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Factors Influencing the Decision to Use Delivery Services of

Flash Express Co., Ltd. in Mueang Udon Thani District, Udon Thani Province
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ABSTRACT

This study investigated (1) demographic factors influencing consumers’ decisions to
use the parcel delivery services of Flash Express Co., Ltd. in Mueang District, Udon Thani
Province, and (2) the influence of service quality based on the SERVQUAL framework on
consumer decision-making behavior. A quantitative approach was employed using a
structured questionnaire validated through Item—Objective Congruence (IOC) and
Cronbach’s Alpha reliability testing. Data were collected from 402 respondents in Mueang
District, Udon Thani Province, and analyzed using descriptive statistics and the Chi-Square
Test.

The findings indicated that most respondents were male, aged 21-30 years, and
primarily employed in state enterprises or government sectors. Overall service quality was
rated at the highest level, with Empathy receiving the highest mean score, particularly in
staff friendliness and politeness. In contrast, Reliability received the lowest rating, especially
in terms of delivery punctuality. Analysis of consumer behavior using the 6W1H framework
revealed that most users utilized the service for sending documents, frequently selected
Cash on Delivery (COD), preferred visiting Flash Shop branches during morning hours, and
were primarily motivated by delivery speed.

Hypothesis testing showed that demographic factors had a partial influence on
decision-making behavior, with age being the most influential factor affecting parcel value
and service expectations. Service quality dimensions were significantly associated with
decision-making behavior, with staff professionalism strongly related to service
recommendations and the tracking system most strongly associated with COD selection.
Strategic implications emphasize maintaining service-minded standards and developing

specialized packaging for professional document delivery.

Keywords: Service Quality (SERVQUAL), Decision Making, Flash Express, Udon Thani,

Consumer Behavior 6W1H
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