a )
aaumWUIMsvasamiise lvlngamn

A ANINE INE DI

=2 9 Y a dy I v & =< (% a a v A
MsfnyIAuANBasEHtluaIuniaveImsanyIuangaslsyanusmsgsnauiuma
HYUIIFIVIUITFIND @11IHINGINTIANT UHIINGG0Y TYNITITVITINY

N.A1. 2558



Service Quality of Bangkok Railway Station

Miss Paopanga Phokrai

An Independent Study Submitted in Partial Fulfillment of the Requirements for
the Degree of Master of Business Administration
School of Management Science
Sukhothai Thammathirat Open University

2015



e 9 <2 ¥ Y a < o

demsinmdunias: guamisnsvesdntisa Tingunn

4 £

Youazumana weammea Inslns

HYUIIN UIMSFINY

MYNIN MMsTams yMInedey lviesIsnsny
Jal g2 s o ¢

o1t FOINAATINTIATEU YQYYLATY

¥
~y U \ é
msfnyruaTvaszil Iesuanuiuseu Ivdiudunilsvosmsdinn

v « A o 4
aumangasszAulTganIn dieduhn 18 gany 2559

ANZNITUMITBUMSANUIAUAI DA

r
i, "5"4/{7{ T alsrsunssunTs

C
Q‘ M~ ATTNAT

[ o]
(Aomaas19sd as. 39 1Wuneq)

dyesunssumitss ey Inenn I I




d‘ = 4 Y a a =

FONIIANHIAUNINOAIL ﬂﬂlﬂWW‘Uﬁﬂ?ﬁ‘l]ﬂ\iﬁﬂ1u§t‘lll‘l/\lﬂ§\1mw

Y= < v ] a a v oA
HANHY UNAIUNINSN I‘W‘ﬁllﬂ'i IHAUNANYY 2543003129 ‘]Eil.ljl.lﬂ UTMITTINIUIVUNA

J

¢a 7~ a =
?)"I%"I‘if]ﬂlﬁﬂ‘ﬂ"l TNFAITANTINTYATITUL YYYLATHY ‘1Jﬂ1§ﬂﬂ‘lel1 2558

9

o

MIRAATT mqﬂszaﬁzﬁﬂ (1) AnpmgAnssums 1905 msvesd 19us msamiisa il
NFINN Q) AnBITZAUAUNINUTMTvesdfisa lngaunnaiunsiudvesd 19 U5 ns uay
3) uf suiounmnmus msvesamiiso lnganw Swunaumganssums 15us ms

Uszannslumsanenite dlasansii 1913 maaaiisn llngamnd hinsws ot st mua

PNANGUAI08 18R MR IanguaAI08198 11U 385 Autaz 19I5 MIguales s A NUEZAIN

'
aaa

A A A Y < 9 A Y a 9 A aa a
w3 odon 15 Tumanusiuswdeyaneuuudaun aaan 14 umsinizidoya Aoanamans s
' 4 ' 4 J { aa a 1 (= a 4
18un e A3 osaz Aunde daudisaunasgIu LazaD AT ey 1N MmInadeuAh MmNy
anulsdsumaiien minageumasnisdnnioeiga
HAMSANEINU (1) WYANTIUMNS 19U5 M3vesr 19us myamiisn llngamn daulneg)1d
yuausn vl Teodenldamtise lunganw mswazainlumsdumanldusms sranannlsisms
' ! o+ ! Y + '
wnigane 11.00-17.59 u. 195 msnyasmiieaamunianiga uaziinsseafaoriiso il
a 2 g’/ 9 ] [ v W A Y
(2) AuAMUE Msvosaniisn ngunmnslassaazseded luszaumn Tasouauusnie auaa
A A gy A g 1 Y 9 v A 4o Y 9 Yo
oo 1319y sosaaniedumaneuausinogni aums lianudeiunogna mumsjanuay
< a o a =
wnlagni azduariugdsssuvesssms awdwy 3) manfSsuiieugunmus msvesaniiisa Tl
NFUNH TWUNAWNGANTTUMST IFUS M5 Danuuananulududldvswlumsdadulaneld

Wd‘wa

U3 myamil Taenquinaaduladieaedimssuinunmus mananinguinaadulamsizds

U

PUNaazATEUAT I tazausana 15us myamilsa llngunmnnngalasnguin 193 mszaenan
11.00-17.59 . M35 u3AanMus Msnnnngu 1903 masaaaan 04.00-10.59 4. 11az 18.00-23.59 U.
yuzNngun 1903 mssaa 18.00-23.59 w. Imssuiaunmusmsunnngun 1Fus mssana

04.00-10.59 1. o8 NVUBAAYMIADANTZAL 0.05

Mmidma noAnssumslFuims auamuims aoiiso llngaunn



Independent Study title: Service Quality of Bangkok Railway Station

Author: Miss Paopanga Phokrai; 1D: 2543003129; Degree: Master of Business Administration;
Independent Study advisor: Sritana Boonyasait, Associate Professor;

Academic year: 2015

Abstract

The objectives of this study were (1) to study the consumer behavior of Bangkok
Railway Station (2) to study the service quality level of Bangkok Railway Station as
perceived by consumers behavior, and (4) to compare service quality of Bangkok Railway
Station.

The total of 385 participants are passenger or customers, which be used to
traveling at Bangkok Railway Station. By a random selection, which a questionnaire are used
a tool of data collection. Descriptive statistics such as frequency, Percentage, Mean and
Standard Deviation (S.D.), and Inferential statistics such as T-test, One Way ANOVA
and Least Significant Difference (LSD) were employed.

The findings reveal (1) The consumer behavior of Bangkok Railway Station find
Reconsider your expression that the most of consumers take the free train at Bangkok
Railway Station because this station were convenience to go, They are use the services time at
11:00 to 17:59, They are use the service and buy tickets at the ticket counter. (2) The service
quality of Bangkok Railway Station as overall and specifically showed at high level, The first
is reliability, the next are responsiveness, assurance,empathy, and tangibility. (3) Compare
service quality of Bangkok Railway Station by consumer behavior showed the differences of
person involved in the decision-making. The consumers are decided by themselves. The
consumers are percept of service quality more than by companions or family. The difference
of the services time which consumer be used the service at period of 11:00 to 17:59, that are
percept of service quality more than period of 04.00-10.59 and 18.00-23.59. The consumers
are used the services at period of 18:00 to 23:59, that are percept of service quality more than
the period of 04:00 to 10:59 at the statistically significant difference of 0.05.

Keywords: Consumer Behavior, Service Quality, Bangkok Railway Station
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