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Yusawut, C. Master of Business Administration, March 2022, Graduate School,
Bangkok University.

Quality of Service has a Direct Impact on Passenger Satisfaction on the Chao Phraya
Express Boat in Bangkok (58 pp.)

Advisor: Asst. Prof. Sasiprapa Phanthanasaewee, Ph.D.

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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(Millet, 2012)
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1) sunistiusmsednaatenia egluseiuan (X=4.31, S.D =0.70) Uandl

ALRGYEIEn Ao USN1sISeRIudnsEendnIAlaganslasuuInsuuuieiu eglusee

WN (X=4.34, S.D=0.77) 583831 Ao nHinalviusnisnnaulaeatenia agluseauun

= a

(X=4.31, S.0=0.77) uavdeniAnaienan As dnsliuinimanuaienailusdazynsou

Usnsimileuriu eglusedvann (X=4.29, S.D =0.76)
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ARAEEIER Ao LattumseeniseriaiFeunsulavansianumnnzay agluseduin (X=
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N1 a o

4.22, 5.0 =0.90) uazteiiAadengn Ao In1siudnuuiensolunansm agluseau

170 (X=4.18, S.D =0.85)
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ALRREgEn Ao I wiwvinseviizay agluseduiin (X=4.31, S.D =0.71) 589831 o
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% [~ a
AIUANULTUFUSTINUDIUINIG
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2. fdefidosaiuiu/as anmity 'ﬁné’uﬁagﬂu 4.30 0.80 170
ANINA

3. @NINNND WU VUIAYINTDULNZAUAIT T/ 4.28 0.73 170

MFUUIUNSD TANuNSaultau
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ANAIMNNNTIAUINNT ¥ SD JEAU
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AIUANULTUFUSTINUDIUINIG

4. anmeniunssunnseniaieiullsedluanmd | 4.21 0.88 11N

PIPEY 4.26 0.70 an
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7. daunseuvesgunsalenuanulasndeuuvinge | 4.28 0.71 1N

WU LEDYTN 1198198

594 4.37 0.61 10
AUNIINBUANBIHOGNAT
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195u eglussivann (X=4.28, S.D =0.79)
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M13N 4.21: KAAIHANITIATIEN Simple Regression Analysis Li@ATIFEBUAMAINNAT

usnslagnnsiundmadeauiianelaverlagasisonudmszen

AuUsdasy B SE,, B T Sig.
A 0488 | 0.118 . -4.148 000
Aunmliusnisiag 1.106 0.027 0.899 40.988* .000*
AN

R?=0.808, adjusted R%= 0.808, F = 1679.989, P < .05

91nA1 Adjusted R? = 0.808 a5u1elain anuianalaveilngalsisoniu
J A

Y I3 Y a a @& v A A a v
LATNITYN LUUN@N']"U']ﬂﬂmﬂ']Wﬂ']ﬁIWUﬁﬂ']ﬁIﬂEJ.ﬂ'TWﬁ'JlI AnLduTRuay 80.8 NLVaRBNIDYRY

19.2 Wunaantadedunlulatunfiansan

PNAITNA 4.21 NANITAATIZIRNT0NN888E19978 (Simple Regression Analysis)

wamslilitu 1A Sig. = 0.000 Fails

[
o

AUUYd

CV-)

VRN NADANITZAU .05 NA1IT1 AMAINATT

Tuimslagninsiuiinaids vindenufianelaveslneasisoniudinsse wazile

fansaAdudseans TuguuuuaziuninnsgIu (Beta) wuin SAvINAU 0.899 AatuAmA

nshuinslagn nsaninadauinsdennuinelavesylagansisaniudinsee) na1ne

ANAMNTIAUINSIREANTIANTY 1 vidlgazdanadauiianelavelngansisoniu

WANSEEN WAL 0.899 e

MISI99 4.22: LAAIHANITIATIEN Multiple Regression Analysis LiveaaAImN1sIiUIN1SH

denasionuiianelavelngansiioniudinszen Tunsunnumiuas

fus B SE, B t Sig.
AAST 0.296 | 0.090 - 3.276 .001
AuAITUIUSTINYRILINIS 0.429 | 0.038 0.467 | 11.259 | .000*
(X))
AUNNTABUAUBIREgNAT (X;3) 0.141 | 0.039 0.156 3.637 .000*
fupudedelindals (X,) 0.186 | 0.037 0.176 4.996 | .000*

