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Abstract

A study of satisfaction of the public van service for residents of Bangkok and Metropolitan,
the objectives were 1) to study the level of satisfaction of the public van service for residents
of Bangkok and Metropolitan classify by demographic factors 2) to compare the level of
satisfaction of service quality factors 3) to study the correlation between service quality
factors and the level of satisfaction. The questionnaires (SD - scale, score 0-10) were used
for selecting data. 400 samples were selected by Non-Probability Sampling, convenience
sampling. The statistics used for analysis were percentage, mean, standard deviation,

independent sample (t-test), One-Way ANOVA F-test, and Partial correlation coefficient.

The results showed the level of satisfaction by overall of the population was

relatively low, the group of age more than 60 years had the mean less than the other groups,



the group of average income more than 50,000 baht per month had the mean more than
the other groups, the population was female more than male, the majority of population
were age less than 30 years, the occupation were student and employee of private company,
the education were undergraduate, the average income were less than 20,000 baht per
month, found that the gender and education level were different, the level of satisfaction
were different, , occupation and average income per month level were different, the level

of satisfaction were not different.

Found that the service quality factors had relatively low score, the customer
empathy factors had more score than other factors and the customer assurance factor had
lower score than other factors. Found that the service quality and the tangible factor had
no relationship with satisfaction, but the reliability, the responsiveness, the assurance, the
empathy factors had relationship with satisfaction in the same direction, and the level of

satisfaction was low to lowest level.
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