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Abstract

The objectives of this research were (1) to investigate the customers’ satisfaction towards
BTS Skytrain services in Bangkok Metropolitan Region and (2) to study the customers’ expectation,
service quality, attitudes and royalty affecting satisfaction towards BTS Skytrain services in Bangkok
Metropolitan Region. Non-probability Sampling and Convenience Sampling were used in collecting
sample groups. The instrument used in this research was Online Questionnaire using closed-ended
questions which the reliability was already measured for collecting data from 400 respondents. The
sample population was comprised of the customers using BTS Skytrain services in Bangkok
Metropolitan Region. The statistics for analyzing data were descriptive statistics (1) personal factors as
a qualitative variable using percentage and frequency and (2) factors affecting satisfactions towards
BTS Skytrain services and satisfactions towards the stated services as a quantitative variable using
mean and standard deviation: S.D. Inferential Statistics consisted of t-test, One-way ANOVA and

Multiple Regression Analysis.

The findings revealed that the customers’ satisfaction towards BTS Skytrain services in
Bangkok Metropolitan Region having different age, marital status, education, career, the period of time,

frequency, duration of using the services and average expenses would have different satisfaction



towards BTS Skytrain services. The factor of customers’ expectation and royalty to the services totally
affected towards services. The factor of service quality and customers’ attitudes had no effect on

satisfaction towards BTS Skytrain services.

Keywords: Factors Affecting Satisfaction: Satisfaction towards BTS Skytrain services in Bangkok

Metropolitan Region
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