4 J

A& A ¥ kY = - 1 g ¥ = 1 LY
¥oiSeamsduaiumuudasy anuAnmuvedlduimsaems ltuSms Tavans
pan a0 uralseme Inedunisenomiie
=~ 1 - = o
- ASAANHITDAIURABUATAIA
A va
Foruem UNENLUYIITTH UNUTTIVYY

= = s oy = bl "
VIMIFINVUTIVUNA MVNIFIUINITEIND

i 1 o o
anznssumMsTeuMItua udasy riomans1nsdesys vdlaedl  Usesunssuns

e11sdosin duitsna AFTUATT
2W15hiun Ay ASTHATT
7 T
YNAALD

= 4 a ooa = ] =
mdunuuudaszses  anvAafiuvesdlduimsdenmslduims lasmsvesms
so'lWuvatlsemelnodunueomile  nsdifouisoduiieuunsiied  dagqisensdiive

= ] 1 = t

AnynnuAaiiuvesdlasmsdemauimsvosmssa ludadszmatnadumememiie

uazilgmimslduSmsveslasmsvasmssa lWuvsdszme Insaomiie
namsinzideyalfadddmssan  wosauedeyalaeldmada ldus aid
fovny unzAuntis mataszduamuAasiy wiaiiu s szdy 18ud wolnnnfiga welunn
wolothunane aasdfudye wazaasdfuilijann  TashmsaevawdunlduSmsvenis
t ] o a da ot [ u’: -: ¥
5o ursdsemelng vurusosufiesuasisnnaniilidesInd Sruawiadu 200 59 wuh

1 ' = < =
Aneuuuuasuowdmlugilumands fovas 605 sosawuihuwne Jovas 395 fiony
25 — 34 1 ouny 32.5 T0dawteny 35 - 44 1l Fewnz 25.0 uozeny 15241 fevay 17.0
p1sniuswmvsesgimmie fevaz 375 sesmandluminaugsivensu Jesaz 27.0
a0 o 9 1 1 ar = s g

uaslsznougsnadauda fovaz 19.0 drlngfisedumstinuliyanei fevaves.o sesas
an sedumsAnpganinSyaned fovaz 215 uazeylSygmieys. Jevas 8.0 swldde

Aounnsmnanndigaiiswld 10,001 — 20,000 wm Fevara0.s sesmailseld 30,001 v

—

&

314 $ovaz 17.5 uazilsnwld 5,001 - 10,000 v fovas 165
dmfvanuiadiuvesfreunuvaouniudems Iuimsludusi 9 venssa’ld

uretszmelng wuh viamsdwdanfiegluseduneledunane ldud mslfuiaisees

winefigoit anvazeausnueoidl uazaeiuaiovesanil unzszdunsUTuiye

T8uA anuazernussneIguI luS MM



yimsauniummzaulunsiaminuaauausosgluszduwealathunars 1dun
AU ZANVDINTININIT0B0ANNTOLT MY ANUMHEAUYDIRITIIAITOBBNIIN
aolingunnd LagANMIEANYBWITRRAsanIAningaNNY
= ¥ :; (] as 9 ] o = :,
smsdmdrsaegluszduwelothunan laun anudaeuvessisaz@ealuda
) Y 4+ r Fl +
anuazanTumsmideinzassianl uazanuasanlumsmaetazeadanndiuny
§midte wazszauasiliinlge laun msuimsfiunienlaouds
Uimsduanuassrenmususatenvingatieglussdunelothunans uay
ANuATIABNABILIUsabsrarliimnseglussAualsfinige
=Y 9 Qs 1 ar 9/ 4 .7
yinsdudrvalavasegluszauneloahmnans Taua ssuunlfuemn anwueazen
o ¢'| qr Qs ar 9 1
wosgUnsaliniosueu wazammeiisnlasas ussszduadsdiulye Taun anmezeraves
wosganlusnlaeas
a 9f as =] ] or ¥ o 1
vimsdmdsadssagluszduneloahunars ldun anwazeralumsudame
YOINT HagANENMUBILTnT wasseAundsUiudye 1Aun sarAvesetmns uazsim
d_ 4
PIMITIRIATBIAL
vinmsamnmljidauvesminauuuse leglussduwelolunas 1dun anw
] o ey 1 3/ ﬂ' ] :’ ,:f 3 T -
gowlumaussme anusvdaseudenii uasanuithludsieriumiedlavas
uimsaumsinuanuilaeadvvesdisieso Ieglusedunelothunare 1dud
) 9 q: -; Y ' A gk o
anugamisouioslumsyan  anuihihlsdodesumiedlavens  uazmisshvinny
apasylumsdun
¥
Y 1 = '
wenunildaeunuvaeunuiinnufauinmsduaiunsamavesnsse lurs
i Lo & L ar 1 =
szmainseglussiuneolothunae Fldun nsnelaewinnuee  msdaasunsne
. i @ o & v ted a o o
a3 Taiwan wasmslfinuasmsdsenduiug wasdulnglinnwfadiuinmdnycives
assa lduvalszmaing fiv Waeade uazazainawe udinizmduaue
dwmfvilamiddgdeiuuimsveamsse Mudalsemalng Tdua nilasmwns
3
aulliolaldlumsidumsundlasens msfpmanvazeraialuduanii dsalavans
ot [ 1 1 1 (=) ) B :: A
uazgilnseldne o danmlagens missnuiionlumsAunionlaeud uagsnemisniod
4 o r o g 1 o Ao & o ' 3
Augafiull Fesmemstadimiwiiswouwles Alafudunissuuse W lifiveawedanau
foanisvesd lagms msfananiznuemaasiesuse MuazuSnuaail anmluass

