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The Influence of Service Quality Expectation, Service Motivation, and Image of State
Railway of Thailand on Passengers’ Intention to use First Class Railway Service (84

Pp.)
Advisor: Krairoek Pinkaeo, Ph.D.

ABSTRACT

The objective of this research was to study service quality expectation,
service motivation, and image of State Railway of Thailand affecting passengers’
intention to use first class railway service. This research was a quantitative research
by usingsurvey method. The population of this study wasrailway service users. The
questionnaire was used to collect information from 200 users. Convenience sampling
was used as the sampling method. The statistics used for data analysis were
percentage, mean, standard deviation and multiple regression analysis.

The results of this research found that for service quality expectation,
responsiveness, assurance, and image were at high levels. In terms of service
motivation, emotion had higher mean score than reasoning. The hypothesis testing
showed that in terms of service quality expectation, responsiveness was the highest
factor influencing passengers’ intention to use first class railway service. It was
followed by, image of State Railway of Thailand, service, service quality expectation,
responsiveness, service motivation, emotion, and reasoning with statistical

significance level of .05, respectively.

Keywords: Service Quality Expectation, Corporate Image, Service Motivation, Intention

to use Service
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a s

(Inferential Statistics) Aa N15IATIIAANBELEINY (Multiple Regression Analysis) #9833

1 '
(% LY ] (% IS I

Enter Asgdutioddiynisadiffisefu.05 amanmslinmzsiteyatiiauedailiouiiazyiins
TaselagIsonneelan(Multiple regression analysis) #338AvnN153LAS 189
ANNFUNUSYDIIRUTBaTEMETENTIAT e RanduRus(Correlation)wuinfiwlsdase Ay
AanisluAuAINNITIUINT Amdnualvesn1ssaliuisUsewmalng wazusegdlalunis
Toiudnng laifdudsdasselafifianudiiudiau 0.80 dafudeyayaiannsailuinses

lngTBanneeidanyla

3371 4.22: AIBMSIAsiaMdLTUS(Correlation) seninafiuysdasy leun A
mavsluganmnnsliuimsiuanudususssu sumnuindedie sunis
povauss sunsaiisauiule sunisienlald amdnwaivesmssaluiums
Usewalng fuesdng mMuntinau munsuinig wazksegdlalunsliusnng

AIUDITUA LAZAURNG

CONALL | RELALL | ATTALL | COMALL | EMPALL | SERALL | EMOALL | REAALL | TRUCUT | RESCUT

Pearson Correlation 1 7397 | 6667 | 3647 | 428" | 4357 | 5777 | 584" | 7317 | .750™

CONALL Sig. (2-tailed) .000 | .000 .000 .000 | .000 .000 .000 .000 .000
N 200 200 200 200 200 200 200 200 200 200

Pearson Correlation | .739™ 1 7117 | 3497 | 4117 | 456”7 | 4757 | 5397 | 6757 | 7567

RELALL Sig. (2-tailed) .000 .000 .000 .000 | .000 .000 .000 .000 .000
N 200 200 200 200 200 200 200 200 200 200
Pearson Correlation | .666" | .711" 1 469" | .458™ | 526™ | 506" | 482" | 796 | .763”

ATTALL Sig. (2-tailed) .000 .000 .000 .000 | .000 .000 .000 .000 .000
N 200 200 200 200 200 200 200 200 200 200
Pearson Correlation | .364" | .349"™ | .469" 1 7147 | 7157 | 508 | 499" | .440™ | 433"

COMALL Sig. (2-tailed) .000 .000 | .000 .000 | .000 .000 .000 .000 .000
N 200 200 200 200 200 200 200 200 200 200
Pearson Correlation | 428" | 411" | 458" | .714™ 1 800" | 5357 | .639™ | 571" | .476”

EMPALL Sig. (2-tailed) .000 .000 | .000 .000 .000 .000 .000 .000 .000
N 200 200 200 200 200 200 200 200 200 200
Pearson Correlation | 435" | .456™ | .526™ | .715™ | .800™ 1 5757 | 565 | 592" | 5607

SERALL Sig. (2-tailed) .000 .000 | .000 .000 .000 .000 .000 .000 .000
N 200 200 200 200 200 200 200 200 200 200
Pearson Correlation | 577" | 475" | .506™ | .508™ | .535" | .575" 1 687" | 5377 | 593

EMOALL Sig. (2-tailed) .000 .000 | .000 .000 .000 | .000 .000 .000 .000
N 200 200 200 200 200 200 200 200 200 200
Pearson Correlation | .584™ | .539™ | .482™ | .499™ | .639™ | .565™ | .687" 1 655" | 5377

REAALL Sig. (2-tailed) .000 .000 | .000 .000 .000 | .000 .000 .000 .000
N 200 200 200 200 200 200 200 200 200 200
Pearson Correlation | 731" | .675" | .796™ | .440™ | .571"" | .592" | 537" | .655" 1 806"

TRUCUT Sig. (2-tailed) .000 .000 | .000 .000 .000 | .000 .000 .000 .000
N 200 200 200 200 200 200 200 200 200 200

Pearson Correlation | 750" | .756™ | .763" | 433" | 476" | 560" | .593" | .537" | .806™ 1

RESCUT Sig. (2-tailed) .000 .000 | .000 .000 .000 | .000 .000 .000 .000

N 200 200 200 200 200 200 200 200 200 200
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f7TE6U.05
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