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ABSTRACT

The purposes of this research were to (1) anaiyze the opinion of staff and people who '
received the service on service delivery of Hat Yai Railway Station (2) study and analyze the
problems and obstacles of service delivery of Hat Yai Railway Station (3) recommeénd the
appropriate approach to improve people services of Hat Yai Railway Station.

Samples for this research consisted of 20 staff of Hat Yai Railway Station and 364
service recipients. Instruments used to collect data were interviews and questionnaire. Statistical
tools applied were frequency, percentage, mean, standard deviation and chi square. Content analysis
was also conducted.

Research results revealed that (1) opinions of people on the services received at Hat
Yai Railway Station in general were in moderate level, when considered each aspect of services, it
was found that the services of Hat 'Yai Railway Station were in satisfactory level in 3 aspects which
were the staff who delivered the ‘services, general service procedure, and passenger service
procedure; meanwhile, opinion on parcel service procedure, facilities, and- service equipment
aspects were in moderate level. (2) major problems and obstacles were shortage of staff, limitation
of ticket booking channel alternatives, dirty toilet, and inadequate and inconvenient parking area. (3)
major recommendations were to increase number of staff, to cancel unnecessary positions and to
improve quality of staff particularly on their well converse with customers, good hospitality,
enthusiasm, and human relations; to increase ticket booking channel alternatives such as telephone
or internet; to increase lavatory cleanliness; and to provide adequate parking area for service

recipients.

Keywords : Development, Services, Hat Yai Railway Station
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