aoravosruiusa i uazany lumuzaulumsdamsnauduse



Independent Study Title The Opinion of Customers toward Services of the State Railway

of Thailand (Northern Line}: Case Study of Nakornping Special

Express

Author Miss Benjawan Nopbanjobsuk

M.B.A. Business Administration

Examining Committee Assistant Professor Orachorn Maneesong Chairman
Lecturer Orapin Santidhirakul Member
Lecturer Nantana Khamnuan ‘Member

Abstract

The purpose of this study was twofold: (1) to find out levels of customers’ satisfaction
with the services of the Nakornping Special Express of the State Railway of Thailand (Northern
Line) and (2) to determine problems encountered by users of the State Railway of Thailand
{Northern Line).

The data were analyzed and presented descriptively in terms of frequency value,
percentage value, and mean average. The data for this study were obtained from responses to a 5-
level questionnaire: most satisfied, much satisfied, satiéﬁed, need to be improved, and need to be
improved a great deal, elicited from 200 customers using the services of the State Railway of
Thailand at Chiang Mai Railway Station, 60.5 percent of which were female and 39.5 percent
were male. The age of the respondents ranged from 15 years up, with 32.5 percent between 25-34
years old, 25.0 percent between 35-44 years old, and 17.0 percent between 15-24 years old. The
occupations of the respondents were 37.5 percent employees of government or semi-government
sectors, 27.0 percent employees of private sectors, and 19.0 percent entrepreneurs. The
respondents’ levels of education were 63.0 percent bachelor’s degree holders, 21.5 percent holders
of higher than bachelor’s degree, and 8.0 percent diploma holders. The respondents’ income levels
were 40.0 percent in the 10,001-20,000 baht bracket, 17.5 percent in the 30,001 baht up bracket,
and 16.5 percent in the 5,0-00-10,000 baht bracket.

In term of general services provided by the State Railway of Thailand, it was found that

respondents were moderately satisfied with the station’s modemn facilities, cleanliness of the
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éompound, and the staff services, but were not satisfied with the sanitation conditions in the
station restrooms,

Regarding the service scheduling, it was found that respondents were moderately satisfied
with the convenience of the departing and arriving time at the Chiang Mai and the Bangkok
stations.

In terms of ticket pricing, it was shown that respondents were satisfied with the
information included in the ticket stubs, the convenience of ticket purchasing and booking both at
the station and from travel agencies but were not satisfied with the services involving ticket return
and exchange.

As for punctuality, it was revealed that respondents were moderately satisfied the
departure times but were not satisfied with the arrival times.

Concerning the passenger cars, the respondents indicated that they were moderately
satisfied with the general conditions of the cars, the air-conditioning, and the cleanliness of the
sleeping linen but were not satisfied with the sanitation conditions in the car restrooms.

Concering the dining cars, the respondents indicated that they were moderately satisfied
with the waitpersons’ appearance and courtesy but were not satisfied with the quality and price of
food and beverages.

About the train personnel, it was found that respondents were moderately satisfied with
their appearance, responsibility, and helpfulness.

On the aspect of the train police, it was found that respondents were moderately satisfied
with their manners, helpfulness, and performance.

In terms of the marketing promotion of the State Railway of Thailand, it was revealed that
respondents were moderately satisfied with the performance of sales agencies, advertisements,
public relations, and the positive image regarding safety and comfort but were not satisfied with
punctuality.

It was concluded that respondents were most dissatisfied with such factors as the
personnel’s lack of attention to passengers, the cleanliness of the stations and the train facilities,
fare rates, excessive charge fees for ticket exchange and return, over-priced food and beverages,
inadequate channels of ticket purchasing, insufficient storage space on board, air and noise
pollution on board and around the stations, unreliable departure and arrival times, and the

inflexible operating schedule.



