UNfaed

168857

d' = .é =1 yq ¥ a A ¢ o A A =1 -1

FOMAUNUSD : ANUNIND lavead lvuTmaniseguinsmsimentaase :
Anuinsaimsnuneuralsamalne

A yva a a o o

vorje : UNANIAINT  Waaiaa

d‘ - ar = s .4

¥orf3qyan : Aatlmaasuritiung (Wauideny)

Unsfnmn : 2548

< S Saw s A A e o > vq ¥
ﬂ"liﬁﬂ}:l'lﬂiqun’.)ﬁﬂﬂﬁgﬁﬂﬂ 3 ﬂizﬂ’li o 1)lWﬂﬂﬂB’]ﬁzﬂ‘Uﬂ')’IUWQWE)%HI@QE‘I“B

L]

I'4

a Aty a o < ] a ' 4 o A
ysmsifineguduimsimoutaass msnansuuralszmalneg  2) ivednwiledediiing
J = yq ¥ a et Jd A a a -1 o a v
apanunanelavesdldusnmisitidegudusnisifendadss  msmanabuvalszmane
) a 2 P2y 4 ) s b
3) sdAnuanuAamuuazdomuonuzvedldusms  mohwnliulysmsidusmsdm
1 o a - a [~ o a 1 Yy [ ¥ 3/
A1 9 vasguiuImsiAsadamse msnumasualszmding  Taeldismsquaiedied
a P ~ { o o a ] o
1FuSmsfigudSmsidondaass msmelmsudalszmalne $uou 297 519 1dnwy
d'l & 9 QAAS‘ 9/ U vy U d‘ [] d'
asvomilunseatiolumssiusaudoya addanldlaun adosar Awnde dyudoauuu
&4 o 7y = Yo o
WIASFI t-test 1AZ F-test MDANTIZHVOYA wamsdAnyt a1 1Adail
v @ ] - 9 o 2 dyl lﬂ =Y 1 a4 aA )
ngudeg i dhmstnnitidinadumare  Tewgsznin 25357 Hswla
v A \J =) < ar =3 -~ = =
ADIABUIZTHIN 12,001-15,000 1 UmsenuluszavlSaes aowmnlaa To1dw
s K [V -4 a Y a o' 3 = [] P Iy a
WuminauuSim / Sudn lszeznailduSmsdnn 15 ni - Frnafinlsusmsidu
] o s A 3 v a a )
i aqilszasniedegileowuni Mszeznarlums@unanlgusos 15-30 wif

¥
nazneaaas 1FUINMsT Y 2 A

s =2 Y a R you d a A A =1 o =y [
szauanuiane liwewdldusnishlideguivimsnifontamds  MInanieLuns
1 1w ' 3 a o A a <

Uszmalne wud nqudedidinnuianeledens Ifusmsvesguininmsii@euiamse

) o 4 = Y ta o = Yy Yy gy

ogluszdvihunany  envnsanswin  wunlszauanumanelalududminngld

a = Ay =q ¥ a ¥ a g ¥

VINIPINGA  5930NAMUADIUN NSNS AIUTSULMIUIMS  ATUNTZUIUNIS N
UIMS  wazAIUsZez M IUMSAIIUNISUIMS awd1Ay

nansnagsuduuAg wun Hedenlinadennuianelvvesdldusnmsniinegud

= - a - o 9 aa ] 3 a 1 PRy 9 o 'Y
usmsidoataass  laun  szeznandadeldusms  wanainléuims  Jag

[ Ty .
' ﬂi&'ﬁﬂﬂ(‘ﬂﬂ'lﬁﬂﬂﬂ s:ﬂznaﬂumsmumm1'1‘1’1’1Jsms llﬁ%ﬁ]ﬂ')ﬂﬂ%ﬂﬂlﬂﬂuﬂ%ﬂ?ﬂﬁ



168857

- @AY e 1 ) Ao a ~ < ] v
Tuvnziihioi hilinadennuiianelevesfliusmshlireguiusnsiidontiaads  1dun
A 01y 31014 STAUMSANYY aDUMNANIT waTeITN

