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ABSTRACT

The objectives of this quantitative research were to 1) study the quality of service
that affected satisfaction towards parcel delivery services among elderly customers in Bangkok
and Pathum Thani, 2) study the brand image that affected the satisfaction towards the parcel
delivery services among elderly customers in Bangkok and Pathum Thani, 3) study the satisfaction
that affected the service loyalty of elderly customers who used parcel delivery services in
Bangkok and Pathum Thani, and 4) study the loyalty that was influenced by the quality of service
factor, brand image, and satisfaction towards parcel delivery services among elderly customers in
Bangkok and Pathum Thani. A questionnaire was used as a tool for collecting data. The sample
was 400 elderly aged 60 years and over who had used parcel delivery services. The independent
variables were service quality and brand image. The dependent variables were satisfaction and
loyalty. The statistics used for data analysis were frequency, percentage, mean, standard
deviation, and multiple regression analysis.

The results were as follows: 1) The quality of service in terms of tangibility,
reliability, service-mindedness was a factor affecting the respondents’ satisfaction (38.70%) at a
significance level of .05. 2) The brand image in terms of personality was a factor affecting the
respondents’ satisfaction (49.50%) at a significance level of .05. 3) The satisfaction towards
convenience, service time, and seat availability was a factor affecting the respondents’ loyalty
(47.60%) at a significance level of .05. And 4) In terms of the indirect causal influence on loyalty
of parcel delivery service use among the respondents, it was found that the quality of service
factor (direct effect = .13, indirect effect = .05, and total = .06) and brand image (direct effect =
.06 indirect effect = .04 total effect = .10) affected the respondents’ loyalty.

The body of knowledge gained from this research is the information about the
relationship between the quality of service and brand image, which is a factor affecting the
satisfaction and loyalty of elderly customers who use parcel delivery services. From the findings,
service providers must pay attention to satisfaction by managing time, convenience, and seat

availability, which will lead to loyalty in using the service in the future.
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