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Abstract

This research has ve objectives to; i) study customers’ perceptions and expectations
toward service quality of public minibus in Eastern of Thailand, ii) compare between cus-
tomers. perceptions and expectations toward service quality of public minibus in Eastern of
Thailand, iii) compare service quality of public minibus in Eastern of Thailand among career,
revenue, and used frequency groups, iv) analyze factors that affect to customers  satisfaction
toward service quality of public minibus in Eastern of Thailand and v) develop the guidelines

for improving service quality of public minibus in Eastern of Thailand.

This research is of a mixed design. It utilises four hundred public mini bus passengers,
who daily use the van service in the Eastern of Thailand, for the quantitative research sample
and ve stakeholders in the public mini bus business as the sample for the qualitative research.
As a combined methodology of two research tools are deployed; a) an evaluation questionnaire

(quantitative research); and b) an in-depth interview (qualitative research).

The study results reveal a majority of the sample are female, in the 20-24 age, single,
undergraduate students, with a frequency of public mini bus usage of 3-4 times per week.
The item which has the biggest gap between customers. perceptions and expectations toward
overview service quality is security control regulations. Customers have less satisfaction about
the security at public mini bus stops, the courtesy of the drivers, the sincerity of the service
provided by the staff and the reliability and implementation of the regulations on the two an-
nual check-ups on public mini buses. The results showed that every dimension is signicant in

. 2 . . . .
the comparison of customers perceptions and expectations toward service quality. Furthermore,



R 7 a0UR 1 (unswAu - Dnuieu 2558)
10 Volume 7 Number 1 (January - June 2015)

sans ssMmUSAAU
Business Review

we found signicance in career, revenue and used frequency with the exception of customers’
expectation difference. Factors of customers’ perceptions and expectations towards overall
service quality affected overall satisfaction, with the exception of security control regulations
perception and reliability expectation. The result from multiple regression analysis found that
there were ve factors of customers perceptions (tangible, responsiveness, trust, reliability,
and customer approach), and there were 5 factors of customers’ expectations (responsiveness,
security control regulations, trust, customer approach, and tangible) and these affected overall
satisfaction signicantly at 0.05. The relationships among independent variables are explained

in dependent variables’ variance at 62.2%.

The guidelines for public mini bus service development from the in-depth interview,
found that transportation governors, public mini bus service providers and passengers presented
contrasting opinions. For example, transportation governors suggested that service providers
should accept and cooperate well when transportation staff check illegal public mini bus on
the road. However, service providers were dissatised because the slow monitoring system on
the road resulted in them being able to earn less income. Customers did not like the monitor-
ing system either as they were more concerned with completing their trip, getting to or from
work and consequentially viewed the system as wasting their time. Additionally, passengers
held the view that illegal service providers know how to avoid being arrested by the police or
that they engaged in corrupt practices with transportation governors to successfully avoid the

monitoring system.

Keywords : Service Quality, Perception, Expectation, and Satisfaction
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