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Abstract

Postal Services at Division of General Affairs, University of Phayao responsible for the delivery and receipt of
documents and parcels across various departments. The service is supported by personnel and the "UP Postal" system.
Previously, user needs had never been systematically surveyed or analyzed resulting in a lack of targeted improvements
to meet their expectations. This research aimed to investigate the factors influencing user needs and to compare
the importance placed on various service aspects by different user groups. In this study, the data was collected from
73 service users Via questionnaires and evaluated using descriptive and non-parametric statistics. The findings revealed
that users considered all factors to be of high importance, especially the use of the UP Postal system and service
outcomes. The most critical factor in the system aspect was its user- friendliness and efficiency, while in the service
outcome aspect, it was the overall positive impression of the service. Age-based comparisons revealed that users aged
35 and above placed significantly greater importance on the UP Postal system and service facilities than those aged
18-24 (p<0.05). Support staff considered the search function and facilities significantly more important than students
(p<0.05). Therefore, users who both sent and received mail rated all service aspects significantly higher than those
who only received mail (p<0.05). These findings can be applied to improve and develop the postal services in alignment

with the specific needs of different user groups.

Keywords: The Postal Service of General Affairs, University of Phayao, User Needs, Factors Related to Service Usage
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Population/volunteer group
®  Service staffs

e  Users from all organization

e  Students
Independent Variables: / Dependent Variables: Service Needs by Factor Anong \
®  Gender Users
—>
e Age e  The utilization of The UP Postal system
®  (Occupation ®  Service process
k e  Type of service usage / o  Staff Service Performance
e  Facilities

k e  Service outcomes /

Utilization of Research Findings

e  Development and Improvement of Postal Services
e  Development of Systems and Innovations for Postal

Services

Figure 1 Conceptual framework

Methodology
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Figure 2 The postal service facility at Division of General Affairs, University of Phayao
Upper figures — Service area

Lower figure — Webpage of UP Postal system
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Table 1 Number of users of the postal service at Division of General Affairs and Number of Research Volunteers

Number of
Population Number of users
volunteers
Personnel from various faculties 27 23
Personnel from various divisions within the university 38 32
Lecturers and students (average number per month) 20 17

Total 85 73
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Table 2 Demographic information of the volunteers

Group Number %
Gender
1) Male 20 27.4
2) Female 53 72.6
Total 73 100
Age
1) < 18 years old 2 2.7
2) 18-24 years old 7 9.6
3) 25-34 years old 16 21.9
4) > 35 years old 48 65.8
Total 73 100
Occupation
1) Student 9 12.3
2) Administrative staff 55 75.3

3) Lecturer / Acacemic staff 8 1.0
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Group Number %
4) State enterprise employee 1 1.4
Total 73 100

Type of postal service usage

1) Mail/Parcel Recipient 24 32.9
2) Mail/Parce Sender 2 2.7
3) Both Mail/Parcel Sender and
47 64.4
Recipient
Total 73 100
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Table 3 Service needs by factor anong users of the postal service at Division of General Affairs

The utilization of The UP Postal system Mean S.D. Interpretation
1. The system is easy, fast, and uncomplicated to access. 4.15 0.770 High
2. The menu is simple and easy to use. 412 0.798 High
3. The system provides a search function for postal items. 4.15 0.758 High
4. The system provides notifications for postal arrivals 3.99 0.905 High
5. The system displays information appropriately and High
4.01 0.773

