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Quality of Service affecting passengers’ satisfaction of M.R.T.

Chalong Ratchadham Line
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Abstract
This study aims: 1) to study the service quality of M.R.T. Chalong
Ratchadham Line; 2) to study the satisfaction on services of M.R.T. Chalong
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Ratchadham Line; and 3) to find the service quality influencing the satisfaction of
M.R.T. Chalong Ratchadham Line. 400 questionnaires were used as a research tool to
collect data. The data were analyzed by percentage, mean, standard deviation and
multiple regression analysis. The results showed that the majority of respondents
were female, aged 20 to 30. Most of them were civil servants/ state enterprise
employees with a bachelor's degree, and their monthly income with 20,000- 30,000
baht.They took the skytrain at Tao-Poon station and got off at Wong Sawang station
with @ MRT card. The service quality and satisfaction were at very important level.
such as the concrete aspects, trustworthy service, responsiveness, assurance, and
empathy. They influenced the satisfaction with statistical significance at the level of
.05 Suggestively, the prepaid service system should be monitored regulary: the
ticket vending machines should be provided enough for the skytrain users. Also,
the entrance lanes should be added; the announcement signages should be
conspicuouly positioned; and there should be a special MRT card promotion for
weekday between 9 a.m. to 4 p.m.

Keywords: service quality; Satisfaction; M.R.T. Chalong Ratchadham Line
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TnediAaas(X = 4.33, S.0.= .51) Uszneusie nsluinseereinmiin (X = 4.45, S.D.=
61) mMsliusnsedesaiiies (X = 4.43, $.0.= .57) msliusmsethaauenia (X = 4.30,
S.D.= .59) ANSLAUSNISRENeIULIAN (X = 4.26, S.D.= .57) N15AUSAIREMNEana( X =
4.26, S.D.= .67) AUAINU T1ALLBEALAAIRNNLAITNT 2
g7 2 wanassiuauianelalunisldusnissaluih MRT ansaaessusssu

foil AMNanela X S.D. AU sy

wola

1| msliusnmsegsausnia 4.30 59 170 3

2 | mslusnseg1eriuLan 4.26 57 170 i

3 | msliusnisednaieasne 4.26 67 110 5

a | msliusmsedseiios 4.43 57 170 2

5 | msliusnsegesnTinii 4.45 61 10 1
Aade 4.33 51 N

3. gnmmsliuinisiidssasenudianelalunislduinisvessalaidih MRT ae
28993555

HANISANE MUY ANMNIslUIN1sYessaliiin MRT aganessysssy fnu
AnudugusssuresnIsuinig duanuideielindald sunisnevaussderlduing
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dn 4 auun 3 1Gaunuengu-gainu 2564

aunstinudesiusedlduinis sunsianiasidiladlduinig Ndwmadeanuiianela
Tunislduinisvessaluiih MRT a1gaaedsysssu LARIHANTITILATIZNRINNTINN 3
MITNA 3 LAAINITILATIBYANAINANTITUS N sTdsmasioaduanelalunislduinng

salih MRT @oaasssusssy

v Unstandardized | Standardized
@mmwmﬂﬁmﬂ:iiiﬂvm’] MRT Coefficients Coefficients
AN8290ITYTITN p-
B SE Beta t value
ARl 567 | 146 3.880 | .000**
AuAI T UIUSTIHYRINITUINIS .086 042 101 2.073 | .039%
(X1)
sueudediolindaldxe) 200 | .039 230 5.085 | .000**
AunsmeuauewelltuIMs(X3) | 113 | .057 125 1.983 | .048*
srumslimnuidesiuseflduins | 206 | 053 221 3.844 | .000**
(X4)
munsidnuazidnladerliusnns | 514 | 037 532 13.716 | .000**
(X5)
R* = .649 F =145.09
Adjust R® = .644 SE =.305 P =.002 Durbin- Watson =

1.505

o o a

** Qg AN eEDRNsEav .01

o

91397 3 WU aunmnsluInstidvdnadenuianelalunislduinng
ol MRT ansaaessusssu Inesinegeivedfyniadfvisesu 01 (F = 145.09, p=
000) Tagsumsiinuagitlagléuinisdaazuuusnasgiuanian (Beta = 532, p <
05) sedaunliud dunnudedelindald (Beta = 230, p < .05) drunisliaudesiu
foKlTUIN1T (Beta = 221, p < .05) Anun1smauauesan ldUIN1S (Beta = .125, p < .01)
A1uAdugUsTsueINITUTNIS (Beta = 101, p < .01) Tasizilagldadifidouuiu
AaEIsMIadevaNuAgu tneldaifiineinnnee Ny AMITAINITATUIAMAINATT
usnisiinadennuiianelalunislduinssaluilh MRT anvanesfvsssu liseuay 64.4
(Adjusted R Square = .644) iwdedndosar 35.6 Wunannduusdu Alalldbundnely
Aot mdinssanivesiulmennsaianmsatundeuwdunensallusurosnzuui
uazazuuuanAsg 1l fil
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aun sneInNIdlugUASWULAY Y = 567 + 532 (X5) + .230 (X2) + .221 (X4) +
125 (X3) + .101(X1)

3o Y = 567 + .532 msfanuazitilaserlduiniexs) + .230 anuidedie
Pndlaldx2) + 221 mslimnuiBesiusedliuinisxa) + 125 manevauesdefliuing
(X3) +.101 Aandugusssuvesnisusnsxl)

