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ABSTRACT TE135612

Title of Research Paper : Bangkok People’s Satisfaction with the Mass
Transportation System : A Case Study of Bangkok

Transit System (BTS.) Electric Trains

Author : Mr. Surin Indharadhawach
Degree : Master of Arts ( Social Development )
Year . 2002

The purposes of the study were 1) to find out Bangkok People’s
satisfaction with the service of BTS electric trains, 2) to identify the factors related to
their service satisfaction. The framework of the study included the background variables
(i.e., sex, age, education, and income) , the knowledge about BTS electric trains, and
experience in using the BTS electric trains service. All these were independent variables
studied. The dependent variable was satisfaction with the BTS electric train§ service in
terms of service, tickets and internal environment of the stations and in the trains.

A questionnaire was employed to collect the data from 200 people in
Bangkok who used the BTS electric trains service. They were selected by quota
sampling. Percentage, mean standard deviation, F-test and t-test were used for data
analysis.

The findings were summed up as follows :

1. Asawhole, the samples were found to be moderately satisfied with
the BTS electric trains service ( X = 3.77 outof3).

When the individual components of service satisfaction were considered,
the passengers were found to be very satisfied with the internal environment of the

stations and in the trains ( X = 3.88).
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2. Most of the samples (53.5%) were found to have a moderate
knowledge about the BTS electric trains service

3. Regarding experience in using the BTS electric trains service, the
samples used the service every day to go to and from work in the morning and in the
evening.

4. The factor found to be significantly related to the passengers’
satisfaction with the BTS electric trains service was the frequency of using the service.
That is, those who used the service 2-6 times a week were more satisfied with the service
than those who used the service not more than once a week. On the contrary, the
background variables, i.e., sex, age, education, income, general knowledge about the
BTS electric trains service were found to have no relationship with the service. Perhaps
because that BTS electric trains system was the only highly efficient mass transportation
system that provided service in Bangkok, different groups of people tended to be
satisfied with its service.

Recommendations

1) The BTS electric trains routes should be extended to residential areas
and roads where the traffic is heavy.

2) The train fee should be reduced in line with the current cost of living.

3) The park and ride should be available at all the train stations.

4) Elevators and escalators for the handicapped should be provided at all
the train stations.

5) The shuttle bus service should be extended to a larger area than at

present,
| 6) The stations should be located at the bus stops of the Bangkok Mass
Transit.

7) The privilege of monthly ticket holders should be publicized for sales
promotion.

8) The microphene should be turned on befere the announcement of the

station name in order to be clearly heard.



