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Independent Study title: Customer’s Satisfaction towards of Transportation Service
Operated by Phuket Squeen Rose Transport Limited Partnership,
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Abstract

This study aimed to (1) study customers’ satisfaction towards the transportation
service operated by Phuket Squeen Rose Transport Limited Partnership, Phuket Province,
(2) to compare customers’ satisfaction towards the transportation service, classified by
personal factors, and (3) to make suggestions for quality improvement on transportation
service operated by Phuket Squeen Rose Transport Limited Partnership, Phuket Province.

The sample group in the study consisted of 386 people calculated from
population of 10,800 people in target group of Phuket Squeen Rose Transport Limited
Partnership, Phuket Province by applying Taro Yamane formula. A constructed
questionnaire was used as a tool to collect data and the statistics employed for data analysis
were percentage, mean, standard deviation, t-test, one-way ANOVA, and Least Significant
Difference Test.

The research findings revealed that (1) customers’ satisfaction towards of
transportation service was overall at a high level, ranking in the order of mean from high to
low as the service of drivers, comfort during service, safety, time, fare, service accessibility,
and communication respectively; (2) customers with different ages, incomes, purposes of
using transportation service, time of using transportation service, and types of traveling had
different satisfaction, with a statistical significance at 0.05 level; and (3) as for
recommendations from customers, drinking water should be provided in vehicles, there
should be continuous public relations about transportation service, and movies or videos
service as an option should also be provided.

Keywords: Satisfaction, Customer, Transportation Service, Phuket
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Questionnaire

Customer ‘s Satisfaction towards Transportation Service of

Phuket Squeen Rose Transport Limited Partnership, Phuket Province

Explanation: This questionnaire is designed and used as a tool to collect data which is a part

of study of a graduate student in Master of Business Administration, Sukhothai

Thammathirat Open University. All data obtained from questionnaire is used

onlyforstudypurpose and will not affect respondent in any way. Questionnaire is

divided into 3parts as follows.

Part I General Information of Respondent
Part 11 Customer Satisfaction towards Transportation Service
Part I11 Recommendation on Service Development

Part I: General Information of Respondent

Instruction: Please put v into () for your answer.

1. Gender
( )1 Male
2. Age
( )1. 15-25Years
( )3.36—45 Years
( )5.56—-65 Years
3. Education

() 1. Primary

() 4. Bachelor’s Degree

( )2. Female
( )2. 26—35 Years
( )4. 46—55Years
( )6. Over 65 Years
() 2.Secondary () 3.Diploma

() 5.Master’s Degree () 6. Doctoral Degree
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4. Marital Status

() L.Single ( ) 2.Married () 3.Widowed/Divorced/Separated
5. Occupation

() 1.Employee () 2.Government Official

() 3. State Enterprise Employee () 4. Business Owner

() 5.0thers (please SPecify.) ..coocvveireireereerieerienenns

6. Average Monthly Income

() 1.Below THB 10,000 ()2.THB 10,001 — 30,000
() 3.THB 30,001 — 60,000 () 4. THB 60,001 — 90,000
() 5.THB 90,001 — 120,000 ()6. THB 120,001 — 150,000
() 7.Over THB 150,000

7. Purpose of Using Transportation Service

() 1. Going to Work () 2. Leisure/Touring/Shopping
() 3. Business Trip () 4.Personal Business
() 5. Going Back Home () 6. Others (please specify.)........

8. Time of Using Transportation Service
( )1.12.01 a.m.—-06.00 a.m. ( )2.06.01 am.—12.00 p.m.
( )3.12.01 p.m.—06.00 p.m. ( )4.06.01 p.m.—12.00 a.m.
() 5. Not Certain

9. Type of Traveling
() 1. Alone () 2. With Family
() 3. With Friend () 4. With Colleague

10. Number of Travelers
() 1. Alone () 2.2-4Persons

() 3. Over 5 Persons
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Part II: Customer Satisfaction towards Transportation Service

Instruction: Please mark v for your opinion.

SatisfactionLevel

Very Satisfied Neutral Dissatis Very
Satisfaction towards Transportation Service
Satisfied -fied Dissatis

-fied

Fare

1. The fare is clearly specified and quoted according to
standardofPhuket Provincial Land Transport Office, Department
of Land Transport.

2. The fare is reasonable when focusing on service and comfort
received during traveling.

3. The fare is reasonable when focusing on distance.

Safety

4. Driver drives with careful manner.
5. Driver strictly follows traffic regulations.

6. The service ensures physical and property safety.

Time
7. Schedule time is followed.
8. Service time suits distance.

9. Service time is delivered with punctuality.

Comfort during Service

10. Vehicle interior is in good condition, clean, and has good
ventilation.
11. Seat cushion is comfortable and clean.

12. Luggage storage space is sufficient for customer.

Driver
13. Driver is polite and attentive to provide service.
14. Driver can provide travel information and recommendation.

15. Driver dresses properly.
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SatisfactionLevel

Satisfaction towards Transportation Service

Very

Satisfied

Satisfied Neutral

Dissatis

-fied

Very
Dissatis

-fied

Service Accessibility

16. Contact channel can be easily accessed.
17. Reservation is conveniently made and quick.
18. Service and travel information is well-publicized for customer

to make decision.

Communication

19. Customer can conveniently contact the provider and obtain
good cooperation from the provider throughout service.
20. While service is provided, fare detail and service methods
are informed.

21. Driver can well-communicate with customer in proper

language.

Part III: Recommendation on Service Development

Instruction: Please provide recommendation on service development of Phuket Squeen Rose

Transport Limited Partnership, Phuket Province.

Thank you for your cooperation
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