CRERNR0))
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AT 4.22 (7D): LEAINANITILATIZI Multiple Regression Analysis Lﬁa@mmwmi

usnsiidwasieanuianelavesdlagasisenunimszen Ty

NIVNNUATUAT
AILLUS B SE,, B t Sig.
Aunshinugedusiogna 0.173 | 0.038 | 0.192 | 4550 | .000*

(X )

Aunsidnuazidilagnen (X) | 0.027 | 0020 | 0026 | 1.351 | 0.177

R?= 0.856, adjusted R?= 0.855, F = 588.413, P < .05

9nA1 Adjusted R? = 0.855 a5unglain anuiianelaverlagansiseniu
Emszen Wunasnanaaammsliuing dddun fuanudugusssuvesudng suns
novauswiognd fumnudeiielinddals wasiumslimiudesiudegni Anuiesas
85.50 fivdednFesas 14.50 iunasnaniadeduilallsianiarsan

auuAgiugenil 1 suaiiususssuvesuinsidvinaeuandonuiianels
YIHLATAITITOMIUIINTEE 8198991NANTN 4.22 HANITIATINAUNITNITANNDLNYIAN
A Sig Alsfiaiiu .000 Fatesninsedutuddymeadnfisesu .05 na1ain Fuarduy
sUsTIuvRIUIMsiBvEnaseauitnelavedlagasiTemtudmssen

AdulsEavEnisannes Slewintu 0.467 mnearwdt suenausUsssuves
Uinmsiiviswadauinseruitenelavesilasansiesiuidnszen nanfe Wenmniwnis
Tou3nng fueudugUsssuvesuinmaiintu 1 wihe ssdsmaronnufisnelavesylaoas
Zomuidinssen dfindu 0.467 i

auufgiugenil 2 sunrundedelindald fvEnadauindennuiiswelaves

a (3 1

ALAZENTIOAILLIINTZYT D9BIRINATN 4.22 KANITIATILRANNITNITANNBENVAN A

v LY

Sig sy 000 FetlesninsyAutbEIAYNINEDATITEAU .05 NI ATUALLTDEE

Lindlald f8vsnadeauiisnelaveslagansiSeiuainszen

a £ =

ANduUsEANSNSannes TAvnAU 0.176 “U18ANNIN AuANudenalindale
ENATIUINABANUTNIND1IVDEIAYANTITEAILIANTEEN NENIAE LiTBAMAINATTIAUINIS
v A v Y a X ' | | =~ & |
aurnadeiiolindlale Wiy 1 il srdmadeauiitnelaveslagasiseniu

WINEE VLT 0.176 UL
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auuRgIugos? 3 Aun1sReVANBogNA ABVEnaliuINdorNTianelaves

a 4

ALAEENSITRAILLIINGEET 919899INMITN 4.22 HANTAATILRAUNITNTANABENTAN AN
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aada (%
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£ =
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a a

gnén SdvEwaiBsuindenufisnelaveslasansiiesiudmszel nanfe Weamnmns
Toiu3nng sunslienuidediusiogndn sy 1 e avdmateruiielvesiasans
Bosuidinssen st 0.192 i

auuAgiugenil 5 sumsinuazitilognanliifdvinadeniudisnelavesilagans
Bomuidwsze $198991n01579 4.22 HaNTIATIANAINISANNBENIAM ASig TLFTAN
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fgvEnarianuianelavelauansiTefIu e
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A9 4.1: asunTiaeiatfosdaiienaaeuaLfgy

AMANNTIUINISiaEn NS

(B = 0.899, Sig. = .000%)

@ a
ANUUUFUSIINYBIUING

(B = 0.467, Sig. = .000%)

ANULanaAglle

(B = 0.176, Sig. = .000%)

Anuianelavelagasise

AIULINT 2L T NNINBUAUBINDYNAN

(B = 156, Sig. = .000%)
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(B = 0.192, Sig. = .000%)

ns3inuagidnlagnen

(B = 0.026, Sig. = .177)
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