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Abstract

The objectives of this research were 1) to study the expectation and the
realistic conditions of the consumer's parcel delivery service, 2) to compare the
expectation and the realistic conditions of the consumer's parcel delivery service,
and 3) to compare the expectation and realistic conditions toward parcel delivery
services according to the age of the consumer. The samples were 400 consumers
in Hat Yai district, Songkhla province who had experienced parcel delivery service
and this research use simple random sampling. The statistics used were mean,
standard deviation, t-test, F-test and pairwise comparison. The results were as
follows: 1) The overall expectation of the parcel transportation service was at a
high level and when considering each aspect It was found that all aspects were
at a high level. As for the actual condition of the parcel delivery service, it was
found that the overall level was at a high level and when considering each
aspect, it was found that all aspects were at a high level, too. 2) The comparison
of expectation and realistic conditions was found that the overall was not

significantly different at the .05 level. When considering each aspect, it was found
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that price, distribution channel, personnel, service process and the presentation
of physical characteristics were significant difference at the .05 level. 3) The
comparison of expectation and realistic conditions toward parcel delivery
services by age found people different ages had expectation of parcel delivery
services differs significantly at the .05 level and for realistic conditions significantly
different at the .01

Keywords: Expectation, Realistic Conditions, Parcel Delivery Service
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