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Thosaporn Traikiatphum. (2014). Perception, Services Quality and Consumers’ Behavioral
Trend Toward The Happy Family Project with The Bangkok Mass Transit Authority
Service. Master's project, M.B.A. (Management). Bangkok: Graduate School,

Srinakarinwirot University. Project Advisor: Asso. Prof. Supada Sirikudta.

This research aimed to study perception and service quality that affected
consumers’ behavioral trend towards “The Happy Family Project with The Bangkok Mass
Transit Authority Service”. The study included demographic consisting of gender, age,
marital status, education level, occupation, and average monthly income; perception on
information from various medias such as mass media, personal media, as well as
specialized media; and service quality such as tangibles, reliability, prompt responsiveness,
assurance and empathy that affected consumers’ behavioral trend on the participation of
“The Happy Family Project with The Bangkok Mass Transit Authority Service” in Bangkok
metropolis. Sample size was 400 consumers participated in “The Happy Family Project with
The Bangkok Mass Transit Authority Service”. The methodology of this research was
questionnaire. The statistical package for social science was utilized to analyze statistical
data. The statistics for data analysis were percentage, mean and standard deviation; while,
the statistics for hypotheses testing were t-test, one-way analysis of variance, least
significant difference (LSD), and Pearson product moment correlation coefficient.

The results were stated as follows:

Most participating consumers in “The Happy Family Project with The Bangkok
Mass Transit Authority Service” were over 55 years old, being widow/divorce, having their
own businesses, and earning average monthly income between Baht 29,000 and 38,999.

The consumers had perception on information of “The Happy Family Project with
The Bangkok Mass Transit Authority Service” from various media types such as personal
media, specialized media and mass media at the moderate levels in all categories.

The consumers’ satisfaction towards “The Happy Family Project with The Bangkok
Mass Transit Authority Service” in category of tangibles, reliability, prompt responsiveness,
assurance and empathy were at the good levels in all categories.

Consumers tended to continue participating in the project at the highly likely
participating levels; to satisfy toward the project at the high levels; and to encourage others
to join this project at recommended levels.

Consumers with different demographic such as age, marital status, occupation,

and average monthly income influenced behavioral trend toward “The Happy Family Project



with The Bangkok Mass Transit Authority Service” differently with statistical significance of
0.05 levels.

Perception on information from various media types such as personal media and
specialized media had positively related to overall consumers’ behavioral trend towards
“The Happy Family Project with The Bangkok Mass Transit Authority Service” at the low
levels with statistical significance of 0.05 levels.

Service quality consisting of tangibles, reliability, prompt responsiveness,
assurance and empathy had positively related to overall consumers’ behavioral trend
towards “The Happy Family Project with The Bangkok Mass Transit Authority Service” at

the moderate levels with statistical significance of 0.05 levels.
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4.2 1nnnes

4.3 ganinfSygned

o
'
¥ A L

fo1 5 aniiw (uszaunsiadayadszinnuwutna@ (Nominal Scale) leiur
5.1 BNi3uw / AF6 / AN
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NWIBNNITDY
o A 3 J 1 o‘n:l' = A (3
3. thuuusaunufaduauadannadilinsiaaazeuanugndaduazye
dunzihlumsdivdpudloieliuuuseuniureaadasnugasnansuazaunigiuuad
WY

A

4. ﬁ’]“ﬁaLauaLLuzﬁ"L@T%'umﬂ%'uﬂga WUUROLONNNWUELTHEAHLTEITIEY LN

[

2
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ladnaarnvasd 1w ek Jash

ANBANHUSNNLNIN fdullseantaain 0797
Fuenuingade faullseantaaa  0.791
FmenuTaslunsaeuauas mandssinseann  0.742
dmanudagwlinle faullseanseain 0775
Munsinadalaa 098NA" faulseantaann  0.893

