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Abstract

The purpose of this research, the quality of services affecting the satisfaction towards the
Bangkok Mass Transit Authority Public Transportation in Bangkok, Thailand, is to study quality of
services comparing to the customer satisfaction based on demography.. The participants’ target of
this research is the group of people who uses Bangkok Mass Transit Authority Public Transportation
in Bangkok, Thailand with the group of example, 400 people. The statistics tools used in this re-
search are Percentage, Mean, Standard deviation, t-test, One -Way ANOVA, Multiple Linear Regres-
sion The research found that the difference of demographics’ factor such as gender, level of
education, occupation, could lead to the difference in term of customer’s satisfaction level for
people using the Bangkok Mass Transit Authority public transportation by 0.05 in statistic signifi-
cantly. While the quality of services in term of Reliability, KYC (Know Your Customer) and Meeting
customer expectation not being the key factors. Therefore, Bangkok Mass Transit Authority should
concern on the accuracy as well as Employee Development (Human Resources Development),
including the call center services in order to improve reliability and handle on customer complaint

efficiently, leading to meet the customer expectation.

Keywords: Quality of services, Public transportation, Bangkok Mass Transit Authority
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