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Abstract

Once the Expressway Authority of Thailand (EXAT) started to use an Electronic Toll
Collection System (Easy Pass) along with the pay-in-cash system in order to solve traffic problems
around the tollbooth areas, it turned out to be of interest to expressway. users..But due to a lot of
technical problems. that interrupted- the - system, which. caused expressway users a lot of
inconvenience, this research is aimed at studying expressway users’ satisfaction of the Easy Pass
system. The data was collected by using a questionnaire from 400 samples, which were Easy Pass
system users. The“data was-analyzed, by \using percentage distribution, frequency, and a Chi-
Square statistics forhypothesis testing with the statistic significance value set of 0.05.

The results found, that most of the samples were men aged between 21-30 years old with a
single status, educated with an undergraduate degree and working as officers in private companies or
self-ernployed with an average salary of between 10,000-20,000 Baht. With regard to their behavior
using the Easy Pass system, the results found that they mostly used the system on Monday to Friday
with the frequency of less than once a month and mostly used during the time of 10:01 AM to 12:00
PM. The monthly toll fee is less than 500 Baht per month. The person most influencing the use of the
Easy Pass system was “the driver himself”. The objective of using the system was for traveling while
the reason for using was to reduce the time waiting in queues. The result of satisfaction towards the
Easy Pass system project on products, cost, distribution channel, marketing promotion, personnel,

physics or service processes, were mostly at a medium level. The problem that most of the samples

I



experienced when using the Easy Pass system was that the gate barriers did not work properly when
passing through the channels.

The recommendation of this research is that the Expressway Authority of Thailand
(EXAT) should place emphasis on every issue affecting the service especially on the effectiveness of
signal sending through car tint films. They should provide more channels and booths for people using
the Easy Pass system and more channels to advertise about the system, informing customers about
promotions and improving the spare parts availability so that it could reinforce the objective on

reducing traffic around the booth areas.
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