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Abstract

This study aimed to study the service quality and customer loyalty of Thailand post service in
Surat Thani province and to study the service quality influencing on customer loyalty of Thailand post
service in Surat Thani province. This study is analysed with a quantitative research method. The sampling
size was 400 Thailand post customers in Surat Thani province with the non-probability sampling selection.
A questionnaire was collected the research data. Data analysis used descriptive statistics, mean, standard
deviation and multiple regression analysis. The results of the study found that the overall service quality
was at the highest level, ranked from highest to lowest mean, namely, reliability, followed by tangibility,
assurance, empathy, and responsiveness, respectively. The overall customer loyalty was at the highest
level, ranked from highest to lowest mean, namely, behaviour and attitude, respectively. Five aspects of
service quality influencing on customer loyalty of Thailand post service in Surat Thani province results
showed that empathy and assurance affecting on the customer loyalty of Thailand post service in Surat Thani

province with 0.05, Therefore, Thailand post services in Surat Thani province should focus on assurance
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and empathy in order to sustain their customer loyalty and maintain its strength as a leader in logistics

services provider in Thailand with efficiently and sustainably.
Keywords: Service quality, Customer loyalty, Thailand Post
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2.1 viwazndunliinsiusuddlnednileiloma 4.31 0.67 1niige
2.2 viwagdsasnduanlduimslusudd fauhunsdmasinsivaegdy 418 0.75 N
asuiuglduimsludnvasidentu
2.3 vhudoamsiuiimansifetuuimslusudldine weliusmssoluluowian 4.25 0.72 wniign
2.4 viuasdnmuyeeadulinlduimslussdldiviulddliving 4.18 0.73 1N
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A5199 2 (5i0)

AUANG X S.D. ANNAALIY
2.5 vhusihaenseulvipuaulavasliinsiusuddineg 4.14 0.82 1N
2.6 vhuyedsusmsvedlsuddinglumaifiee 4.24 0.78 1niign
2@y 4.23 0.66 wniign
WwAEsMNN Y 4.22 0.64 wniign

MMM 2 HamTIesgisEsumARiuT sl iU IfummAnAFennsliUEMsTUs WAl
Inedmingsiugiond wuin mmsamanuindvesiléuinsidnelusvdidinedmingsiugond (X = 4.22)
(SD. = 0.60) dlefinsansedulneSesiuanmnlumdesnudn dumginss (7( 4.23) (SD. = 0.66) AuAALAY
fifdnadeinnitgelusiui Ao gnéagnduanlduimslusvddinednileiona (X = 4.31) (SD. = 0.67) 0983
AuriAuAR (X =4.21) (S.D. = 0.66) m’mmﬂmuwmmaammqﬂhmmu 20! Qﬂmaummmwzjamﬂﬁﬂ%maﬁﬂﬁaq
violusudlsfasiluseduiiganindu sndliuinmsanunsonouaussnriionelavesituld audi

3. m3larevideyananmnisuinisiitavsseanuinavesliuinislusudidineg Swingsugio

mnsgitoyanunmnsuImsitdvsseanuindvesglivinslusudding Smingsugisnd

Fuumsiiasigidiuusannmuinig 5 Muus Wud mnudugusssuvesnisuinis (X)) anuindedel il
16 (X,) msnouauswsiognd (X,) mslianudesiudegndn (x,) msfdnuazidlagndn (X,) fansreii 3

M5NAN 3 HANTIATIYRIUIANNINNITUI NN dRaReRNUiNAden1sliuT sveslUsudldInedamings1ug sontl
AUNTIATIEVIAILARD DL NYIA

fiauus Unstandardized Standardized p-value Zero-order Tolerance VIF
AMATNUINTT Coefficients Coefficients
B Std. Error B t
ﬂﬂ‘ﬁ (Constant) 0.132 0.123 1.072 0.284

