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Abstract

This research objective was to investigate the factors affecting decision-making to select
Orange by Kerry Express in Yasothon Tad-Thong branch, Yasothon province. This research was
qualitative research that collected all the data through in-depth semi-structured interviews. The primary
informers were customers who used the service and could be categorized into 3 groups: 1) Customers
who sell the online products; 2) Elderly customers; 3) Loyalty customers, with a total of 30 people.

The results revealed that most of the interviewees commented that products and prices were
significant factors in the decision-making process to use the service at the highest level. Location,
marketing promotion, personnel, process and physical characteristics were factors in determining to use
of the service at a high level. Most of the interviewees commented that products and prices were the
most valuable and worthwhile for them to use the service.

As for products, the interviewees commented that the parcel delivery was satisfactorily speedy.
The parcel status could be checked at any time. The price, was reasonable, not too expensive when
compared to the price of competitors in the same service area. However, for branches that desire to
expand the number of parcels and daily earnings, they should extend the business hours, which would
be an option for customers who work at regular business hours with time limitation, enabling customers

to send more parcels.

Keywords: marketing mix factor, decision, and parcel service
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