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Abstract

Project Code : MRG6180052

Project Title : Developing Indicators for Evaluating Infrastructure and Service Quality
of City and Intercity Rail Transportation

Investigator : Assistant professor Dr. Sajjakaj Jomnonkwao
Suranaree University of Technology

E-mail Address : sajjakaj@g.sut.ac.th

Project Period : 24 months

Railways were first built in Thailand over 160 years ago in 1855; however, today,
there are considerable service quality problems. Some action needs to be taken to
improve city and intercity railway services to achieve satisfactory passenger satisfaction.
This research identified the factors affecting loyalty to the railway services, the results
from which could be a road map for the development of suitable, safe, secure railway
services. There are three part of this work as below.

Methodologies for determining the service quality of the intercity rail service
based on users’ perception and expectation, this study aimed to propose guidelines for
precise service quality (SQ) improvement for intercity rails in Thailand. Methods that
were widely used at the current time, namely, Cluster analysis (CA), Factor analysis
(FA) and Importance Performance Analysis (IPA) were applied in this research. These
three methods were analyzed based on gap analysis. 615 samples were surveyed from
train stations in six provinces covered all regions of the country. The study results found
that the sample group which was analyzed by CA and FA were four dimensions. In
overall, FA gave more slightly appropriate group forming. IPA was easy for results
translation and can be utilized for forming indicators groups which were strengths and
weaknesses of the services. Another straight of FA was the clear weighed comparisons
among each indicator. For the policy summary, the quality of the intercity rails which
should be rapidly improved were train car variables group. On the other hand, the
strength of the services was the services provided by staff.

Passenger loyalty model and related factors of intercity railway in Thailand,
structural equation modeling (SEM) was used to confirm. The results found that six

factors have effect on customer loyalty including perceived quality, perceived value,



customer satisfaction, trust, and perceived risk. Moreover, perceived quality model was
measured by 45 indicators that grouped in five factors including vehicles, crews,
services, information, and terminals.

Structural equation modeling to determine the passenger loyalty factors for urban
railway in Thailand, this part investigates the relationships of the indicators related to
satisfaction and passenger loyalty for urban railway in Thailand to determine factors
affecting service quality and passenger loyalty. The structural equation model was used
to analyze data and factors influencing service quality and passenger loyalty. After
measuring 36 indicators, 5 confirmed factors of perceived service quality are classified
as vehicle, staff, service, information, and station. Furthermore, the factors affecting
satisfaction and passenger loyalty for the urban railway in Thailand consist of perceived
service quality, trust, perceived value, cost switching, and the relationship with service
providers. The departments involved in the electric railway service in the urban area can

use the results of this research to develop their service strategies.

Keywords : Railway, Service Quality, Loyalty, Measurement Model, Structural Equation

Modeling
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