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The purposes of this research were to study evaluation of passenger services povided
by the personnel of The State Railway of Thailand to evaluate the passengers’ satisfaction with
their services, and to find out work problems and obstacles. The sample comprised two groups of
informants. Group one consisted of 127 -personnel providing services at the train station and 264
personnel providing services on the train. Group two included 240 passengers taking express,
rapid, ordinary trains. The research tools were questionnaires, and interviews. The statistics
employed to analyze the data were percentage, mean, and standard deviation.

The research results revealed that :

1. Evaluation of services at the station provided by the train personnel in overall and
each aspect was at a high level in the following respective aspects i.e., safety, services process,
providing convenience, and personnel.

2. Evaluation of on — train services provided by the personnel in overall and each
aspect was also at a high level in the following respective aspects i.e., personnel, safety, services
process, and providing convenience. ’

3. Having evaluated the passengers’ satisfaction with the personnel’s services, it was
found that their satisfaction with services was overall at a moderate level. Having considered each
type of service, it was also found that :

3.1 Their satisfaction with services at the station in overall and each aspect was at
a moderate level in the following respective aspects i.e., convenience at the station, selling ticket,

and clean station.

3.2 Their satisfaction with on — train services in overall and each aspect was also
at a moderate level in three respective aspect i.e., train staff, on — train convenience, and public
relation, and was at a low level in two aspects i.e., service quality, and clean train.

4. The problems and obstacles of providing services were as follows : unusable and
out-of-date equipment and tools, unpunctuality of train, slowness of train, work place improper

for working such as narrow and hot ticket distribution box with inadequate light.





