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ABSTRACT

This research aims to determine customer perceptions, expectations and
satisfactions, and how these might impact upon the development of public mini bus service
quality in Eastern of Thailand. The sample comprises of: 1) passengers who use public mini
bus service daily; 2) public mini bus entrepreneurs; and 3) transportation governors. This
research is of a combined nature thereby utilizing two research tools: 1) an evaluation
questionnaire (quantitative research); and 2) an in-depth interview (qualitative research). The
study results reveals a majority of the sample are female, in the 20-24 age bracket, single,
undergraduate students, with a frequency of public mini bus usage at 3-4 times per week.
The most significant disparity between customer perceptions and expectation on service
quality (tangible, responsiveness, trust, reliability, customer approach, and security control
regulations) towards customer satisfactions is in the field of security control regulations.
Furthermore, looking at each item of service quality, the researcher found that customers
were worried by the following: 1) security at public mini bus stops; 2) willingness to help
passengers; 3) reliability and accuracy of service information; 4) service staff politeness; 5)
sincerity of drivers and service staff to help passengers; and 6) the checking and
maintenance system (at just 2 times a year for public mini buses). The overview result of
comparison between customer perceptions and customer expectation towards service
quality was that every criterion had differences. In addition, the researcher found that there

were differences of passenger perceptions and expectation amongst the career and service



usage frequency group, with the exception of the income group. The overview of outcomes
for customer perception and expectation factors influenced customer satisfaction, with the
exception of perception of security control regulation factor, and expectation of trust factor.
The solution for public mini bus quality service are: 1) customers should select public mini
bus which belongs to a company; 2) passengers should inform the governor of land
transportation about negative driver behavior; 3) customers should appreciate when they
see governor of land transportation detecting illegal service on the road; 4) public mini bus
service entrepreneurs should change and transform their business operation form from
proprietorship to a company; 5) public mini bus service providers should have effective
training courses about customer service for their staff; 6) service providers should define
public mini bus stops appropriately by selecting the spot which has its own lane from the
main road for traffic therefore avoiding traffic hazards; 7) entrepreneurs should care more
about van cleanliness and security; 8) companies should install GPS systems in their office,
control and every public mini bus for effective connection and communication between the
company and the department of land transportation; 9) department of land transportation
should install GPS system for every route that has public mini buses; 10) the department of
land transportation should produce labeled signs for service quality improvement for public
mini bus services; and 11) the department of land transportation should establish
cooperation for public mini bus services as that might reduce illegal public mini bus service

numbers and make it easier to control by the department of land transportation authority.

Keywords : Service Quality, Perception, Expectation, and Satisfaction
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