completely.
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The utilization of The UP Postal system Mean S.D. Interpretation
6. The system is designed for user-friendly access with High
4.08 0.777
simple menus.
7. The system can analyze and report overall operations. 3.97 0.799 High
Overall 4.07 0.797 High
Service process Mean S.D. Interpretation
1. The service process is systematic. 4.16 0.667 High
2. Services are provided on a first-come, first-served basis. 414 0.805 High
3. The service steps are appropriate. 4.04 0.807 High
4. The procedures are not complicated. 4.07 0.805 High
5. The service process is fast. 4.01 0.790 High
6. Guidance and problem-solving procedures are High
4.07 0.788
appropriate.
Overall 4.08 o.777 High
Staff Service Performance Mean S.D. Interpretation
1. Staff can promptly resolve system-related issues. 3.96 0.824 High
2. Staff are enthusiastic in providing service. 3.99 0.842 High
3. Staff provide clear guidance and answers to inquiries. 4.07 0.855 High
4. Staff are willing to serve. 4.04 0.857 High
5. Staff are consistent in their service. 4.10 0.853 High
6. Staff are polite and professionally dressed. 4.07 0.839 High
7. Staff can track and monitor postal items. 412 0.725 High
8. Staff provide fair and non-discriminatory service. 415 0.758 High
9. Services can be completed at a single service point (One High
4.03 0.781
Stop).
10. Staff have the ability to deal with unexpected problems. 4.01 0.858 High
Overall 4.05 0.819 High
Facilities Mean S.D. Interpretation
1. All necessary equipment is available. 4.05 0.896 High
2. Chart explaining service steps are available. 3.74 1.155 High
3. Service forms are available. 3.93 1.058 High
4. The service area is appropriate. 4.04 0.889 High
Overall 3.94 1.000 High
Service outcomes Mean S.D. Interpretation
1. The service is impressive. 4.1 0.859 High
2. The service meets user demand. 4.10 0.869 High
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Service outcomes Mean S.D. Interpretation

3. The service is beneficial. 4.03 0.799 High

3. The service is beneficial. 4.03 0.799 High

4. The service is provided promptly. 4.03 0.866 High
Overall 4.07 0.848 High
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Table 4 Comparison of service usage needs for the postal service at Division of General Affairs, University of

Phayao by age group (18-24, 25-34, and 35 and above) using the Kruskal-Wallis Test

Age
18-24 years 25-34 years >35 years
p_
Service factors (n=7) (n=16) (n=48) H
value

Med Mean Median Mean Median  Mean

ian Rank Rank Rank
The utilization of The UP Postal system
1. The system is easy, fast, and uncomplicated to access. 3.0 17.93 4.0 30.63 4.0 40.43°  9.977 0.007
2. The menu is simple and easy to use. 3.0 18.93 4.0 32.22 4.0 39.75°  7.868 0.020
3. The system provides a search function for postal items. 3.0 14.93 4.0 36.78° 4.0 38.81° 9.421 0.009
4. The system provides notifications for postal arrivals 3.0 25.21 4.0 30.97 4.0 39.25 4.574 0.102
5. The system displays information appropriately and

3.0 21.21 4.0 34.19 4.0 38.76 5.258 0.072
completely.
6. The system is designed for user—friendly access with simple

3.0 16.71 4.0 31.03 4.0 40.47° 10.543 0.005

menus.
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Age
18-24 years 25-34 years >35 years
Service factors (n=7) (n=16) (n=48) H i
value

Med Mean Median Mean Median  Mean

ian Rank Rank Rank
7. The system can analyze and report overall operations. 3.0 19.14 4.0 29.13 4.0 40.75° 10.168 0.006
Service process
1. The service process is systematic. 4.0 30.43 4.0 36.03 4.0 36.80 0.719 0.698
2. Services are provided on a first-come, first-served basis. 4.0 27.21 4.0 29.31 4.0 39.51 5.082 0.079
3. The service steps are appropriate. 4.0 29.57 4.0 31.72 4.0 38.36 2.384 0.304
4. The procedures are not complicated. 4.0 33.14 4.0 31.25 4.0 38.00 1.673 0.433
5. The service process is fast. 4.0 30.29 4.0 30.69 4.0 38.60 2.873 0.238
6. Guidance and problem-solving procedures are appropriate. 4.0 29.29 4.0 32.66 4.0 38.09 1.928 0.381
Staff Service Performance
1. Staff can promptly resolve system-related issues. 4.0 31.29 4.0 34.44 4.0 37.21 0.773 0.676
2. Staff are enthusiastic in providing service. 4.0 30.93 4.0 35.94 4.0 36.76 0.574 0.751
3. Staff provide clear guidance and answers to inquiries. 4.0 35.71 4.0 36.53 4.0 35.86 0.017 0.992
4. Staff are willing to serve. 4.0 25.79 4.0 34.03 4.0 38.15 2.841 0.242
5. Staff are consistent in their service. 4.0 42.36 4.0 34.91 4.0 35.44 0.898 0.638
6. Staff are polite and professionally dressed. 4.0 35.79 4.0 31.91 4.0 37.40 1.042 0.594
7. Staff can track and monitor postal items. 4.0 30.57 4.0 34.84 4.0 37.18 0.901 0.637
8. Staff provide fair and non-discriminatory service. 5.0 42.93 5.0 37.44 4.0 34.51 1.339 0.512
9. Services can be completed at a single service point (One

