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Thesis title: Customers’ Satisfaction of Pakkret Post Office Services in Nonthaburi
Province
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Abstract

The research’s objectives were to: 1) study the customers’ satisfaction
towards services of Pakkret post office, Nonthaburi Province; 2) compare the
customers’ satisfaction to the services, analyzed by personal factor and behaviors of
using services; and 3) find the appropriate courses for the post’s service development.

This research was conducted on the basis of survey research. The population
was divided into two groups; the first group is the customers at the deposit counter of
Pakkret post office with average number of 10,000 capita / month (the amount of this
sample group was 445 persons), and the second group was the administrators and
personnel who were in charge of the deposit counter (the amount of this sample group
was 12 persons). The instruments collected information were questionnaire and
in-depth interview. The questionnaires were received back 445 copies (100%). The
research’s data analysis was percent, mean, stand deviation, t-test, one-way ANOVA
by LSD (Least Significant Difference) method and content analysis.

The results indicated that: 1) customers’ overall satisfaction towards the
services of Pakkret Post Office was at the moderate level. The highest satisfaction was
on personnel only and followed by the service process, product/service, physical
evidence, place, price, and marketing promotion; respectively at the moderate level;
2) the customers with different characteristics including age, education level, current
occupation, the average monthly incomes of individual family, and the behavior of
using the post’s services had differentiated their satisfactions towards the post’s services
in terms of numbers of using monthly service and regularly service type at .05 of
significant level; and 3) the proper courses for the post’s development were the
trainings for the post’s officers, followed by the enhancement of the officers’ motivation,
thorough and continual informing about news and information to its officers, as well
as the application of new technologies for responding to the customers’ demands.

Keywords: Customers’ satisfaction, Post Office, Nonthaburi Province
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