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Service marketing mix, service quality, perceived performance and loyalty

in using domestic express parcel delivery services of generation Z in Phuket
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Abstract

The purposes of this research were to study the personal characteristics and usage
behavior of domestic express service users of service users Generation z in Phuket and to study
the service marketing mixes, the service quality, the efficiency obtained by service users and the
loyalty of using domestic express services. of service users Generation z in Phuket. The sample
used in the research was people who use domestic express parcel delivery services In Phuket,
aged 15-30 years, 400 people. The research tool was an online questionnaire. The statistics used
in data analysis were percentage, mean and standard deviation. The research findings were as
follows: the majority of respondents are female, aged 20-24, with a college education, and most
of them are students or unemployed with a monthly income of less than 5,000 Baht. The majority
of respondents use KERRY EXPRESS for delivering items such as clothes, jewelry, and shoes. They
utilize the service 2-4 times per month, with an average of 1 envelope/box per delivery. The
service is most commonly used between 14:01 to 16:00, with an expenditure of 50-100 Baht per
transaction. The main reason for using the service is its proximity to their home or workplace, and
they are influenced primarily by themselves. Regarding the marketing mix factors, service quality,
service efficiency, and user satisfaction towards the usage of express courier services among Gen

Z users in Phuket province, the results show a high level of perception.
Keywords: Marketing Mix, Quality Gained, Performance Gained, Loyalty
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