4.0 37.43 4.0 35.53 4.0 35.95 0.053 0.974
Stop).
10. Staff have the ability to deal with unexpected problems. 4.0 29.86 4.0 33.63 4.0 37.69 1.372 0.504
Facilities
1. All necessary equipment is available. 3.0 14.07 4.0 37.47° 4.0 38.71° 10.034  0.007
2. Chart explaining service steps are available. 3.0 26.43 3.5 27.41 4.0 40.26 6.927 0.031
3. Service forms are available. 4.0 25.71 4.0 30.16 4.0 39.45 4.892 0.087
4. The service area is appropriate. 3.0 17.21 4.0 32.63 4.0 39.86°  9.028 0.011
Service outcomes
1. The service is impressive. 4.0 31.86 4.0 28.06 4.0 39.25 4.415 0.110
2. The service meets user demand. 4.0 32.21 4.0 33.72 4.0 37.31 0.715 0.699
3. The service is beneficial. 3.0 23.64 4.0 35.22 4.0 38.06 3.472 0.176
4. The service is provided promptly. 4.0 26.93 4.0 38.28 4.0 36.56 1.800 0.407

“p<0.05 comparring with 18-25 years’ group
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gUnIn weanLBMIATUDM uazilaal MuBmalivisnzan feusmalu Table 5

Table 5 Comparison of service usage needs for the postal service at Division of General Affairs, University of

Phayao by occupation (administrative staff, lecturers, and students) using the Kruskal-Wallis Test

Occupation
Administrative staff Lecturer / Acacemic staff Student
Service factors
(n=55) (n=8) (n=9) H p-value
Median Mean Median Mean Median Mean
Rank Rank Rank

The utilization of The UP Postal system
1. The system is easy, fast, and uncomplicated to access. 4.0 38.16 4.5 39.25 4.0 23.89 4.326 0.115
2. The menu is simple and easy to use. 4.0 39.36 3.5 30.50 4.0 24.33 5.417 0.067
3. The system provides a search function for postal 39.95

4.0 4.0 29.56 3.0 21.61° 7.949 0.019
items.
4. The system provides notifications for postal arrivals 4.0 36.36 4.5 44.81 4.0 29.94 2.435 0.296
5. The system displays information appropriately and

4.0 38.71 4.0 32.13 4.0 26.89 3.303 0.192
completely.
6. The system is designed for user—friendly access with

4.0 39.10 4.0 33.88 3.0 22.94 5.415 0.067
simple menus.
7. The system can analyze and report overall operations. 4.0 38.30 4.0 36.56 3.0 25.44 3.303 0.191
Service process
1. The service process is systematic. 4.0 38.58 4.0 31.25 4.0 28.44 2.914 0.233
2. Services are provided on a first-come, first-served 39.60

