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Abstract

The purpose of this research is to study the characteristics and behaviors of Generation
Z in Phuket, Thailand, regarding their opinions on marketing aspects, service quality, brand
image, and decision-making factors when using domestic express parcel delivery services. The
sample group consisted of 400 Generation Z users of domestic express parcel delivery services
in Phuket, Thailand. The data was collected using a questionnaire, and the statistical analysis
used descriptive statistics, such as percentages, means, and standard deviations. The study
found that the majority of respondents were females aged 21-25, with a bachelor's degree,
and students or employees with a monthly income of 5,000-10,000 Baht. Most of them used
Kerry Express for delivering fashion items, with 2-4 times usage per month. They mostly sent
2-3 packages per transaction, and the most popular service time was between 12:01 PM to
2:00 PM, with a service fee of 50-100 Baht. The main reason for using the service was
convenience, as it was near their residence or workplace, and they were influenced mainly by
themselves. The respondents' opinions on marketing aspects, service quality, brand image,
and decision-making were mostly at a high level.
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