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ABSTRACT

The objectives of this mixed-method research were to 1) study the problematic conditions
of the transportation business in Pathum Thani Province and, and 2) study factors affecting the
selection of the delivery services of less-than-20-kilograms parcels in Pathum Thani Province. The
research process has two parts. As for the quantitative part, Cochran’s formula was used to
calculate unknown population. The sample group includes 385 people who had used the services
in Pathum Thani Province. The instrument used to collect data was a questionnaire with a reliability
of 0.96. The statistics used in this research was percentage, mean, standard deviation, regression
equations by using a social science statistics software. There was a high level of opinion of the
overall intention to choose the parcel transportation business service (X = 3.89, SD = 0.73). When
taken each questionnaire item into consideration, it was found that the most important factors
were company (X=4.09, S.D. = 0.76) and working hours (X = 3.65, S.D. = 0.85), which were at a
significance level of 0.05. As for the qualitative part, one academician, two service providers, and
two service users were purposively selected for in-depth interviews.

The results are as follows: 1) As for the problematic conditions of the transportation business in
Pathum Thani Province, it was found that the customers prioritized two major factors, including
(1) fundamental factors consisting of transportation cost, transportation time, convenience, and safety and
(2) service factors consisting of physical appearance, reliability ,response to customers , creating confidence
for customers, and taking care of customers, which all affect the choice of delivery service providers of
less-than-20-kilograms parcels in Pathum Thani Province. And 2) multiple regression analysis reveals that
there were two factors affecting the selection of delivery service providers of less-than-20-kilograms parcels
in Pathum Thani Province, which were delivery time (B = 0.62) and safety (B = 0.25) and the service factor
consisting of creating confidence for customers (B = 0.46), response to customers (B = 0.38), and taking
care of customers (B = 0.29), which were at a significance level of .05

The knowledge gained from this research includes the fact that entrepreneurs should
prioritize convenience, safety, and delivery time because customers decide to choose service
providers from these factors. Therefore, if entrepreneurs want to increase the number of new
customers and be able to maintain their old customer base, it is necessary to focus on each aspect

of the service offered.
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