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Thesis title: Customer Satisfaction in Service of the Regional Postal Bureau (Region 6)
Nakhon Sawan

Researcher: Mr.Suthep Mongkolpathumrat Degree: Master of Public Administration

Thesis advisors: (1).Dr. Saneh Juito, Associate Professor; (2) Dr. Chinnarat Somsueb,

Associate Professor  Academic year: 2008

ABSTRACT

The objectives of this study were to (1) study the satisfaction of post office
customers in postal services at the Regional Postal Bureau (Region 6) Nakhon Sawan; (2)
compare the satisfaction of post office customers based on personal factors: (3) study the
service problems and the appropriate solution approaches for the Regional Postal Bureau
(Region 8) Nakhon Sawan.

Samples comprised of 400 customers who received the services from 105 postat
offices in Region 6. Instrument used was questionnaires. Data was collected incidentally and
was analyzed using frequency, percentage, mean standard deviation, t-test and F-test as
statistical tools.

The results showed that: (1) the overall customer satisfaction was high in all 4
services included processes of service system, postal service personnel, management of
service area, and public relation system of Regional Postal Bureau (Region 6)

Nakhon Sawan; (2) when compared satisfaction of customers, it was found that customers
with different sex, ages, marital status, educational level, income, frequency of services
received, had no significant differences in their satisfaction on services; as for customers with
different occupations, difference in satisfaction was found at .05 level of significance; (3)
major problems customers needed to see them solved were inadequate service counters,
slow services, less public relations, too warm and too narrow service areas; customers'
suggestions were: more service counters and service staff should be provided, new
services should be communicated via television screen, air condition should be installed, and

building facilities should be expanded.

Keywords: Customer Satisfaction, Postal Service, Regional Postal Bureau (Region 6)

Nakhon Sawan
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