N15WTBUIgUNISTAUSNITVRIUTEN SEUVVUENIRIUNTIUNN AR (UNI1BW)
waTUTEN NAuLazTalNAINTuNN Afie (W)
Comparison of Customer Service Satisfaction between Bangkok Mass Transit System
Public Company Limited (BTS) and Bangkok Expressway and Metro Public Company
Limited (MRT)

wWin AnAtunisna waze. indind wassesseu

Pemika Kittinuntavorakul and Tibrat Sangrongrop

wingn I Tdin univerdeunnuiuanunesa

Master of Business Administration, Stamford International University
Received: September 10, 2018

Revised: September 16, 2019

Accepted: October 4, 2018

UNANYD
nmdelundell Hingusvasdifofnuninmuuansrsiuamuamlunsliiuimsvudeansisasidna
dearufianelaluuinisvesuitn szuvvudunavunsamw e Gunww) Alruinissalaihdiea (B8TS)
LazUTEn mssuuazsalniiingam $1da Wunvw) Alkuinssoliiiamiues (MRT) nguieensiildde f
Anglivinsuazdiaddivinssaluwinfoaazsalwiaumuasidundn nguiiogiaay 250 AL 32 500 Au
Tnglduuvaeuannduinieadlolun1sids adflumsiasziteya Wun milengiesduszneudsdinauas
mMsilszinisannesladainduuun nansidelunwsauwudi 7 2 Jedeiifienmuansdraiu fe (1) Jade
supuUasadelunislsiuins (Safety) Aldusnnsuesin nisliuinsvessalwiihumuasininsaladia 34
\oa i1 Beta = 0.276 uay (2) Jadefunuazainlunislifuinig (Convenience) fifldusnsuesin nnsls
Uinsvossalwihdfteadninsolyifinmuas fifn Beta = 0.219 wazilovmsiiaszsiutsuenamuinanas
o1gnud Fliuinisuesrineiilumaetads Tnefinnsliuinisvessaliiiamuasini nalasasy ansls
UinsvessalwihumunsivaneadeiidniinisliuinisvessaliinTfiea

Addny: Asunlunisliusnisvudansisae, mnuitanals, soludiea, solwilumiuas

ol . . . NTANTITIMINMINANENE BB AR WeT e
Uit 9 arfufl 3 trzanifieu Musau-SunaN 2562 | qidsaumansuazaysamans




Abstract

The purposes of this research were to study the differences in the influences of the quality of
services on customer satisfaction with the quality of public transportation services between Bangkok
Mass Transit System Public Company Limited, which is “BTS”, and Bangkok Expressway and Metro
Public Company Limited, which is “MRT” .The sample size used in the study were 250 respondents
per company or 500 respondents in total, who have used and who are currently using both BTS
and MRT services. The respondents answered questionnaires. Survey data were analyzed using an
Exploratory Factor Analysis and Binary Logistic Regression Analysis. The results revealed the overall
customer satisfaction factors between BTS and MRT were different in two key factors (1) for safety
factors, the results showed that the customers were more satisfied with the quality of the safety
services of the MRT than the BTS at 0.276 Beta (2) on the other hand, the convenience factor service
of the BTS was better than the MRT services at 0.219 Beta. When analyzing in terms of gender and
age, the result showed that the customers were satisfied with many different factors, with the MRT
service being better. In summary, the MRT service had an overall better satisfaction rating than the

BTS service.

Keywords: public transport service quality, satisfaction, BTS, MRT
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