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Minor Thesis Title Service Quality of Public Buses: A Case Study on Service Quality of

Narathiwas Public Buses

Author Mr. Adul Hayeesa
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Academic Year 2010

ABSTRACT

The study of “Service Quality of Public Buses: A Case Study on Service Quality

of Narathiwas Public Buses” was aimed to study the service quality of Narathiwas public busses
on various 4 aspects i.e. fares, personnel, administration and management inside a bus station and
buses’ conditions in order to compare some opinions about the service quality of Narathiwas
public busses. Moreover personal factors, bus taking behaviors in overview and earnings were
distinguished to collect some advisories and the service quality of Narathiwas public busses.
These were approached by exploiting passengers in Narathiwas province, group 3, all 7 lines,
totally 302 persons. A researcher and a data collecting assistant were used autonomous
interviewing. Data analysis was conducted by computerized program. Statistic was used to
analyze the data such as frequency, percentage, mean and standard deviation. The service quality
was compared by using t-test, F- test and Scheffe’s test.

Results of this study were shown that in overview the service quality of Narathiwas
public busses was in a medium level. When considering in each aspect was found that every
aspect had the service quality in a medium level. These aspects were in descending order as 1)
fares, 2) buses’ condition, 3) personnel and 4) administration and management inside a bus
station, respectively. Male and female had no different opinions on the service quality in
overview and individual aspect. The passengers, who had different education levels, had the
different opinions on the service quality. The passengers, who earned 3,001-6000 baht/month,
had more opinions than a group earning more than 12,000 baht/month. The passengers, who had

different careers, had the different opinions on the service quality.
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Reliability

RELITABILITY ANALYSIS - SCALE (ALPHA)

Item-total Statistics

Scale Scale  Corrected
Mean Variance  Item- Alpha
if Item if Item Total if Item

Deleted Deleted Correlation Deleted

C1 159.6667  951.3333 5914 9672
C2 159.4667  948.2575 5021 9675
C3 160.0000  961.8621 2299 .9686
C4 159.5333 939.2230 .6052 9671
(O8] 159.6333 961.2057 4760 9675
D1 159.7000  944.2862 .6110 9671
D2 159.8333 938.0747 .6182 9671
D3 159.8000  931.7517 7590 .9666
D4 159.7667  941.1506 .6015 9671
D5 159.7000  940.5621 7072 .9668
D6 159.4333 956.2540 4443 9676
D7 159.4667  932.1885 .6975 .9668
D8 159.4667  952.7402 .5362 9673
D9 159.5000  938.9483 1726 .9666
D10 159.9000  957.0586 4508 9676

D11 159.5667  959.7713 5132 9675



D12
D13
D14
D15
D16
El
E2
E3
E4
ES
E6
E7
E8
E9
E10
Ell
E12
E13
E14
E15
El6
E17
E18
E19

E20

159.6000
159.8000
160.2000
159.8667
159.7333
159.9000
160.0000
159.4667
160.0333
160.2333
159.5333
159.6333
159.6333
159.6667
159.7333
160.3000
160.0667
159.8333
160.1333
160.1000
160.2333
160.1667
160.3000
161.7000
160.5667

964.1103
936.0276
924.0276
946.8092
949.7885
931.8862
917.7931
932.5333
916.2402
924.8747
928.1195
925.5506
938.5161
941.8851
928.2713
922.7690
945.8575
920.2816
941.4299
922.9897
945.2195
946.0057
940.5621
968.7000
941.5644

3202
7140
.6912
5421
.5962

7504
7902
7929
.8006
7810
.8042
.8178
.7100
.6801

1575
.6920
4384
.8449
4987
7621
4558
4812
.5393
.1826
5348

9679
9667
9668
9673
9672

.9666
.9664
9665
.9663
.9664
.9664
9663
9668

.9669

.9665
9668
9678
9662
9676
.9665
9678
9676
9674
9684
9674

95



RELITABILITY ANALYSIS - SCALE (ALPHA)

Item-total Statistics

Scale Scale  Corrected
Mean Variance  Item- Alpha
if Item if Item Total if Item

Deleted Deleted Correlation Deleted

F1 159.6667  942.7126 .6120 9671
F2 159.5333 952.7402 5615 9673
F3 159.5667  942.0471 .6473 9670
F4 160.0000  948.0000 5509 9673
F5 159.8000  930.9241 .8006 .9664
F6 159.4667  956.1195 .5295 9674
F7 159.5000  961.9828 3931 9677
F8 159.7333 955.5126 5434 9673
F9 159.7667  951.8402 5048 9674

Reliability Coefficients

N of Cases= 30.0 N of Items = 50

Alpha= 9678



wAa Y A
sz Iy
A 7 =
¥o ana U1B0AAd NIy
stialsehdnininmn 5210521619
) =S
FMSANYN
- A o
9 ¥oaroiu
UAMAATUUNA PUIINGIAYTINA N

MUz a! NN

UNIPIMIVUAIFINYNT ANINNUVUAI TINTAUIITNA

= d‘ o < =
ndusSamsanmn

2539

97



