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ABSTRACT

The purpose of this research were to study the comparison of an expectation and
satisfaction for Air-Conditioned Vans Service of Pho Thong Transport (1962) Company Limited .
For quality of service. The sample group of this research that were the students and workers
amount 360 persons. Data analysis the relation between an independent and dependent variables
by using mean value, standard deviation, t-test, F-test and Pearson’s correlation by determined the
statistical significant of 0.05.

The finding indicated that

1. §tudy the level of an expectation of the passenger for service the van found
that the most passenger have expected in side of reliability and assurance, the side of the
passenger have the mé;st expectation and have the least expectation that was take care, study the
level of the satisfaction for take service the van found that the most passenger have satisfaction in
side of certain, and responding to the customer . The side of the passenger have the most
expectation and the least expectation at medium level that was take care.

2. All in all the side of the passenger’s expectation to take service the van have
positive relation with the satisfaction. All in all the side of the passenger take service both of
feature, reliability and certain for responding to the customer, to take a reliability, take care at
statistical significant of 0.01.

3. The expectation and satisfaction all in all are at high level. When considered
in each side discover that the satisfaction have scores at high level but less than an expectation
meaning that this service must improve the various problems an occur with the most passenger

for good service to customers.
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