6. ﬁnLLuuaaummﬂ'uam&smwlﬂlfaaumuﬁ'umjuéhaﬂ"m
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X 878 @ifmzl,l,uumﬁﬂmaomjwﬁmﬂ'w
n LN mmmaamiwéhaﬂ"m
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LLamd”aﬁmmmL%aﬁ"ugo gmé’aﬁt
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e wnw AENLIEENT BaseNuLTo

K N IWIBADN
COMVariance unu snadsrasanaudsimuiiuszniadniaeg 9
variance W% FaasUIAulTLTIRTaIRNY



50

3. aAaflFlummeseusuyiziu
3.1 NAROUANNLANGNTZAIIA RTINS 2 ﬂ@:w I@ﬂsl%gm Independent
Samples t — test (Nag NATHTYI. 2544: 135) I@ﬂl"ﬁgmﬁaﬁlﬁa
Tuns@ifenanuudsdsmaasa 2 nguwriiu ( ST = 53 )
ol

(n, — 1].5?12 +(n, — 1}.5'22 }|: (m, + nz}}

(n,+n,-2)

mn,

Tafldf = (n, + n,—2)

et wnu fadianlgfansonlu t - distribution

p mLaﬁumjwﬁaamaﬁ 1

S unu @hmﬁumjué’mmaﬁ 2

S unu @hmmLLﬂsﬂnumaaﬂszumaomjué’aamoﬁ 1
2 unu @hmmLLﬂsﬂnumaoﬂ:LLuumaamjué’aamoﬁ 2

Ny WN mummaamjwﬁ'mfhaﬁ 1

N,  Wn mmmaamjwﬁuamaﬁ 2

A

Tunsdifdnanuudsdsausams 2 nguiviniu (57 # 57)

et N AaB AN TR TN t - distribution

LA @hmﬁlumjwﬁmmﬁ 1

o UNW @hmﬁumjwﬁmmﬁ 2

SZ 0 unw @hmmLLﬂsﬂnumaoﬂ:LLuumaamjué’aamoﬁ 1
5 unu @hmmLLﬂsﬂnumaaﬂ:LLuumaamjué’aamoﬁ 2

My WN mm@maamjwéﬁamaﬁ 1

N,  Wn mm@maamjwéﬁamaﬁ 2
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MSigy unw endszanmwesanuudsisiuszndnang

(Mean Square between Groups)

MSeyry wnu dndszinaesenuudsdnunslungs

(Mean Square within Groups)
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laufiasrdase (Degree of Freedom %38 df ) a9%

df = n-1
df(B) = k-1 (3zWINNGW)
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o 6
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Wa unu eadanlsnasmnl t — distribution
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(Mean Square within Groups) 193U Brown-Forsythe
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X; N ml,a‘té‘iumaaﬂ@:wﬁmﬂ'wﬁj
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. . Y 0/ o € i v A & a ] a A o o ¢ 1
Coeff|C|ent) lﬁﬂﬁﬂ’aﬁuauwuﬁmm@l’mﬂi 2 NI WIRIZEANURIDRIAMUFNNWDIZHING
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PX  UN% WATINUDIALU X

Yy UNU WATINVOIATUG Y
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YT uNk WaTIATUUWIA Y udazdoniaiaes

E Xy unn wammamagmim’m X ey ‘Ylﬂﬂ
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n LN ﬁ‘hmuﬂuﬂ%amjuﬁ’;amo
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1. 61 r 1 Juan waaei x uag y Aanusunusluian1aasenudng

2. @ riduuin ugasin xuazy Aanusunusluian1adaan

3.t r daudnlng 1 waneds x uaz y Sanusunusluianadeinwuacil

ANMNRUNWE NI WIZAUNIN
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4. tr e lng -1 wanedi x uae y Sanusunusluianmaasinudnauasd
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5. 01 r WAL 0 UEAII x LAz y T NURUABENYK

6. 01 r LNINK 0 UEAIIN x WAL y RauaNNUSIWiae
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(3.95) (3.80)  (3.74)  (4.15)  (3.96)
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