude n1s
finsandanauszlonifiazlisu wasanmmRvesduii aunsovhoglslithavied
PRt PR RTIN )

3.2 i{u“‘ﬂﬂmﬂﬁfmﬁfﬂmmé"}ﬁmaaamamﬁ’é‘mamﬁm% (Degree of
Importance) Ag N13NANTNIANEAYVRIRUALTR (Attributes Importance) YBSEUAN
Hundnunnifinsandsaalanruresdudn (Salient Attributes) faifu arundodio
Rendunsiduforadsundasliiane

3.3 euidiefiosionsndudn (Brand Beliefs) Ao Msfiansaniannuiedose
nWesAuU enwanuaivesdudi (Brand Image) Mfuslaaldiasnuiiiuiusan
Uszaun1sailuede

3.4 anuwela (Utility Function) fin n1suseliiuindianunelaseduniunas
paufuly dhauaRvesduiiisuiueufieelafliiunnquadivesusiay
Aududiferanmnsndssdunsidentedud ey

35 nszvaunaUsadiu Bldusniivisiiedefedmsunmsinaula iwu
anumela mnuideielunmaud auautRvesdufinfinsuiuisuisulinzuuuiem
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4. mdteauladie (Purchase Decision) MnnsUssidiumnadentuniadndulavinlyi
fuslaranunsadnadumiuddyuesnsidendeldud ludusioluie nisfimsanfaimund
vosfBuiifienssinduladle (Attitudes of Others) uaztlafoitlianunsonanisalld
(Unexpected Situation) msfiguslananunsauseiiiu uazidendudmiensidudlaudn
laildvneainasiansdeldinszateraeseduidenarliiAnamdssnns
Fonuslnadudniu 9 le8nee (Kotler & Keller, 2006, p.181)

5. WaAnssundIn1sde (Post Purchase Behavior) ndtaniinisdoudn fuslnaae
lesuusraunisallunisuilne deenvazldsunramelavielinelafldfmelaguslaalasy
yufadefang  vasdudn AviliAanistesildviooafimauusiliieduiloamelmdls
widhlaiwela guilaafioradntoaudluadeely uavorvdsadesoiiossnnisuense

ﬁﬂﬁﬂﬁime‘g@auﬁﬂﬁﬁaaaﬂmulﬂﬁw (Kotler & Keller, 2006, p.181)
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