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Abstract
Research Title : The Satisfaction of BTS Skytrain users at Chong Nonsi Station
Researcher : Miss Juralak Khamkhanan
Degree 1 Master of Business Administration

Major S Marketing

(2 L QM Srobon

Advisor i tmg ..........................

The objectives of this research were: 1) to study the marketing mix factors affecting the
satisfaction of BTS Skytrain users at Chong Nonsi Station; 2) to study the satisfaction
characteristics of the BTS Skytrain users at Chong Nonsi Station. The samples used in this study
were 400 passengers who used BTS Chong Nonsi station, by using the Purposive Sampling
method. The data were collected by means of a questionnaire. The statistics used in analyzing
personal data were percentage and Arithmetic Mean. Standard Deviation was used to analyze the
satisfaction levels of BTS Skytrain users at Chong Nonsistation. Chi-Square statistic at 95%
confidence level was used to test the relationship between marketing mix factors that affects the
satisfaction of BTS Skytrain users at Chong Nonsi Station.

The results showed that most of the BTS Skytrain users in Chong Nonsi Station w:ere
female, single, aged between 21-30 years. The users were mostly undergraduate students working
at private company, with average monthly income between 10,001 - 20,000 baht. The number of
times that users use the BTS service was more than 6 times per week. The overall satisfaction
level of the BTS Skytrain users at Chong Nonsi Station were at a medium level. The BTS Skytrain

users at Chong Nonsi Station were most satisfied with the service process, which were



convenience in traveling, fast travelling time. and safety. There were staff available at all times to
render help and was easy and quick to report any incident: Followed by personnel’s
characteristics. such as friendliness of the staff, good human relations, and the numbers of
employees were sufficient to provide the service. The staff were knowledgeable and were able
recommend the service well. The staff was honest, sincere and was able to provide good advice
and help.The next characteristic is the physical aspects. such as the cleanliness of the trains and
the train stations, the security system on the station, and the adequacy of facilities such as toilets,
garbage cans, resting seats, signboards. and lights. In terms of goods and services, the numbers of
trains were sufficient, scats and handrails were appropriate. different types of tickets were
available. number of seats and the trains were sufficient for the users: Followed by marketing
promotion, such as advertisement. public relations and creating awarcness regarding the services.
sufficient marketing promotion and advertisement regarding the daily. weekly and monthly ticket
price. In terms of the ticket selling channels. such as convenience in buying travel tickets.
sufficient ticket counters and exchange points were easily accessible. convenient and quick. The
factor that has the least satisfaction level was the ticket price. namely the suitability of the ticket
price, the ticket issuance fee, and the suitability for the current economic situation. The hypothesis
test result showed that gender, age, marital status, education level, occupation, average monthly
income and the number of times the users used the BTS service affected the satisfaction level of
the BTS Skytrain users al Chong Nonsi station. In addition. it was found that marketing mix
factors. such as goods and services. ticket price. ticket selling channel. marketing promotion.
personnel. physical aspects, and service process affected the satisfaction level of the BTS Skytrain
users at Chong Nonéi Station.

Keywords:Factors. BTS Skytrain, Chong Nonsi
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