4.0 4.0 28.06 4.0 25.06 6.100 0.057
basis.
3. The service steps are appropriate. 4.0 38.76 4.0 30.94 4.0 27.61 3.354 0.187
4. The procedures are not complicated. 4.0 38.42 4.0 30.63 4.0 30.00 2.293 0.318
5. The service process is fast. 4.0 39.47 3.5 25.31 4.0 28.28 5.773 0.056
6. Guidance and problem-solving procedures are 38.97

4.0 4.0 30.19 4.0 27.00 3.912 0.141
appropriate.
Staff Service Performance
1. Staff can promptly resolve system-related issues. 4.0 37.74 4.0 36.25 4.0 29.17 1.599 0.450
2. Staff are enthusiastic in providing service. 4.0 37.89 4.0 35.81 4.0 28.61 1.805 0.406
3. Staff provide clear guidance and answers to inquiries. 4.0 38.20 4.0 30.06 4.0 31.83 1.887 0.389
4. Staoff are willing to serve. 4.0 38.82 4.0 34.00 4.0 24.56 4.409 0.110
5. Staff are consistent in their service. 4.0 36.02 4.0 39.00 4.0 37.22 0.184 0.912
6. Staff are polite and professionally dressed. 4.0 36.71 4.0 39.88 4.0 32.22 0.716 0.699
7. Staff can track and monitor postal items. 4.0 36.88 4.5 43.25 4.0 28.17 2.934 0.231
8. Staff provide fair and non-discriminatory service. 4.0 36.03 4.0 38.44 4.0 37.67 0.148 0.929
9. Services can be completed at a single service point

4.0 37.84 4.0 30.25 4.0 33.89 1.334 0.513

(One Stop).
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Occupation
Service factors Administrative staff Lecturer / Acacemic staff Student
(n=55) (n=8) (n=9) H p-value
Median Mean Median Mean Median Mean
Rank Rank Rank
10. Staff have the ability to deal with unexpected
4.0 37.65 4.0 38.31 4.0 27.83 2.091 0.351
problems.
Facilities
1. All necessary equipment is available. 4.0 40.36 4.0 33.56 3.0 15.50°  12.567 0.002
2. Chart explaining service steps are available. 4.0 38.87 4.0 32.19 3.0 25.83 3.693 0.158
3. Service forms are available. 4.0 39.34 4.0 30.63 4.0 24.39 5.229 0.073
4. The service area is appropriate. 4.0 39.91 4.0 33.88 3.0 18.00° 9.782 0.008
Service outcomes
1. The service is impressive. 4.0 37.65 4.5 36.94 4.0 29.11 1.475 0.478
2. The service meets user demand. 4.0 38.15 4.0 33.44 4.0 29.11 1.871 0.392
3. The service is beneficial. 4.0 39.30 4.0 32.25 3.0 23.17 5.691 0.058
4. The service is provided promptly. 4.0 39.55 4.0 28.25 4.0 25.22 5.707 0.058

9p<0.05 conparring with administrative staff group
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Table 6 Comparison of service usage needs for the postal service at Division of General Affairs, University of Phayao by Type of

service usage (Mail/Parcel Recipients vs. Both Senders and Recipients) Using the Mann-Whitney U Test

Type of postal service usage

Mail/parcel Both mail/parcel
Service factors recipient sender and recipient p-
(n=24) (n=47) value
Median Mean Median Mean
Rank Rank

