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ABSTRACT

Title : Appraisal of the BTS Service Quality
Student : Mr. Patiparn Pyakjumroen
Education level : Master of Business Administration
Field : Business Administration

Advisor : Asso.Prof. Dr. Amnuay Saengnoree

At present, BTS sky train has largely played a major role in transportation of
passengers in Bangkok due to the traffic congestion and poor public bus system which
causes a long time to commute. Thus, a lot of people have opted for the service of BTS
electric train to solve their problems. Even though there are many passengers used the
BTS electric train, it does not mean that the quality of the service has varied in
accordance with the number of passengers this study is made to assess the quality of
BTS service based on the theoretical concept on satisfaction towards the assessment
on the quality of the BTS service, customer satisfaction made through service quality
and value and measurement of success on operation in various aspects. The sample
group in this study is 385 passengers who have employed BTS services. Data is
collected through questionnaire the statistical method employed in the analysis is
descriptive statistics and multiple regression technique.

The study found that most passengers are female with average age of 25.38
years, level of education of bachelor degree. Most of them are employees in the private
sector with average income of 16,039.22 baht per month. The average expense on BTS
service is 28 baht per day. Most have used BTS service for over 3-4 years and two trips
a day. The objective on use of BTS service is rapid transportation. For choice of ticket
fare, most of them prefer the monthly fare ticket service as it is cheaper. There is a
slight error on the ticket system but within BTS standard. The overall quality assessment
on reliability of the train service (Product) has come up with an excellent outcome, the

ticket price (Price) with a good outcome, the quality and facilities (Place) with a good



outcome, the marketing promotion with a good outcome and the staff service with an
excellent outcome.

Fdr recommendation from the study, Bangkok Mass Transit System Public
Company Limited. or BTSC should maintain its service quality to ensure the service
satisfaction. With respect to the fare price, the passengers prefer the monthly ticket
because it is cheaper than the other types of ticket. If BTSC is able to determine the fare
charge at the suitable level, there will be more passengers and it will improve the quality

level.
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Usznduiusudeinaluamil Taefinmedadidsafsssuamifnelannndwitewiniu 3.5

1.5 Auilaansit (Security & Safety) Sann1uiAndaanfusasfinuainile
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Alasansiouunsedlagaisifinanssnuainanuardrsiaus 5 wiinulusiasannds 1000
J ° < ] [ o~ ¥ o
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1aafilsznialuganiisnlniuasuusa v Teazdeansenuiudinganstennda 200 A
WaWesuiusuuaulagais 1,000,000 AU
4.3 flatians (Passenger) An MadaAuTaiasesn1sfuFnssulnedaain
A ) :l/ [ o J J o
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