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ABSTRACT

The aim of the study on Behavior and Satisfaction of Thai Passengers Using
Suvarnabhumi Airport Rail Link, City Line was to understand behavior and satisfaction of Thai
passengers using Suvarnabhumi Airport Rail Link, City Line. A total of 384 people were
sampled.

The majority of the group sampled were female students or office workers between 15 to
24 years old, with a monthly salary below 15,000 baht. They reported using the Suvanabhumi
Airport Rail Link City Line 1 — 4 times weekly, usually during the hours of 06.00 — 09.00 am,
with the purpose of going to the workplace or educational institute. The City Line stations were
mainly reached by travel on public bus lines. The fee regularly paid by using one-time tokens
came to an average daily expense of between 31 to 45 baht.

The research showed that the passengers’ satisfaction level was high relating to the distribution
channels, price, marketing promotion, front-line officers, physical environment and product,
while the quantity and frequency of coaches was moderately satisfactory.

The passengers were very satisfied that the present cost of 31 to 45 baht was appropriate
for the distance traveled. Marketing promotion, which was concered with information, sales
promotion and discount for students and the aged was deemed very satisfactory. The service
officials’ attention to their duty, ability to quickly solve problems that came up ability to use
foreign language, and uniforms were highly satisfactory. The physical environment was

considered highly satisfactory including cleanliness of the station area, brightness of the station,

I



the spaciousness of the passenger carriages, the efficiency of the automatic doors, the interchange
possibilities with mass transportation such as the subway and BTS systems and the distance
between stations and destination. But they were only moderately satisfied with the quantity of
coaches for the train. The distribution channel, which consisted of the sufficiency of sales officers
and the automatic vending machines was found highly satisfactory. The punctuality and service
period of the trains was highly satisfactory, but the frequency of the trains was moderately
satisfactory. The product, which related to safety for the journey, speed of the Jjourney and
convenience for journey was found to be highly satisfactory.

The statistical assumption testing, statically significant at the 0.01 level, found that the
personal factor of sex was related to the usage period, station accessibility and methods of
payment. The personal factors of age and education, were related to almost every aspect of usage
behavior, except station accessibility and methods of payment. The personal factor of occupation
was related to none. The personal factor of income was only related to average daily expense.

Recommendations and suggestions from this study are presented below. The State
Railway of Thailand Electrical Train (SRTET) should improve station accessibility by providing
more public or private buses, Increasing parking space area by renting empty space in the area of
Huamak eastern station and adding parking space for the north near the Bangkok — Chonburi
Motorway.. Also, the State Railway of Thailand Electrical Train should increase more capacity on
each train by adding more coaches during the rush hour period. The Thailand Highway Traffic
Authority should be informed of the need of adding more lights to the Bangkok — Chonburi Road
to decrease the risk to passengers during the night journey (12.00 pm —06.00 am) from the airport
to the downtown area. The whole project’s accessibility should be improved in advance as
preparation for the future Airport Rail Link extension project, the Yellow Line Skytrain project
and the Red Line Skytrain project. A top priority should be to promote Suvanabhumi aifport as 1
out of 10 of the world’s best airports and to represent Bangkok as an international city for
globally and locally direct investment expansion. The Heathrow express trains to London are an
example for this. Although, return on investment was only moderately satisfactory, it greatly

helped to promote and attract direct foreign investment worldwide.
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