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Abstract

This study aimed to investigate consumer satisfaction with parcel delivery services provided
through convenience stores in Bangkok. Specifically, the research sought to 1. examine the overall level of
customer satisfaction with such services, 2. analyze the influence of personal factors on satisfaction,
and 3) explore the effects of marketing mix elements on satisfaction. A quantitative research design was
employed. Data were collected through a structured questionnaire distributed to 400 respondents who
had previously used parcel delivery services through convenience stores. Descriptive statistics, including
percentages, means, and standard deviations, were used, while hypothesis testing employed t-tests,
one-way ANOVA, and multiple regression analysis. The results revealed that most respondents were
female, aged between 21 and 30 years, held a bachelor’s degree, were married, were employed in
the private sector, and earned an average monthly income ranging from 20,001 to 30,000 baht. Overall,
the respondents reported a high level of satisfaction with parcel delivery services. Personal factors such as
gender, age, education level, occupation, income, and marital status showed no statistically significant
differences in satisfaction. However, elements of the marketing mix—specifically price, distribution channels,

marketing promotion, people, and process—significantly influenced customer satisfaction at the 0.05 level.

Keywords: service marketing strategy, parcel delivery service, convenience store
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Schiffman & Kanuk (2007) I afuayuin dnwauzUszainsmansuuieds deyaiisadudyana 1y o1y e

{aa

nsfnwn 18l 91w Weund wazaaun Fududadeiifidninadengfinssuuilan {iTvarunsaasiuuifn

1831



ISSN: 2985-2366 (Online) NMIFIINISUINIT NI59ANTT U ISHAITENE, 3(4), 2568

Snunzlszrnsmans Ae Jadeiiugiuduyana un 01y ma msfnw eld 1@ uavaniunm udade
fidwmadenszuiunmsindulalunsdeduduiovins Tnsesnmaudsundamowinulsussrnsmaniazinase
woAnssuustan wazanusalfilundninasilunmsivussaiadmunglunmsidenanseaisldegramnzay
WUIRALATNA B EUUTLENNITNAIAUTANT
Kotler (2004) 83U1871 Nagnsn1snaInd miugsnauinig nsedudszaunn1inaInu3nig (service
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L6 U (AL)
anelvu 206,278
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UNLYU 189,000
UNYULTIEU 185,824
U3z 180,769
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PUBITON 176,022
poUlDd 170,021
AUDILVL 156,354
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coefficient) Ineiinasiuvesisatuminiu 0.971 (et > 0.70) (Yeywa FiSeazan, 2560)
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(multiple comparison) lng38n1smAgey Least Square Difference (LSD) Tunageuanuigiui 1 lufueny sedy
AN d@aunm andn wasseldadesieiou

4.2.3 3mezﬁmmﬁuﬁué‘lmami‘mﬁwé’mﬂasﬁwémﬁuﬁuﬁwmm (multiple regression analysis)
warld35 dondudslnedsifauusidianun (enter regression) iiensaseaunisanases Ustneulusaedauds
yuesoud 1 fduly wasiuusinasiunnndi 1 é Tnefuusianunaisazegluinmsmstasedu Interval vido
Ratio Scale asiaaauiindayminigsindunsany (multi collinearity) Jaymauduniusnneluvesianusnensal
(multicollinearity) 1nefa519INAIANUAIVIUTOINTEBNSU (Tolerance) fmliitiosnin 0.10 Arladenisveneda
209AULUTUTIU (Variance Inflation Factor: VIF) fidfitfasndn 10.0 uagasavaeutamanduiusluduys

(autocorrelation) Tag3Svad Durbin-Watson fidasialaiiiy 1.50 (ysys A3ar1n, 2560)

WNan15398
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TuseauUBayaes Saaunwansa Useneuedwndinauensuy wavdnivafneldiade 20,00 - 30,000 vwsolFon

2. namsdnUUsUniinasonslduimIrudsitansiuiuagaInde wuln dlduinsvudsiag
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3. nanmsaszissiuanuiawelalunslduinsuudaianruiuasanFolunJavmumuAT AN 2

15799 2 Aede wavdiudesuunnsgiuanuiisnelalunislduinsuudaianruiuasaingelunJammununs

mmﬁqwﬂﬁﬂumﬂsﬁu%miﬁuudaﬁa@mu%ﬁuazmﬂ%a X S.D. wlawa
FULIAN 3.64 0.69 110
Frutunounisliuinig 3.79 0.49 110
shuyaansiliuIns 3.90 0.66 el
FUAIEILIEANLEZAIN 3.93 0.62 110
ATNT 3.81 0.61 el

1NENTIN 2 WU Fliuinsvudaiagruiuazaindelunuvmumunas danuianelalunislduinig
wudaan lnennsiuegluseduinn fAuade 3.81 Weiarsansiesu wud danuianelasudsnueainuaenin
& v W a a & P Ny Y a a a v & Y a A a
Jududuusn dAnade 3.93 sesaenae auyaansiiiuinig denade 3.90 sutuneunislduinig deuade
3.79 LagAunaT LARAY 3.64 ANAIRY

