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Abstract

This research article aims to 1) study the satisfaction level of customers using air
express delivery services, 2) analyze the relationship between service factors and customer
satisfaction, and 3) propose guidelines for developing the quality of air express delivery
services. This mixed-method research employed a survey method collecting quantitative
data from 400 service users in Thailand using questionnaires as a research instrument and
analyzing data with descriptive and inferential statistics. Qualitative data were collected
through in-depth interviews with 12 key informants. The results revealed that customers had
high satisfaction with air express delivery services, with the highest satisfaction in basic
service quality, followed by digital services and communication, respectively. Correlation
analysis found that basic service quality, digital services, and communication had a positive
relationship with customer satisfaction at a statistical significance level of 0.01. Basic service
quality factors had the most significant impact on satisfaction, followed by communication
and digital services. These findings lead to recommendations for service quality
improvement, suggesting that service providers should prioritize developing speed and
accuracy in delivery, improving the stability and user-friendliness of shipment tracking

systems, and enhancing response efficiency to customer complaints.

Keywords: Air Express Delivery, Customer Satisfaction, Service Quality, Digital Services,

Communication
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finsididnnselind (e-commerce) ¥e18f1081939139 AwAINTaluNTRdAUMTENINe
Usemeluszaznanduhlinmsmudsdudmisoniadumadeniisidudeniagsfauasduilneii
lan 31NTIPNUVBEINIANYUAIMNIEINIATENINUTEWA (IATA) Seuinluliausuinnu 2566 AL
Foamsvudadudmiserniarialan (Jaann Careo Tonne Kilometers wa CTKs) iiulndudedasay
10.8 Weiflsuiutaftuvedneu duiudumaiiulngianluseuaet uazuansfaussdsuinse
mwmmaqqmammmﬁ/ uana i A3117lUN15YUES (Available Cargo Tonne Kilometers -
ACTKs) Safintunindenay 11.3 naond) 2566 Insiamzainasnstulugiiniaewdonddiin s
YeFvesnNYgeieiesay 28.5 elfisuiul 2565 (International Air Transport Association,
2023)
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