X4 0.040 0.044 0.037 0.909 0.364 0.993 0.342 2.922

X, 0.088 0.048 0.086 1.841 0.066 0.994 0.269 3.720

Xy 0.020 0.058 0.019 0.341 0.734 0.995 0.178 5.616

X4 0.214 0.036 0.234 5.862 0.000* 0.993 0.367 2.726

Xs 0.585 0.043 0.594 13.658 0.000* 0.997 0.308 3.249

R = 0.821, R* = 0.771, Adjusted R?= 0.768 , Std. Error = 0.307, F = 264.572
*dudAgyneadanszau 0.05

NAN37 3 HAMFIATIZANAnABENYANNUN fudsduansamensainnuinvesiliuinsg
fifiselusuddnedmingaugiond (1) wastliidudn dumslianudesiusegnén (x,) @1 p-value = 0.000)
uaesrumagInuazdilagnan (s) G pvalue = 0.000) Tgvisnareruinfvewliusmslusudidlng Jonimegamegsonil
oafitdfoddymeadan 0.05 uansin guAMMTUINSURING” asnsanensainmdnavesilduinisiidse
Tuswildnsdmingsmugsonillsodnadidoddny Tuvuzivhuanuidugussamesnsuims (X,) @A pvalue = 0.364)
shuemuindeiielindald () @A pvalue = 0.066) wagdunsmeUaLBIsiognd (X,) GlA p-value = 0.734)
i 3 FauUsilifTedfynieadafl 0.05 uwanen susananliaansanensalanudnfvesléuinisiisie
Tsualdlnedmingsugsond laeeeliduddny

Tnesuusduiisnaneinsells e é’wumﬂﬁmmvﬁaﬁuﬁiaqﬂﬁw (B=0.234) uazsmums3anuaziinla
anf1 (B=0594) lsifuUsansnsnesuemudnfivesliuimsitinelusuild nedmingsugsoillifosas 76.80
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wansaunsanaetuzUAzuuLAY Ao Y= 0.132+0.214(X) + 0.585(Xs) uazaumsannesluguazuuuuinggIu e
Z = 0.234(Z) + 0.594(Zs)

aNUTIEHANTIIY

msefUseran eI uwadu 2 Yssiundn aurfmuszasimsifouasnanisinuflidulssdudi fedl

1. namsAeiszRuanuAniuiisafuganInnIsUinisuazamAnalunisliuinslusudding
Tuswmingsnegfond wuin flévinslusvddnedmingnugfnifanuaniiuieaiuamunmnsuinnsves
Wswdldlne Sorinasrugsond lnenmmsuaunmasuinsiurudugUsssmesmsuims suenuidefiolinslald
shumsmevauewiognd sumstiimnudesiudegndn wazdumsiinuazdilognd egluseiumnitanynsinu
@oAAdBaiy Yanpreecha (2020); Waranantakul & Waranantakul (2017) iwud1 aauniwnisuinstassiueglu
sziunniign Tasiiumsadenssiuisanuasmnungiuins msahsanasgiuvesnisliuinisiniielsigndn
Aerulinda Weifntymesdnsannsansnaeudeyaianidddudmaemeheanusindudunsaisnmudesiy
TunmsSudssiudumbitslaemalaghifnnnugaymeviedemevenian wasnsianudiewmaewusth nsiusns
vnauegaiiioniu Failvglduimaiinnnufisnelauasvinligndnineudesivlunisliving

dmsuanusnivesfliuinsifidelusuddlnedmingsugisrdnmsneglussiuuniiganndiu

Ao avwdnalunisldusnmsduiruad {ldusnsiinnuiiuin gnénBudvnedueuinisvudeiagvsovudslusudld
Auluswaldlneudidnmaigeniniy mndliusnisaunsansvaussanuiianelald diuanudndlunislduinng
sumgingsy {livimstianudiuin senduanlduinmslusuddinednidledllonia aenrdesiu Pummaphan (2019)
WU izé’ummﬁﬂﬁﬁwﬂuﬁiaaﬂuaaﬁﬂuﬁLLazwqaﬂssu dewndlefeviruaififdessdnslumsiimelademad 19 uinng
suRnanudlatsluniade WU aenadestu Wanmanee (2023) uifindimsasuuadudowesanisindaian
ity glivimantegnindsannieduduarliuinsiewaiouaraiiaue

