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ABSTRACT s
E 1217

Airport Rail Link (ARL) was launched by State Railways of Thailand to
connect between Suvarnabhumi airport and the city of Bangkok in June 2010. Many
problems have been caused from the train’s operation. Many complaints have been
published in the newspaper and the Internet. The aim of this thesis is to investigate
whether European tourists are satisfied or dissatisfied with the Airport Rail Link
service and find future solutions. The paper utilizes the m~del of SERVPREF that can
measure the actual performance based on the customer satisfaction. To better
understand the satisfaction of European tourists towards rail service, the research looks
into the previous research about the survey on passengers’ satisfaction with rail
service, which studied the European passengers travelled by rail service in European
countries. The study is based on a mixed methodology approach collected from 400
European Tourists when they received the service of Airport Rail Link and through in-
depth interviews with 5 employees who work at State Railways of Thailand Electrified
Train which operates the daily operation to Airport Rail Link. The finding suggests
that most European tourists were moderately satisfied with the service quality. By the
way, there are still some problems recognized by management such as frequency of
train, English skill and equipment. This research is useful for Airport Rail Link in
order to plan or use the finding to develop and raise the satisfaction levels of European

tourists and foreign tourists.



LIST OF CONTENTS

Chapter Page
I INPRODLC IO N N e O . ...eo... o e, T e 1
Rational for the Study.................... 1
Siatementiol ProblomE™ ... .. ......#% . S, . & are it . ;. 1
Objeglives offmesuidy &....%F ... 1. . e T4 2

Sdopes of the iy el .. ... 0. S8 9§ | 3

Die il BRG]y . W, AT SR T e . . TR Bl | 3

Hutiati ethiGEOHsidETations.. . & ... o gl ... 0 4 3

Préiclical sighllleanect s, . & v B oooooe.. M N & 4
Baclkgrouind, Thiofiaiibn. .. 5 .. ....... 590 e Sl St 4

I LITERATURE REVIEW ... . .
Ahianalu@ TR e S T S— o
Sl o aLELET Tl s S ——— o S
Factors influencing passengers choosing the transportation........
S A L O « R s s A O i

Expectation ........................

S O X 0 D

Word of mouth ... 1
I PIOVINEEERRIICC: ... . N . .. ... O . . . . (oosmanass 11
Previous research relating to rail service............................... 11

ConClUSION oo 15



LIST OF CONTENTS (CONT.)

Chapter Page
I RESEARCH METHODOLOGY .......ccoooiiiiiiiiiiiieie 16
Population and Sample....... .. oo s o vsesmsmmerss s oo onitbie s s S5 16

Daga Nequmehdusgs 8. 5% .. 9. ... 5. ... " Sl b s N 17
DatifSource S . . ..... ... .o, S . ... .. 51 17

Data Collection Techniques..............c...ooooiiii i, 18

Daisea dlE S .. ... . ST S S S ST 18

IV aRESUNAS. . SRl . ... 0 g et ., 20
RelfgbilifeStatisTEEREA. - Ml .. . _ o BB TR 20
Quantitative research............... 21

Qualitati verCoedreh, . . ....... oot oo ses oo huiiomadh . o - . 32

V CONCEUSLONS S o oceveen e oo 0 s el il s 37
ResearciMigtlings. ... . L N . Bt Nt | SR o 38

D iSCUSEION. s vv s o1 T 2 i BG5S e g nn i ae 40
Recommendations. ... 42

Limitation sfghestidiems.. . .. . .. . .. L — 43

Future ResEaieh. ..... .. . R e e e 44
REFERENCES. ...ttt e e 45
A NI R G e e ae 49

BIOGRAPH S, ... ... 0 oo . B o ...l S B B 35



LIST OF TABLES

Table Page
1 Reliabilitytat sl ... oo . . . ....c gt e a 20
2 European tourists’ gender..............oooo 2]
35 Toumsls’ goffete. . JUNNENN .. ... . T S ot N 22
& { Togilstsy mhariialGEines ... 8.... % ... L. .. T4 "  Th 7 22
51 Tagrists foconpatiinlii. ot 0B ..o AP ... B & 23
O Tetirisisie i . ..y . .. P S . il e ECEUR ) 24
/f Tournsisgcountrygimsy . B WS S L . L TR E 24
8| Leuriste™hse of ATHOIT RailJefic. ... % ... . L..... S5 . 25 . 23
9 1Service QUaliBAGT VIAIETIAL: . . . . .o afh - - <> Baadh oo B TE T R 4 s o e, 26

10 W Seruies Quality of Persomily. dia .5 & B SR B o cror i e 27
11 Seryiceg@iualig Gl FacilauiColl, " S waupaene " S ... i . s 28
12 Expiniente agd MlrCUEEISIion. .... . T .. ..., .. ettt obossnn s o 29
13 Mean and S.D. of Material of Airport rail Link (Gender).................... 30
14 Mean and S.D. of Personal of Airport rail Link (Gender)................... 51
15 Mean and S.D. of Facilities of Airport rail Link (Gender).................. 31
16 Mean and S.D. of experience and future decision (Gender)................. 32
17 Theme coding about frEqUENCY o mummsecx s - s s smmuis « s R 1 + 3+ xaics o 33
18 Theme coding about English language................................... ... 34
19 Theme ¢oding about The deld Aol traificesr,_ gter. B . .............. 34
20 Theme coding about lift.... SSEEEs. .... . BEREE......... 0 - 35
21 Theme coding about Train usage...............c.ccooiiiiiiiiiiiiiiiii i, 36



LIST OF FIGURES

Figures Page

1 Conceptual framework of study European Tourist

satisfaction towards Airport Rail Link in Thailand.................. 2
2 Satisfaction with ease of buying tickets.......................cooovi. 12
3 Satisfaction with provision of information about train schedules

and platforms................. D Qe W AR N 12
4 Satisfaction with respondents’ personal security in the station......... 13
5 Satisfaction with connections with other modes ot public

HanSPOTT. TEERE.. Nl . . . (W - o ccotleosios s 5 g TR = - + 4 owilbalh + <5 5 13
6

Satisfaction with quality of the facilities and services.................... 14