AunN1sne NI lUTUALILUUABLUNNINTEIU Z = 514 (X5) + .206 (X4) + .200
(X2) +.113 (X3) + .086(X1)

vie Y = 514 n3ddnuaziirlasefliuinis(xs) + 206 mslviaidesuse
FlduU3nsxa) + 200 aandedolindald(x2) +.113 mInevaussieglduiniax3) +
086 ANMuLTUFUSTIUTBINTUINSXL)

2AU518HaN15938 (Research Discussion)

NnMsAnwInunwnsTiussidmasorufiemelavoslasanssaluiih MRT
agaansdssa dussfuflasinunedusena dutelud

1. anmnsiiusnisvessalndin MRT angaaessysssy

INMIANAUNINNITIUTNITYReIAlNHY MRT @182a03595550 WU AN
aglusgiuddyunn Usenause maneuawessiedlduints anudugusssuveinisuinig
mslimudesiusegliuins meddnuazidilagliuinig wazanudedelinnsdals 2
#9AARDINUNUITEVDIAAAA BINUNUITHVD WINNAT Uasey uae Wanl Nauginu
(2561) Anwu3os Hadeiidenszmuseanuiismelavesiliusnissaldia BTS nuin sedv
AuAINNTIEUI Nssenuanelavesldusnmssalnii BTS 45 A nwsiueglusedu
ANUTNBLANIN FuNIRBUaLewWegnAl AuAIduIUsTINYeINIsUINIS ATuN13an
wazidilagndn fuanuindetiolinds wavsummindedslinda

2. sgauaufisnelalunisidusnissaluih MRT anvanesiusssy

nmsAnwszauauianelalunislduinissalain MRT anganessysssy
WU Amsuanuianelasgluseduanuianelauin Usenaunle n1sliuinisedng
famth msliuimsednadeiiles msliuinmsediaanenia msliuimsegisiuna ms
Tsnsedrafisane Ssaonadastuauideves ginus qussunia nesuiing Wusty uas
$1ma MUY (2562) Anwides anaiawelavesdlduinssaliiiuesnesn 15a ded
N33R TEAUANUNINlaYa lTUTN19ADAILUTHINY WU NARILUTUATAIINTS
wolalauTiuiiszauauiianalasglusesuiin

3. AunmMsiusnsiansnaneaudisnalalunislduimssaluidy MRT ane

RADITYTITH
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InnsAnwAunImNIstiuinsiisnsnaduauiisnelalunislduinissaldi
MRT angaaeddusssy fuanudususssvesnisuinns Mmuanudedelingdals
Msnevauadriagnd munislinnuidedusdognd wazdunsiinuazitlagndn lu
amsafinasennufianelalunisldusnssalih MRT ansaaessusssuetaiad Ay
sEau 0.5 Imgrunisidnuazitntadelduinns  dnadeaudanelalunislduinisg
salyifih MRT aneaasssysssuanniign sesawnlun sumslinmdesiudedlduinng
sumnudedelinddald sunisnovaussielltuinng wagsunmdugusssnvesnns
U313 muddu Feaenadosriuanuideues falsey asaseyny uazAY (2562) AMNMNNG
THusmsidavsnasemnuiienelaveslnoanssaluiin vudswnavulddu anaarivinsy
feaandindanslunsannumunas nan193de wud anuiisnelavesdlaganssaliinvuds
wiagulaau naalvimseisanid dndenslungunnuniuas = 235 + 160 AuAIY
undede + 325 sumstimnusiulaudilasans + 255 fums lauasdinglagans

JoLaUBLUZA15798 (Research Suggestions)

1. JewauauuznsinansIdeluly

A msliuinsvessalwiih MRT a1vaassivsssy Tusuanudedelinga
Ieglstu3nssaluiin MRT ansaaessysssn msliuinsegnsaim ndeslowazgunsal
szuuN1sANenIIAlaans danuluunsgiu

seauanuisnelalunsldusnissaluin MRT aneaaessysssy lnedinnsliuinig
oghafivane fliusnssalidin MRT aneeaesdvsssu Windemslunmsiuiladedeasen
Foamsiuilsmuuzinnsliuing iinduuthelssndusiusuenmadiesnanii Ue
yatuasaeluanil thevenmadndlagans lnednndioglusummisiviulédaia

Aunmnsruinsidngwasieauisnelalunisldusnissaluiln MRT aneaaes
Syssauluinunisidnuasiinlaglduinag glviusmssaluin MRT aneasessvsssy daue
ilngassalwihsanfiavdvsudlnsansilduinig Juduns da Juans Turaaam off
peak F295MI19381 09.00-16.00 1. uaglsuinisdearuanim ldlaglduins sauiafia
YoamnsUszrduiusislududelnevimi Fodeiust dearseaula

2. forausuurnifondasely

2.1 arsdnwdaduiifinasonislduinissaludin MRT aneaaesivsssn Ju
Fum$ fa Suand luaanan 09.00 - 16.00 u. Tudsmunm dWerduwumsunisiiuduu
ALLGRE
2.2 AIANYIFURUUNITTITEA1UT NIl MRT a180a0359555 Al

waluladiviuadie
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2.3 msAnwnginssunslduinissaludl MRT aneaaedsvsssu
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