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Quality of service has a direct impact on passenger satisfaction on the

Chao Phraya Express Boat in Bangkok
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Abstract

The objectives of this research were 1) to study the opinions of passengers on
the service quality of passenger boats on the Chao Phraya Express Boat in Bangkok 2) to
study the satisfaction of passenger boat passengers on the Chao Phraya Express Boat in
Bangkok 3) to study the influence of service quality on the satisfaction of passengers on
the Chao Phraya Express Boat in Bangkok.The sample group used in this research was
400 passengers on the Chao Phraya Express Boat. The research instrument was a
questionnaire and the data analysis was percentage, mean, standard deviation. Simple
regression statistic (enter) and multiple regression statistic (stepwise). The results showed
that the overall opinion towards the satisfaction of the service of the Chao Phraya
Express Boat was at a high level. When considering all aspects, it was found that it was
at a high level and opinions towards service quality as a whole, at a high level When
considering all aspects, it was found that it was at a high level and hypothesis testing, it
was found that the overall service quality affected the satisfaction of the Chao Phraya
Express Boat passengers with statistical significance at the 0.05 level and the service
quality in terms of the concreteness of the service Customer response Reliability And the
confidence of customers affects the satisfaction of passengers on the Chao Phraya
Express Boat statistically significant at the 0.05 level.
Keywords: Service Quality, Satisfaction, Chao Phraya Express Boat
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3. NINDUAUBIRBRNAN (responsive) (Equitable Service)

4. mslianuesiudegnAn (assurance) 2. M3 AUINToE1IULIAN
5. M33Inuazidnlagne (empathy) (Timely Service)
1u1: Parasuraman et al. (2013) 3. M3liusn1segaiieane
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4. psliudnmsetareiios
(Continuous Service)

5. NMSWUSA58819A1INN
(Progressive Service)

i Millet (2012)
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4. NMSNAARUANLRFIU
M19197 2 LEAINANITIATIEN Simple Regression Analysis Lian333d80UAMAINNNTIAUINNS

lngnmsiuiidanasionnuianelavedlagansisoniudmssen

fauUsdasy b SE,, B t Sig.
AT -0.488 | 0.118 - -4.148 0.000*
A liusmslagnngy 1.106 0.027 | 0.899 40.988* 0.000%

R?= 0.808, adjusted R’= 0.808, F = 1679.989, P < 0.05

91nA1 Adjusted R? = 0.808 a5u1el@an maufisnelavesdlagaisizesiudmszen 1u
nau1aInAunmNITiuInIslaennsin Andusesay 80.8 Mmdednesaz 19.2 Wuwaan
Uadpdunlalatuniiansan
a - v a = a ' = N
anuRgIun 1 aunmnistiuinislaenmsiuiinaduindeanuisnalavelagasse
AIULAINTZEN

PNAITIN 2 NANITIATILRNITONNYDY19918 (Simple Regression Analysis) wen il

aaa

Fiudnen Sig. = 0.000 Feilszdutfudifymeadafiszdu 0.05 nd1ni1 auamnsliuinngiag
amsfinadainderuienelavesflasansiFedaudmsze uazillefinsanddulszdns
TugUuuuAzuULIIRTEIL (Beta) WU Trwinty 0.899 dedugaininnsliuinistaenimsnd
HaLsuInsieALanelavelaga1siseIudmsse1 nandfe AMAINNISIIUSNSInen1nsIY

iR 1 mhgavdiasrenuienalavelagasisenIud N Wiy 0.899 il

a a L4 . . . P Y a A 1
A9 3 LEAAINANITILAIIEN Multiple Regression Analysis Lwaqmmwmﬂwmmswmwama

Anuianelavedlagasisenudmszen Tunsaunnamuns

fauds b SE, B t Sig.

ARl 0.296 0.090 - 3.276 0.001
aupulugusssuvesuing | 0429 | 0.038 0.467 | 11.259 |  0.000*
sumudetiolinslald 0.186 | 0.037 0176 | 4.996 |  0.000*
AUNSROUAUBIHEGNAN 0.141 | 0.039 0.156 | 3.637 0.000%
sumslvierudediusiogndn | 0173 | 0.038 0.192 | 4.550 0.000*
Auns3dnuaziinlagnen 0.027 | 0.020 0.026 | 1.351 0.177

R?= 0.856, adjusted R’= 0.855, F = 588.413, P < 0.05
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