The utilization of The UP Postal system
1. The system is easy, fast, and uncomplicated to access. 4.0 29.52 4.0 39.31 408.5 0.042"
2. The menu is simple and easy to use. 4.0 27.75 4.0 40.21 366.0 0.010°
3. The system provides a search function for postal items. 4.0 25.06 4.0 41.59 301.5 0.001"
4. The system provides notifications for postal arrivals 4.0 34.15 4.0 36.95 519.5 0.504
5. The system displays information appropriately and completely. 4.0 27.15 4.0 40.52 351.5 0.006"
6. The system is designed for user-friendly access with simple menus. 4.0 28.29 4.0 39.94 379.0 0.016"
7. The system can analyze and report overall operations. 4.0 29.08 4.0 39.53 398.0 0.031"
Service process
1. The service process is systematic. 4.0 30.58 4.0 38.77 434.0 0.079
2. Services are provided on a first-come, first-served basis. 4.0 27.65 4.0 40.27 363.5 0.008"
3. The service steps are appropriate. 4.0 29.48 4.0 39.33 407.5 0.038"
4. The procedures are not complicated. 4.0 30.67 4.0 38.72 436.0 0.093
5. The service process is fast. 4.0 28.15 4.0 40.01 375.5 0.012°
6. Guidance and problem-solving procedures are appropriate. 4.0 31.83 4.0 38.13 464.0 0.189
Staff Service Performance
1. Staff can promptly resolve system-related issues. 4.0 30.15 4.0 38.99 423.5 0.057
2. Staff are enthusiastic in providing service. 4.0 31.00 4.0 38.55 444.0 0.112
3. Staff provide clear guidance and answers to inquiries. 4.0 30.50 4.0 38.81 432.0 0.079
4. Staff are willing to serve. 4.0 27.40 4.0 40.39 357.5 0.006"
5. Staff are consistent in their service. 4.0 35.60 4.0 36.20 554.5 0.898
6. Staff are polite and professionally dressed. 4.0 33.85 4.0 37.10 512.5 0.485
7. Staff can track and monitor postal items. 4.0 33.13 4.0 37.47 495.0 0.338
8. Staff provide fair and non-discriminatory service. 4.0 35.19 4.0 36.41 544.5 0.796
9. Services can be completed at a single service point (One Stop). 4.0 33.75 4.0 37.15 510.0 0.460
10. Staff have the ability to deal with unexpected problems. 4.0 33.52 4.0 37.27 504.5 0.428
Facilities
1. All necessary equipment is available. 4.0 28.50 4.0 39.83 384.0 0.020°
2. Chart explaining service steps are available. 4.0 28.56 4.0 39.80 385.5 0.023
3. Service forms are available. 4.0 29.85 4.0 39.14 416.5 0.057
4. The service area is appropriate. 4.0 28.52 4.0 39.82 384.5 0.020°
Service outcomes
1. The service is impressive. 4.0 32.75 4.0 357.66 486.0 0.309
2. The service meets user demand. 4.0 31.73 4.0 38.18 461.5 0.183
3. The service is beneficial. 4.0 28.77 4.0 39.69 390.5 0.024"
4. The service is provided promptly. 4.0 30.48 4.0 38.82 431.0 0.086

*p<0.05
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Conclusion and Discussion
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Y oA TP A & o ! a e ¥ o o o 9 & &
Musnis nquy lsudnisiiesunaraslUsudls naandrAyiuaudaeuessduneu Aausansa
wazAHIINITUL2EINITUINNIST LGNS Beanisaedutelaannuuafn Service Blueprinting 7111w
nspanuuUiNRBuNMITLENTEMaN lsanauFuanuazinUszAnEnniunisiuinis saenaasiv

ANHIZBINIT HITHT T A IHARINARIEUATULBUNIT FIADINIT IANTZUINNITUE NITATNITOTDISU
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v '
o o Py

A19ANANNNS (B NTIAE LA R AUTUABUTINTaN (Bitner, Ostrom, & Morgan, 2008) ATHANTMLENNS

