g asAs: miﬁ’suu’zé'fﬁvi’mﬂmﬂmeﬂﬁu%mweaitﬂ,w“ﬂﬂuL*ﬂﬁtﬁaﬂuﬁismﬂ
e (DEVELOPING INDICATORS FOR SERVICE QUALITY IN URBAN RAIL
TRANSPORTATION IN THAILAND) 8197387U3nw1: eans1a15e) as. Tamasd
Sawasw, 112 wi.

L

mddny: annmnisliuiny/salitihludleyiiite/msinseesduseneu/
aunslassaingy/uuudtaedide

AsR AL sEUUTATIAT IR UFIUATTANUIANTLE AT TEUUTUE W85 S UL
MAINNATY 871 SYUUNSTUAINIIDINTA M90UL UATNIETIE 98 TTPUUNITVLA N5
Bunilsdusvuvaudsansneildisunsatuayusavgnitanetisioies Tnsianzeteds
solwilulwanganmuazUSuamaiivssaulgmmsesasiadn nisatuayuuasdaasuls
AuAUMIAIesEULrud s sl aiud i sudui eanuazudlodgmidenann dady
msfnwiTad fnguszasdiitedneidadinauaninislduinsvessalifitlundedu
Uszwelng dofsusuuamalunstmunleueussuimsinnismsliusnssalaiiuile
RevAUBIaANRBINTVBlTUINsIsRE U AvEnwuazvLnzay

’lumsﬁﬂmﬁlﬁﬁ%ﬁumiﬁaumummﬁmLﬁuwmQi%’v%m%alﬂﬁﬂummnqqmwua::
Viuma Tnglduvuasunuiiiandudmiunmsinseviesdussnau (Factor Analysis) Wa
n1sdmsigsiaunislaseadng (Structural Equation Modeling) nan1s3insisvideyanuin
AunmnstiuInsvessalniheudes (Commuter Line) anunsaialdanarnindedoly
M3lUInTs (Reliability) wagAmnwnisliusnsvassaluiinluiiies (Urban Line) aanse
Taldanauetlalalunisliuingg (Empathy) wagiilefiansanninsinyeanisusng
solvilutuAEnwsmuinanuilunsiumdsiilarinananenudng eufimels was
AU NITUYD S LIUTNS WiN1335U3AnAT (Perceive Value) Aaulianale (Trust) uagnis
SuznunmMnTIiUINIg (Perceive Quality) A8vSwaneaiudnd aufisnela wazany
ynfuundiae fafu msiauduauamnsidusnisvesnsvudssalluwaidosmsds
vesamilsnliihannsadeudefumsiiumetunisvudsdu ogsagan fnsnevaues
Giam'sf{‘}’mmstﬁusmﬁaﬁi‘]fuums?huﬂﬁ@usmmxm'i‘u%m'ii]sﬁaaﬁmilﬁq%;daa'\mw;LLasmi
Audunslingu mizssumeiguasmissruenvuiisuamuamisathuumidly
msfvuauleuenisliusnisiea

= = { 4'-‘1 U =f i
AU AMINIIUATDING audladarn@nw............ Q”? .................. -
Uns@nwn 2565 Aeilatannasdnysnw

A ea '
a18i079919158NUS NN, D WA



NATTIYA WONGLAKORN: DEVELOPING INDICATORS FOR SERVICE QUALITY IN
URBAN RAIL TRANSPORTATION IN THAILAND. THESIS ADVISOR:
PROF. VATANAVONGS RATTANAVARAHA, Ph.D., 112 PP.

Keyword: Service Quality/City rail/Indicators Factor/Analysis/SEM/MIMIC Model

The development of transportation infrastructure: air, road, and rail, holds
significant implications for areas with prevalent traffic congestion, such as Bangkok and
its metropolitan region. A pivotal aspect of addressing this congestion lies in facilitating
and promoting the adoption of public transport systems, which are considered crucial
to effective mitigation strategies. In this respect, the 'City Train' presents itself as a
viable transportation alternative that can contribute substantially to this mitigation
effort. The aim of this research is to scrutinise the quality-of-service indicators
associated with City Trains operating in urban areas of Thailand. By developing a
thorough understanding of these indicators, the research aims to contribute to the
enhancement of these services and, consequently, to the broader discourse on public
transportation solutions.

In the context of this research, a comprehensive survey was administered among
the users of the 'City Train' within Bangkok and its metropolitan vicinities. Empirical
evidence was obtained via the employment of factor analysis and structural equation
modelling techniques. The findings suggest that service reliability appears to be a
decisive factor in gauging the quality of service on the commuter line. Conversely,
service empathy emerged as the fundamental measure of service quality on the urban
line. A holistic examination of the service quality indicators revealed that the frequency
of travel does not materially influence the facets of loyalty, satisfaction, and
commitment of these service users. Instead, perceived value, trust, and quality
perception are what primarily shape these facets. Therefore, the enhancement of
service quality within city railway transportation mandates the facilitation of seamless
intermodal connections at stations. The strategic response to transportation incidents
or disruptions in service ought to be characterised by timely notification, causative
analysis, and decisive action. As part of the policy-making process, governmental

bodies and private stakeholders investing collaboratively should implement
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comprehensive guidelines ensuring that these standards are met and consistently

maintained.
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