2. nansVAFBUANNWANSUSNSTITBvENasiaausnAve sfldusnslusudidnelus wingsnug fonil
Wusunslieudesiusiogndn uazsumsidnuazidilagndn Yseiiuddniunslinnudosiusiegnd fe
ns7ilUsvdlduanseanliiiuisnnuvasnfelunislduinng Ae nsilivilsidudvesgnAninaanudemeyu
aaeviSogaeoneudisiiegndn aendesiu Nantawong (2020) finut gnélianuddyfummndesiuegraunn
and§dnvasndelunisitnlduins demaseanulsiuseulunsudsdunazioindugaudswosesdnsiivihle
anidsnsdAniulalunsnduslduimslmilueduioly uasdssiuddiunsitnuandlagnd fo mefigliuinig
wilaldlunisusmsgnAnlusueng 9 ldauanudesnsvesgnaluwiazse Inenslifesiuasdeusugndmnau
sghawiniieuiu WumsvibignAndntisanuusesiula denndesiu Taitamtong (2022) wudn suanuldlanie
ms¥inuazidlagnéndssasionisdnduladenlduinmavuds Metmaed gliuimssuitsliynn dorauonuzioy
wieuflazUsuuzamueuiesmsussgnd ileligndiAnanudseivlalumsuinisuasdedulaliuinmetinsely
Kamavedauia 2 Ussduulunuunfanuamnisuinmsues Cronin & Taylor (1992) usiegdlsfmuuunfnamuam
N135U3N135983 Cronin & Taylor (1992) dausznauluseysziaudn 3 du fe Arudugusssuveanisu3nis Ay
Fofiolindlald manevaussiognd Fssuideluadainudi s 3 Auillddsviwasorusnivesdldving
swdidlneludmingaugiond Inevluvssdiuiwou 5 duiasgniniauenanisfnylagldidueiasdiolunista
UsrArBnmmsuinisfidmadentsdaaulalduinstaduanufiovelavievimuailuszerdu uslunsfnwaded
umsnnijatiunisiaeiianelesseys nildwaseanassiulalunslivinisuasuanangnssalunasly
U3nsenaNaensuended sl udnuarveinsdnuilud ssnnusnalunisldusnng (Oliver, 1999) mnusnfves
anduduanudndametenndafivzdeniolduinist vielimsatuayuvomansusiviouinisiifianelaosng
auauoateraosuarluoamdudnvnrmsdondnsasivienslius mevesu3 Snazt inilowdy woRnsuilee
Wasuandielfsudvinarnanumsainansenuresinenimmamsutsiu nanisAnwnaniwmsuinmsiuadel
wui1 funrsndususssnvesmsuims suanudedielindald wazdumsnevaussiegndn lsifidvsnaenny
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Ardveslduimslusudidineluimingsrun s Gu{3denuin aesndesiuamideves Yanpreecha (2020) 7ind1ai
AMATNNITUI MR UNSEVaUes agnAlilinasanisanduladianldusnisvudsian uazaanadasiu Somcher
(2020) iwudn Frudnuazi dusald/mmndugussalddmadonisdnduladenlduimavudsianiivie Snv
donAdasiu Wanmanee (2023) fiwui duaudedelindaldlidvinadonnusnd Wosnluvisituiinns
Trusmslianansadweudumldinuiunaniissyly

dmsunguilivinslusvaldineludmingsugiond Tsmsdatiuniuddyluivsedudiunsl
Audesiudegndn wagdunsiinuazidilogni dadudiuddylunisinwianudndvesdlduinslusvdlding
Feawvioufennuanunsalunisuisiulussozenlupugiinandlivinsiulaiafndvesssmalne

ayunan1sideuazdaiauaunus
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YosgnAusiarsIe uazniinnuusseazeIn anmiseudesvaufiicu 3) fuawannsalunsliuinisdidy
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gldusnsiianuidesiulurnuannsalunsliuinsludesnsdaevauduseusnslagnd osmsenudiszyld
Besilunnudedndiniagidudsvesdirarligymededstaeiivhnslusuddlng uazwiinaueylidmeududi
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