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Chatchadaporn Thongchay. (2008). Service Quality and Service Users’ Satisfaction towards
Services at Hua Lampong Railway Station. Master's Project, M.B.A. (Marketing.)
Bangkok: The Graduate School, Srinakharinwirot University.  Project Advisor:

Associate Professor Supada Sirikudta.

The research is aimed to study service users’ satisfaction towards marketing mix and
service users’ behavioral trend at Hua Lampong Railway Station. The study is conducted by
method of Survey research. Data gathering is completed through questionnaires. Sample
size of the research is based upon 400 service users who have used services at Hua
Lampong Railway Station. The SPSS for windows is utilized for data processing. Descriptive
statistics are brought to describe the character of sample group. The comparative of two
groups mean of independent variables by the t-test, the comparative of variance of more than
two groups means by one-way ANOVA, pair differences analyzed by using Least Significant
Difference (LSD) or Dunnett T3, and the correlation of two independent variables by Pearson
product moment correlation coefficient are applied as the statistical analysis tools.

The findings are as follows:

1. Demographic Data: Most service users are female, between 25 and 35 years of
age, holding bachelor degree, company employees, having average monthly income less
than 10,000 baht and between 10,001 and 20,000 baht, and single status.

2. Services Quality: The overall services quality at Hua Lampong Railway Station is
at moderate level. Considering by category in overall areas such as prompt services,
convenience, staff competency, safety, general conditions, and services, service users are
satisfied with the services quality at moderate level.

3. Satisfaction: Overall service users’ satisfaction towards marketing mix is at
neutral level. Considering by category in overall areas such as product, process, distribution
channel, marketing promotion and information providing, personal, price, and physical
evidence, service users are satisfied at neutral level.

4. Service Users’ Behavior towards Services at Hua Lampong Railway Station: Most
service users receive information from the station call center. The reason of service usage at
Hua Lampong Railway Station is low cost. Frequency of service usage in the past one year is

from the lowest usage at 1 time to the highest usage at 50 times. Service users trend to



revisit in the future at good level. Service users trend to recommend others to use the
services at the station at moderate level. Service users trend to tell others about the services
at the station at moderate level.

5. The difference in service users’ age influences the difference in service users’
behavior towards services at Hua Lampong Railway Station in category of frequency of
service usage in the past one year with statistical significantce at .05 levels.

6. The difference in service users' occupation and income influences the difference
in service users’ behavior towards services at Hua Lampong Railway Station in category of
frequency of service usage in the past one year with statistical significance at .01 level.

7. The correlation between service quality at Hua Lampong Railway Station and
service users’ behavior at Hua Lampong Railway Station is at low level in positive direction
with statistical significance at .01 level.

8. The correlation between service quality at Hua Lampong Railway Station and
service users’ behavior at Hua Lampong Railway Station in category of taking a short time for
each stop is at low level in positive direction with statistical significance at .01 level.

9. The correlation between service quality of Hua Lampong Railway Station and
service users’ behavior at Hua Lampong Railway Station in category of overall rapidness is at
low level in positive direction with statistical significance at .05 level.

10. The correlation between service users’ behavioral trend at Hua Lampong Railway
Station and service users’ behavior at Hua Lampong Railway Station in category of future
revisit is at moderate level in positive direction with statistical significance at .01 level.
Moreover, the correlation between service users’ behavioral trend at Hua Lampong Railway
Station and service users’ behavior at Hua Lampong Railway Station in category of
recommending others to use services is at moderate level in positive direction with statistical
significance at .01 level. Whereas the correlation between service users’ behavioral trend at
Hua Lampong Railway Station and service users’ behavior at Hua Lampong Railway Station
in category of telling others about the services of the station is at low level in negative

direction with statistical significance at .05 level.
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