v o1
Py

¥ Y a ! a & o ! a’ o ¥ a aa <
289191977 [Usedlanaenans nquyiidunumisiuuazasUsedlaaamdsnisbhudnsiidanudnlouas
Wufinsanevundl Sepnaaenouienana1andanan1smAtungin nsEaeman LazANEIN190 Y
nsun lataymiansnn uasaseuienamddaaesnisuanisansla” (Service Mind) TagiannTnasnes
“Aue e e (Empathy) waz “Aauundaiia” (Reliability) (Parasuraman et al., 1988) ATHANE1HIAITHN
azaan NgUET TrUEn1sTeaEnInHinANd Ay TuAEnIaNasgUnTal uazaauil sandetnauueii
Tumpuesdeu SauansbnfiunnnisudmsiifiuszaninmansinsunissiuayunisdugaI N azaan
fimunzanuazdaan iarosbig lrudnissansadiiiunisnns q lanagaueeea9sudu. sennassiy
Han13ANEIT naafedsnanaeniun19uing (Servicescape) A HananduNnalazeey SuuZnS
aeWFiadAty (Kotler & Keller, 2016) AUNANTMLENTS Klru3n197vivsuLaras(Usudisaandsinanes
v < ¥ ¥ o a
nstnumaiulsrleniate amnsaeUaNesAINABINISIMATNNNITANSIBNANTUAZNITRARINED NS
ey y v o L _ _ oy
vas(Usudlelnpanpsunan uanshiiuannguilnesnadnsoessnsudms luyneesdss@vdnmuas Aosani
Tn3uenedmanninnangnfisulUsudloiesesnafien apnpassiueddefiauen “naeen1su3nis”
(Outcome Quality) ﬁm@Tﬁﬁm‘mmm‘jﬂixLﬁu@mmmmﬁuu‘%mﬁ (Grénroos, 1984)
. vioL o4 y v
a1nFAATILazeiUTana i nif arnsnagllngn Tadefisanannaunesn1sau3nis
< o & o o %o 4 Y o A
Tusedlonaenans saangndenzien Tuanudiiisiulssaunian 81y 818 uas AnEmenIIsuLanIg
agnefiipddty eludRvesszuumalulad nsruaun1suang YAaINT FIInaeN uasnaawsiiindy fou
o/ a A s a o/ ¥ o/ ldl ¥ !
MINAWILEN99H UMY NBINA19IBINMNANENAY AITHNNNTENTZAY STULTNTARINAT E91WINe,
z A d v v dder o ¥ ' ‘ T
Tuppuuin1siiiuszuy, Wamuifivudnisaseanumiien, gunssiuazaniuiiingonlyen uay
HANNTIMLANSRSSTUANABINTS WNBWNUsEAVBnMUAzA N R laga ey luansluynnas
4 o @ 4
BIMNALNS YDA UDLLUS
1. Tunssausaneeyanuan gadedslnamnsnivzsyasinuisnguesnslaegtaissnedniu
N5 IATIENBIRER aenatn NasaFsufisureyaensnquatiungua q Tnatnsnsuaam uas
BIITIHARDNNTNLNBUANHABINTYD [1UE N5 TN mgan Tn Tun93dansanallmsansunnnisifiveeys
Tasauags Tasianiznqaai@n waz inden e lanan1s3ATZidANETaLATY LATEHNTONINGANS
Wlalunaimmwszuuuanisiineuaussmenuaesnseeey B35 e ensauaguuaz LT ANBATW
2. TumsWmm3ulgeszuuanssumea UP Postal nansnsnlaaulnenstn wazusudqeuannaes
nsfinmNanIrIaNTan AFUsEANEA NN TY
3. Tunsimmnszuun1suanig shiddsudgedupeannisinudnnsnitszuusinis fnseuss
g MY o s v s 4 AV e '
WaRmHIWNTININLENS TanfmadnsBananuiiuargninifinsesmuinisagane
4. mssenuuunuuasua g msulslunisifiveeys AmsiiunennisilUnaasuasifisinss
uazaEWBefiatunguyluinisd lynquenaaing sanfafafinnsoeladn o w1199 content
analysis ez NENATHolBIgaInINANAN W (ndoyaTudnunznIaNTTIN LazNanTAlAsIsTDyas

ANHWIERTENINTYN Suaziin [Uiilues Teamnan1snmeLWanIen1s us NI iuaun A
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5. asannnuang lrudmsemlusedlasbigdnyaaainssaaiuangm eneezaaefinazuaunis
apNUULNITUITTNiNEN15 lruEnnseuisdigsan [Uienistassuy up postal TUSenanfiauazinGeuln
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