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The study was conducted for the following objectives : 1) to find out the degree
of Bangkokians' satisfaction with the service of BTS electric trains; 2) to reveal the
factors affecting their satisfaction ; and 3) to learn their suggestions on improving the

service of the Bangkok Mass Transportation System (Public) Company.

Quota sampling was used to select the sample of 300 Bangkok people who
used BTS electric trains during September 1 - 7, 2004. A Questionnaire was employed

as the research instrument.  Percentage, mean, standard deviation, t-test and F-test

were used for data analyses.
The findings were summarized below.

1. More than two thirds of the samples were female. They were 31-40 years old
and had a Bachelor's degree. About two thirds were single. The majority were
"Jc'ompah’y/bank employees and earned a salary of higher than 25,000 baht a month.
They had lived in Bangkok for more than 10 years. Most used the BTS electric train
service 1-3 times a month to go to work and to study. More than one third received the

related information form television.

2. As a whole, the samples were satisfied with the service at a moderate level.

All the four dimensions of satisfaction were found to be moderately satisfactory. There
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dimensions were the service system, the service procedures, the service staff and the
service place, respectively.
3. The only factor that a significantly influenced their service satisfaction was

education. Other were found to have no influence on their service satisfaction.

Recommeandations

1. The route should be expanded to cover all the areas in Bangkok and nearby
provinces.

2. The ticket fares should be reduced to meet with the cost of living.

3. More statioris should be established and the stations should be close tc the
BMTA bus stops.

4. The condition of the shuttle buses must be improved and the route should
also be expanded.

5. Escalators and elevators for the handicapped should be available in all the
stations.

6. Park and Ride Service should be available in all the stations.

7. More buses should be released during rush hours.

8. There should be improvement in cleanliness of all electric trains.

9. For clearness, the microphone should be turned on before the name of the
station is announced.

10. The officers at the station should take good car of the passengers and use

polite words.





