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Abstract

The purposes of this research were: 1) to study the express delivery service system of
ABC Company in Mueang District, Phayao Province; 2) to analyze the risks within the system;
and 3) to apply Six Sigma quality control standards to the express delivery service of ABC
Company in the specified area. This study employed a qualitative research methodology,
adopting a case study approach. The key informants, consisting of express delivery service
providers from ABC Company, were selected through purposive sampling. Data were collected
via structured interviews with the service providers in Mueang District, Phayao Province. The
research findings were as follows: 1) The company established three quality standards for its
express delivery system: (1) controlling delays to not exceed 2%, (2) limiting package damage
to no more than 2%, and (3) ensuring that loss rates remain below 1%. 2) Risk analysis
identified three primary problem areas: Problem 1 originated from two causes work processes
and personnel; Problem 2 arose from three causes work processes, personnel, and service
factors; and Problem 3 resulted from three causes work processes, environmental factors, and
service factors. 3) The application of Six Sigma quality control standards involved the
development of a standardized packaging manual for both staff and customers. This also
included preventive guidelines to miticate the risks associated with the three identified

problem areas.
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