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Abstract

Background and Objectives: In the digital era, parcel delivery through online platforms has become a
vital and rapidly growing service. This trend urges service providers to continuously develop and refine
their systems and strategies to enhance user satisfaction and promote continued usage. This study aims
to (1) examine the level of public opinion in Phra Nakhon Si Ayutthaya Province regarding electronic
service quality, marketing mix, and the intention to send parcels via online platforms, and (2) investigate
the influence of electronic service quality and marketing mix factors on the intention to send parcels
through online platforms among residents.

Research Methodology: This quantitative study employed a questionnaire to collect data from 232
respondents during April-May 2025. The data were analyzed using descriptive statistics (percentage,
frequency, mean, and standard deviation) and multiple regression analysis using the Enter method.
Results: The findings revealed that (1) public opinion on electronic service quality, marketing mix,
and the intention to send parcels through online platforms was at a high level; and (2) four
components of electronic service quality—system usability efficiency, system availability,
fulfillment, and privacy—together with the four marketing mix elements—product, price, place,
and promotion—had a statistically significant influence on the intention to send parcels via online
platforms among residents of Phra Nakhon Si Ayutthaya Province at the 0.05 level of significance.
Conclusion: Service providers should focus on developing high-quality digital systems and
applying appropriate marketing strategies to build user confidence and foster sustainable usage
of online parcel delivery platforms.
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