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ABSTRACT

This independent study élimcd to study customer satisfaction towards air
conditioned bus services of Bangkok Mass Transit Authority. Data were collected via
questionnairés from 400 passengers of BMTA air condition bHS' Quota sampling technique was
applied to collect data from 8 BMTA zones equally. Data were statistically Vanalyzed by
frequency, percentage, and mean. /

From the study, it was found - that the majority of customers were female, 21-30
years old, university student, education at bachelor degree. They used air conditioned bus services
during rush hours : 06.01 — 08.00 and 17.01 — 19.00. Their journey was completely in bus line.

The study revealed that the majority of custoxﬁers rated their satisfaction towards
BMTA air conditioned bus services at a medium level on every element 6f service quality, i.e
tangibles, reliability, responsiveness, assurance, and empathy. BMTA should maintain its sevice
quality and improve some aspects as follows. Increase the number of the sufficient air
conditioned bus; renovate the bus condmon and cleanliness; clearness of routing sign-boards;
safety; air conditioning system; comfortable seats and other accessories inside the bus;

environmental friendly; pollution reduction; announcement of major destination before arrivals;



services consistences; emphaty and convenient services; enhance the services capabilities; and

provide good human relations to the customers.



