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In this study of the service quality of the Metropolitan Rapid Transit
Chaloem Ratchamongkhon Line, the researcher investigates views of service
quality of users in terms of the following: (1) the expectations of the quality
of service by selected service users; (2) the perception of service quality by
users; (3) the views of service quality as classified by reference to the
demographical characteristics of these users; (4) a comparison of expectations
and perceptions of service quality by these users; and (5) by means of an
extrapolation of Kano’s methods, ascertains the levels of satisfaction evinced

by the users examined.
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deviation, (2) relationship analysis by adopting an independent sample -test
and one-way ANOVA, (3) comparison of the scores of service quality and the
adoption of a paired sample #-test, and (4) information analysis by employing
Kano’s Methods.

The findings of this research are as follows:

1. In the overall picture, the expectations of the users of Metropolitan
MRT are high, especially in terms of the confidence in MRT service, which
obtained the highest average scores. On the other hand, the lowest average
scores of expectation belong to the image of MRT;

2. The perception of the users of Metropolitan MRT is high,
particularly in terms of reliability in MRT service, which possesses the
highest average scores. In contrast, their perception of the responsibility of
MRT service has the lowest average scores;

3. The expectations and the perceptions of Metropolitan MRT users are
different in various. It was found that the expectations of MRT users
regarding service are higher than their perceptions;

4. With regard to demographic classification, it was found that the
expectations and the perceptions of the MRT users in all demographic groups
are different in the sense that expectations about MRT service are higher than
perceptions. Therefore, it can be said that the MRT users in all demographic
groups perceive that the MRT service does not have sufficient quality.

Exceptionally, it was also found that the people who have their own business

(7)
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show no difference between their expectations and perceptions of the MRT
service;

5. After analyzing the quality of MRT service by adopting Kano’s
Methods, it was found that nice and clean costume of the MRT officers
significantly contributes to increasing satisfaction among the MRT users. On
the other hand, the system for checking personal belongings of the MRT users
has the lowest satisfaction. Moreover, the cleaning service inside MRT can
result in the lowest satisfaction if it is not well-managed. Similarly, the
satisfaction of the shops operating inside MRT stations can reach the lowest

rate if this kind of service is not properly provided.

(®)
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