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Abstract

The purposes of this research were 1) to study customers’ opinions about the quality of service in the
delivery of post by the metropolitan postal bureau (south), and 2) to compare customers’ opinion about the
quality of service in delivery of post by the metropolitan postal bureau (south) in terms of their demographic
characteristics feature; genders, ages, occupations, educations of level, monthly income and types of service.
The sample included 384 customers. Questionnaires were used as a research tool. Data were analyzed by use of
frequency, percentage, mean, standard deviation, t-test and analysis of variance.

The results indicated that: 1) customers had high overall opinion about the quality of service in the
postal delivery service, metropolitan postal bureau (south) (mean of 3.63).; their opinion on the 6 aspects of
service were also high, arranged in descending order were: concretization of service, ideal service to reality,
capability, communication, cost effectiveness, security and safety, credibility; the 2 aspects assessed and found
to be moderate, arranged in descending order were: understanding and responding to problems; 2) customers’
opinion about the quality of service in the delivery of post by the metropolitan postal (south) when they were
classified by their demographic characteristics indicated that customers with different monthly income had
significantly different overall opinion about the quality of service in the delivery of the post at .05; other
demographic characteristics indicted that customers had significantly different overall opinions on capability

and types of service at .05.
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