YoIaHONUZSINMIFANY

. ¥ 1 1

1. AUSZTUUMSUINS  AdsARdunsounutudseainsnauldegoimsifeaiy

¢ a A a -1 -1 9/ le a Y 9 A a s - [
gquinsmsifeudiadss  wiownnsdsulyud lvldszvumsmududiseainsniaiu
14
finnwsiasumniuniuay
9/ Y a ] [y ag a Y 9 14

2. AUNSTUIUNMINSIHTMS  arstimsdSuaaduasumsusms Iniesas wiey
& - 2 v @ - > v a ¥ q ¥
naarsimamumsdsemnduius lumsuensiwazidvanaztuaoulumsivuinm vy 1y

] 1 d
USMINT ALY
Y ¥ ¥ digy a a A Y 9 dq Y a ' Y o Y

3. A mhadlduims - mstimsmudmdhn lifsameaensTiusms  wisw
> = Y W o w Yo ¥ ¥ aA a a wa Vet
mnsimsineusy  aheviguaziidels  IdsudmihmmeimsiUfiiaaues Tatilss

¥
ansnmgadu
Y a 3 = a g o - a =] = 1 g4 a

4. Auaouiiusms  mstiuguivsmsiRendadis ldawemsanunutu
J 9 3 s i 9 = w 9Yq Y a v
A13 9 WiBUNIAIIRAD NN IHNEaNaNUAlFUTMsAIe

] Ed

5. dwszeznalumsdutiunisuims  asveenantlaldnimsinuiuningy

¥ . ¥ »
wHoushimsiimsudwazlsznduiusszoznarlums oS msudazduaouimiveulvn

33 ¥ o v
A1FUTMINIILAIY



ABSTRACT

168857

Title of Research Paper: Customer Satisfaction on One Stop Service:
A Case Study of the Expressway and Rapid

Transit Authority of Thailand

Author - : Miss Sawitri Pulsawat
Degree : Master of Arts (Social Development)
Year : 2005

The aims of this study are 1) to study the level of customer’s satisfaction towards the service
provided by the One Stop Service, Expressway and Rapid Authority of Thailand 2) to study the
factors affecting the customer’s satisfaction towards the service provided by the One Stop
Service 3) to study comments and suggestions of the One Stop Service’s customer for further
improvement of various services. The sample group was 297 customers of the One Stop Service.
The data were collected by using questionnaires and analyzed by using statistics: percentage, mean,
standard deviation, t-test, and F-test.

For the personal information, the findings reveal that most samplings were single males, aged
between 25-35, graduating in Bachelor degree, working for private company, and earning 12,000-
15,000 baht as income. They took 15 minutes or less for service time and took 15-30 minutes to reach
to the One Stop Service in order to buy coupon tickets mostly in the morning period.

Concerning to the level of customer’s satisfaction towards the service of the One Stop
Service, it is found that the samplings are satisfied with the service of the One Stop Service on
average level. By ranking in each service, they were satisfied with service provider the most and also
service place, service system, service process, and service time, respectively. '

The factors affecting the customer’s satisfaction towards the service provided by the One
Stop Service are service time, period of service time, type of service, travel time and frequency of

service use.



Recommendation for further study 1 6 8 8 5 7

1. For service system, the refill-TAG machine should be installed in the One Stop Service
‘and the system of refilling TAG should be improved.

2. For service process, the service procedure should be decreased. The customer should be
well informed about the process of service.

3. For service provider, the number of One Stop Service’s officers should be increased and
they should be developed in order to make their service more effectively and efficiency.

4. For service place, the One Stop Service should be located more at the toll plazas. The
customer’s car park should be provided.

5. For service time, the time for service should be increased and the customer should be

informed about certain time used in each process of service.



