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ABSTRACT

The objectives of this study are : 1) to understand the operational structure of Domestic
Express Mail Service, 2) to assess the consumer behavior when selecting Domestic Express Mail
Service, 3) to assess the factors affecting the choice in selecting Domestic Express Mail Service,
and 4) to assess this consumer satisfaction with Domestic Express Mail Service provided by Post
office in Mueang District, Chiang Mai Province.

Data and information for this study were both primary and secondary data. Data was
complied from questionnaires given to 300 samples of service users identified by accidental
sampling method at six branches of post office located in Mueang Chiang Mai District. The
analysis was based on the results of descriptive statistics, frequency, percentage and Likert rating
scale.

The operational structure this study found that Domestic Express Mail Service has 3
processes as 1)The Acceptance 2)The Transition 3)The Delivery. All the EMS items will
continued with fast service provide by Thailand Post Company and are separate from the other
general services. Moreover, the EMS items can be tracked throughout even stage of delivery

process.



The result of assessment of consumer behavior to select using the Domestic Express Mail
Service in Mueang District, Chiang Mai Province show that a majority of consumers are female,
government or official staff and have a lack of experience to send the document, letter and item
which lost by Domestic Express Mail Service . The majority of document, messages, letter, parcel
or box which do not exceed to 20 kilograms will be sent via Thailand Post company.
Furthermore, the Domestic Express Mail Service is use in e-Commerce and not effected from the
internet using or mobile phone. The most influential factor when deciding to use this service is
staff of Thailand post, although, the supplementary service is not selected or used.

The result of assessment on the effect of marketing mix on the Domestic Express Mail
found the three most important lists are firstly, People factor, secondly, Physical evidence factor
and the last are Product factor and Process factor. All these four factors received a high rating
scale, indicating very important.

The result of assessment of consumer satisfaction, show that the main factor to
satisfaction in each factor of Domestic Express Mail Service is be quality of service, which the
consumer need for product factor; the service rate accordingly to the item, s weight for price
factor; there are places that offer services covering areas around the country for place factor; and

the item is delivered on time for process factor.