4. nan1sIAsIzeNAaLAuA aafutladeduUsTaNNIaN1TRaIAUSNNS (TPs) Rdnanarufianels

lunsliusnisvudaiagriuiuazaingalungamnnumuns Aamns1ei 3

A5 3 uansARde wazdudeuuasgiunuAnivietidediudssaumenisnainuinig

Jadudiulszaun1en1snainusnis (7 Ps) X S.D. wlana
AUNEASTILAENITUINNT 4.35 0.36 wniian
AUTIA 4.72 0.47 wniian
FUYDINIINTIATNUNY 4.43 0.35 mm?izjm
FUNITALETUNTRAA 4.41 0.37 maﬁqm
AIUYARE 3.91 0.35 el
FUNTUNAUDANWUENIINLAN 3.58 0.45 Uunang
FUNTEUIUNTATIAUSANS 3.71 0.43 Urunans

ANTI 4.16 0.32 110

3115199 3 NU3 cﬂ%’u%ﬂ'1Tuua'aﬁﬂ@m'wu%”luazmﬂ%yaﬁluﬂﬁqqmwumum ganuAaiunadady
daulszaunisnsmainuinig (7 Ps) Tnsnmsameglussiuiiusennn faeds 4.16 Weiansansediu wui
fimnuAaiudosiusan Wusuduusn daede 4.72 sesaunfe Futewminssnsinuie Saedy 4.43
funsduasunIsnan TAade 4.41 dundadasinaznisuinig daads 4.35 fuyena dAady 3.91
srunszurunsnsliusnis faade 3.71 wasdunisiiauednvazinamenn faade 3.58 audisu

5. nansilagsiauigrusuiadediuyanaiunnsiaduiinnufanelalunislduinsvudeian

AU LA AINTOTUN FUNNUMUATUANANIY (3915199 4
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M1399 4 MsUTeuiisuanuuanitsesdaduduyana duanuiisnelalunisldusnisuudaiansiuiiuasninee

lunsannamuns
Hadvdruduyanaiifinatemnufionels F Sig.
LINF 0.407 0.524
9 0.676 0.567
NSANE 2.031 0.133
AD1UNN 1.132 0.324
91T 0.410 0.746
s1eld 0.952 0.416

21nM15°99 4 wud Yadudruyaranlduinmsvudaianriuiuazangelungunnumuasi wana1aiu
fianuiianalalunislduinsvudaiansuiuasandelunsunnuvuaslidunneaiu Asgduluddny 0.05
6. namslaTwiANdusvesiuUsvesladud Il sEaunINISnaIAUINg (7 Ps) Tlladanufianala

v
o ' 1% P

Tunisldusnisvudaiaguusuagangalunjannamiuas Aannsei 5

q

1599 5 wananan1snsdeudennasdesrulunmsisginnuanneenyan

Collinearity Statistics

Jad8a1uUssaun1anIsnaInusnis (7 Ps)

Tolerance VIF

AAad (Constant)

AUNARAUTILAZNITUIANT (X1) 0.142 7.047
AUTIAT (X2) 0.128 7.832
AULDINNATINT LY (X3) 0.184 9.966
AIUNTANATUNITRAA (X4) 0.100 5.025
AUYAAA (X5) 0.199 6.054
AIUNTHLEUSNBEUENIAIEAIN (X6) 0.150 9.974
AIUATZUIUNITNNTIAUSNNT (XT7) 0.127 7.854

31NA15199 5 WU A1 Variance inflation factor (VIF) 98183d8diulszaun1an1snainu3nig (7 Ps)
ynAudAaendn 10.0 d3urn Tolerance va3dadedinyszaun1In1snaInuingg (7Ps) nnau drlidosndn

q

0.10 uwanea1 BiAadgymanuduiusnluresdautsweinsal (multicollinearity)
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IR 6 HamTIRT e e avesr e lalunsliusMsuudsiaaR S waeInde lungammavIAS

Unstandardized Standardized t Sig.
flus Coefficients Coefficients

B Std. Error Beta
Al (Constant) 2.964 0.246 12.072 0.000
PUNARAUTILAZATUTAT (X1) -0.033 0.126 -0.029 -0.266 0.791
AU (X2) 0.384 0.102 0.435 3.767 0.000"
AIULDINNAITINTINUNE (X3) 0.376 0.168 0.321 2.246 0.025"
AUNITALETUNITRAIR (X4) 0.621 0.148 0.549 4.197 0.000"
AuyAAa (X5) 0.528 0.155 0.445 3.400 0.001"
AUNTHILEUBANBUENNIEATN (X6) 0.107 0.120 0.117 0.894 0.372
AUNTEUIUNINITIAUINNT (XT) 0.262 0.111 0.274 2.371 0.018

R = 0.576, R”= 0.331, Adjusted R? = 0.319, Sig. = 0.000, Durbin-Watson = 1.340
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