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ABSTRACT

The objectives of this study were (1) to study the customer satisfaction level with the
service provided by Flash Express Co., Ltd. in Bangkok, (2) to study the customer satisfaction
level with the service provided by Flash Express Co., Ltd. in Bangkok, classified by personal
factors, (3) to study the service marketing mix factors affecting the customer satisfaction with
the service provided by Flash Express Co., Ltd. in Bangkok, (4)to study the service quality factors
affecting the customer satisfaction with the service provided by Flash Express Co., Ltd. in
Bangkok. The sample of this study consisted of 400 customers in Bangkok using the service of
Flash Express Co., Ltd. A research instrument for data collection was a questionnaire, which was
divided into two parts: (1) descriptive statistics, including frequency, percentage, mean and
standard deviation, (2) Inferential statistics including t-test and one-way ANOVA statistics as well
as LSD for a pairwise comparison in case that the differences were found and Multiple Regression
Analysis

The results of the hypothesis testing indicated that (1) the respondents with different
personal factors, including occupations and average monthly income were differently satisfied
with the service of Flash Express Co., Ltd. In contrast, the respondents with different gender, age
and education level were indifferently satisfied with the service of Flash Express Co., Ltd., (2)
service marketing mix and service quality factors, including price, place, people, assurance, and
empathy influenced customer satisfaction with the service of Flash Express Co., Ltd. in Bangkok,
(3) however, service marketing mix and service quality factors, including product, promotion,
process, physical evidence, tangibility, reliability, responsiveness did not influence customer
satisfaction with the service of Flash Express Co., Ltd. in Bangkok.

Keywords: the customer satisfaction, service quality factors, Flash Express Co., Ltd.
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