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PARCEL TRANSPORTATION/FACTORS

Online shopping grows the value of the e-commerce market. As a result, there
are many different transport operators. For good service quality and meet the needs
of service users Therefore, this research has 3 objectives to assess the quality indicators
of parcel delivery services. Develop.a model for measuring the quality of parcel
delivery services. and analyze the factors affecting the satisfaction of the parcel delivery
service users

This study collected questionnaites from 510 people who had used transport
operators in Nakhon Ratchasima Province by accidental method. The questionnaire
consisted of 3 parts general information and information on transportation service
usage behavior, Expectations and perceptions of the service quality of transport
operators and satisfaction of transport service users

Eight-yariables of parcel delivery service quality indicators were assessed
by analyzing their importance-and performan¢e.-Liow devel of service quality with
3 variables, Price, People, and Physical evidence, Quadrant II (Attribute where a
subscriber has a high expectation level and a high service quality level) has one
variable, Place Quadrant III (the subscriber attribute has a low expectation level and
service quality level). There were two variables promotion and technology acceptance

model. Quadrant IV (a feature where users had low expectations but high service



quality) had two variables product and process Therefore, operators should consider
improving the features that fall in Quadrant I.

From the development of a model for measuring the quality of parcel delivery
services by analyzing confirmation elements, it was found that the quality of parcel
delivery services was measured by 8 factors, Place (A = 0.979). People (A = 0.959).
Process (. = 0.898), Physical evidence (). = 0.881), Technology acceptance model
(. = 0.874). Promotion (L = 0.804), Price (A = 0.554), and product (A = 0.454),
Respectively. The model was consistent with the empirical data v/DF = 2.269,
TLI = 0.900, CFI = 0.920, RMSEA = 0.050, SRMR = 0.046, In determining priorities
for improving service quality.

From the analysis of factors affecting the satisfaction of parcel delivery service
" users by using multiple regression analysis it was found that 4 factors, consisting of
process (B = 0.258), Promotion (B =0.230), Price (8 = 0.227). and physical evidence

(B = 0.165) were statistically significant at 0.05.
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