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Abstract

The purpose of this research 1. to study the service quality of Thailand Post Company Limited in Maha
Sarakham Province from the customers' perspective 2. to study the intention to use the services of customers
of Thailand Post Company Limited in Maha Sarakham Province and 3. to examine the impact of the service
quality model on customers’ intention to reuse the services of Thailand Post Company Limited in Maha
Sarakham Province. This study employed a quantitative research design. The research instrument was a
questionnaire. The sample consisted of 385 customers who used the services of Thailand Post Company Limited
in Maha Sarakham Province. The sample size was determined using the population sample size calculation
formula proposed by W.G. Cochran (1953). The data collected from the questionnaires were analyzed using
descriptive statistics, including percentage, mean and standard deviation. In addition, multiple correlation
analysis and stepwise multiple regression analysis were conducted. The results reveal that 1) Customers of
Thailand Post Company Limited in Maha Sarakham Province perceived the overall service quality at the highest
level (><_: 4.53, S.0.=0.65). This included the dimensions of assurance, tangibles, reliability, and responsiveness,
while empathy was rated at a high level 2) Customers of Thailand Post Company Limited in Maha Sarakham
Province expressed their overall repurchase intention at the highest level (x_: 4.61,5.D0.=0.59) and 3) Service
Quality comprising responsiveness, assurance, empathy, and tangibles has a positive impact on repurchase
intention. furthermore, the correlation analysis reveals that all dimensions of service quality, including tangibles,
responsiveness, reliability, empathy and assurance, have a strong positive correlation with overall repurchase

intention at a statistical significance level of .05.
Keywords: Service Quality, Repeat Service Intentions, Thailand Post Company Limited
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1 0.755° 0.570 0.569 0.32987 508.569
2 0.781° 0.610 0.608 0.31467 38.919
3 0.787° 0.619 0.616 0.31160 8.551
4 0.790¢ 0.624 0.620 0.30996 5.047

* ftfudfynsadfiiszdu 05
Model 1 Predictors: (Constant), RES
Model 2 Predictors: (Constant), RES, ASS
Model 3 Predictors: (Constant), RES, ASS, EMP
Model 4 Predictors: (Constant), RES, ASS, EMP, TEN
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Predictors Unstandardized S.E. Standardized t-value P-value
(b) Beta ()
(Constant) 1.182 0.168 7.050 0.000*
RES 0.266 0.061 0.313 4.331 0.000*
ASS 0.226 0.060 0.227 3.756 0.000*
EMP 0.167 0.060 0.214 2.794 0.005*
TEN 0.105 0.047 0.102 2.246 0.025*

N = 385, R = 0.790 R* = 0.624, Adjusted R* = 0.620, SE.,, = 0.30996, F = 5.047
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