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ABSTRACT

The main objective of this independent study is firstly, to study the customer
satisfaction towards PAY at POST services offered by state enterprise post offices in Mueang
District, Chiang Mai Province and secondly, to study the problems in using the services. To
analyze the customers satisfaction, the data was cbllected from 200 samples that consisted of
customers visiting eleven state enterprise post offices. Quota sampling was applied. The data
was collected by using questionnaires and was analyzed according to the objective of this
independent study by using descriptive statistics consisting of percentage, frequency and
mean. The results were presented m table form and were concluded as followed.

The majority of the respondents were female. The majority of them were ranged in
age from 20 to 30 years old. Most of them graduated from a Bachelor degree program. Most
of them were employees. Most of their salary is from 5,000 to 10,000 baht per month. Most of
them used the service to pay for AIS mobile phone service. Most used the service once a
month. The majority of them went to Chiang Mai Post Office, Sam Yaek Suan Prung Post
Office and Chang Phuak Post Office. And the major reason for using certain post offices was

the location which was close to work place or home.



The respondents were satisfied in PAY at POST Services with the service marketing
mixed factors in the following 7 factors.

In products, the majority of respondents were satisfied at a high level. They were
satisfied with the variety of the services that they could do at one stop, and the fact that the
services corresponded to their needs,

In price, the majority of respondents were satisfied at the highest level. They were
satisfied with paying to the post office rather than to the companies.

In place, the majority of respondents were satisfied at a high level with the
convenient locatioﬁ of the post office, the workdays and work—hours; and the appropriate
layout of the pay counter inside the post office.

In marketing promotion, the majority of respondents were satisfied at a moderate
level with the clarity and the appropriateness of service information distribution through the
various media, and the consistence of the advertisement.

In people, the majority of respondents were satisfied at a high level with the skills
and how well the staff provided information, the staff’s willingness to please, the staff’s
effective communication skills, their friendliness, manners and politeness in rendering
services, and their understanding of customers’ needs.

In physical evidence, the majority of respondents were satisfied at a high level with
the suitability and cleanliness of the uniforms, the sanitation of the place, the technology
used, the place nameplate, the temperature inside the building, and the decoration of the place.

In process, the majority of respondents were satisfied at a high level with the

reliability, the efficiency, the simplicity and the speed of the service process.





