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Influence of Service Quality, Price Fairness and Reputation of Courier Service

Providers on Satisfaction and Repeat Service Intention of Consumers in Bangkok
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Abstract

The objective of this research was to study the influence of service quality, price fairness and courier reputation on customer
satisfaction and repeat service intentions in Bangkok. A sample of 400 subjects was recruited through convenience sampling and
questionnaires that proved both for accuracy and reliability using cronbach alpha in the range. 973-.979 is a data collection tool.
Descriptive statistics and multiple regression were used in data analysis and hypothesis testing at the significance level. 05 The
research found that the group that answered the most questionnaires were women aged 21-39, with bachelor's degrees in private
companies, and their average monthly personal income was between 20,001-30,000 baht. The service quality was at a very level,
answered the most questionnaires were the responsiveness, assurance, tangibles, empathyandreliability of mailing service users in
Bangkok respectively. Had an opinion on price fairness, reputation, satisfactionandrepeat service intention of using repeat services
are high. The hypothesis testing results indicate that (1) Empathy and Responsiveness dimensions of Service Quality, Price Fairness
and Reputation of Courier service providers have positive effects on Customer Satisfaction and (2) Tangible and Responsiveness
dimensions of Service Quality, Price Fairness, Reputation of Courier service providers, and Customer Satisfaction have positive effects
on Repeat Service Intention of Consumers in Bangkok.
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