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Abstract

Paratransit defined as the intermediate mode between the privately owned
automobiles and public services. For this reason, paratransit was called demand-responsive
mode. This research considered two transportation model which were motorcycle-taxi and
auto-rickshaw (Tuk Tuk). The paratransit system is popular for tourist because it is door-to-
door service, convenient, rapid. Moreover, it can support tourists who are not familiar with
routes. However, there are problems in term of paratransit services such as paratransit fare,
safety, security, etc.

The objectives of this research were (1) to study current situation of paratransit
services regarding safety and passengers’ satisfaction, (2) to study factors which relate to
quality standards of paratransit services, and ( 3) to propose guidance on quality
improvement for paratransit services.

According to data surveys, the data were conducted by questionnaires in four
provinces which were Chiangmai, Nakhon Ratchasima, Pranakhon Sri Ayudhaya, and
Songkhla. The samples of this research were 609 passengers.

For the expected and perceived quality measurement models, the 27 quality
indicators were divided by confirmatory factor analysis (CFA) into four groups which were
vehicles, drivers, services, and information. In structural equation model (SEM), the analysis
results indicated that all four factors (vehicles, drivers, services, and information) could be
used to confirm the components of both expected and perceived quality measurement
models with a significance of p < 0.001. In the expected quality model, driver factor
exhibited the maximum factor loading (f=0.936), followed by service factor (f=0.853).
Concerning the perceived quality model, driver factor had highest factor loading (£=0.917)
and followed by service factor (f=0.861).

The result of SEM illustrated goodness-of-fit statistics as follows: chi-square/df=3.39,
RMSEA=0.063, CFI=0.940, TLI=0.932, SRMR=0.078. These values concluded that the model
has a good fit. Considering relation of the factors in the model, the factors that directly
affect to perceived quality were an expectation of quality (y=1.024, p<0.001) and
experience of a defective vehicle during services (y=-0.138, p<0.001). Beside, six factors that
significantly effects to paratransit passenger loyalty were perceived value (v =0.377,

p<0.001), trust (y =0.302, p<0.001), passenger satisfaction (y=0.220, p=0.037), commitment



(y=0.155, p<0.001) and attractive of competitors (y=-0.145, p<0.001). Considering
coefficients of the structural path, the perceived value of paratransit was highest. In case
of policy development for quality improvement of paratransit services, the increase of
passenger loyalty may be limited by budget and time. Decision makers may consider
coefficients of the structural path in their decision.

To promote paratransit, service providers should increase service efficiency, the
standard of services, vehicles, and driver. The fare of paratransit service should be
standardized and controlled follow the regulation. Also, provide real-time feedback

evaluation and emergency compliant should be provided.



