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ABSTRACT

This research aims to study 1) the frequency of use of the Khlong Saen Saep passenger boat service
by users in Bangkok, both overall and classified by demographic factors, 2) the importance of marketing
mix factors and service quality factors, and 3) the correlations between marketing mix factors, service
quality factors, and the frequency of use of the Khlong Saen Saep passenger boat service. This research
used quantitative research. The sample was 400 users of the Khlong Saen Saep passenger boat service.
Collecting data using a questionnaire. It was non-probability sampling - convenience sampling method. The
statistics used in data analysis were Percentage, Frequency, Mean and Standard Deviation. The hypothesis
was tested using t-test statistics, One-way ANOVA and Partial Correlation, significantly at .05 level. The
results found that 1) the overall frequency of use of the Khlong Saen Saep passenger boat service by users
in Bangkok was at the very low level, gender, marital status and monthly income the frequency of use of
the Khlong Saen Saep passenger boat service were not differences, but age, education level, and occupation
the frequency of use of the Khlong Saen Saep passenger boat service were differences 2) the importance of
marketing mix factors and service quality factors, specifically price, product, and reliability, were rated
relatively high, these were personnel, service process, responsiveness to needs, and customer confidence,
were rated at a moderate level and 3) Personnel and reliability had negative correlations with the frequency
of use at the lowest level, customer confidence had positive correlations at the lowest level with the
frequency of use, statistically significant at the .05 level, but product, price, process, and responsiveness
showed no correlations with the frequency of use of the Khlong Saen Saep passenger boat service. The
recommendations, the company should develop service personnel on the boat and security staff at the pier

to enhance service quality and ensure user confidence.

Keywords: Factors influencing service use, Service use, Khlong Saen Saep passenger boat
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