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ABSTRACT

This research aimed to 1) study the needs and impacts from the cancellation
of public services by the State Railway of Thailand, 2) analyze and compare the
impacts on service users from the cancellation of public services, and 3) analyze
alternative public service measures. A mixed-method research approach was used.
Quantitative research involved a sample of 384 train users, selected through non-
probability snowball sampling. Qualitative research included focus group discussions
with 7 purposively selected participants, consisting of 3 train operation executives and
4 train operation staff. The research instrument was a questionnaire with an I0C ranging
from 0.80 to 1.00 and a Cronbach's alpha coefficient of 0.75. Quantitative data were
analyzed using descriptive and inferential statistics.

The research findings revealed that 1) service users wanted the SRT to study
the potential impacts on users every time before implementing a train cancellation
policy (M = 4.05), followed by publicizing train cancellations widely across all channels
(X = 3.93), adjusting the schedule of replacement trains (X = 3.74), and reinstating

cancelled trains (X = 3.69), respectively. As for the impacts of train cancellations, most
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service users were moderately affected (44.7%). The impacts included extended travel
time (20.9%), train schedules not matching travel needs (20.5%). The groups most
affected were the general public (47.0%), followed by students (41.4%). The impacts
led service users to switch to other modes of transportation at a moderate level
(41.2%), and replacement trains made it impossible for passengers to travel as
originally scheduled (44.9%). Moreover, 2) service users on different train lines, train
types, and frequencies were affected differently with statistical significance at the .05
level. Different types of trains affected service users differently, with a Gamma value
of .483, indicating that local train service users were affected more than users of other
train types. In addition, 3) the guidelines or measures that the State Railway of Thailand
implemented included arranging alternative trains, setting new operating times, and
scheduling new passenger boarding and alighting times at stations along the way, which

helped reduce the impacts on service users.
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fio urusadl 446 Suilesnanyuausasanan Lildiduruiusanaunuiiurieds esannlsl
fidumadusasinundsandfivviusaduaesin Ussneufugldvinsunsduduinbou
UndAnw Jdddanunsaiumadagsalilamiowas {ldusnisvesvuiusadingd Felasy
NANTENUFINTIVUILTAY 9 wuanamsiAlunasnsduisuideuioaanansznuain
mMsendnILILTe MIUTudsumsviuinsnisfusonssalis Iemisianiumungay
Tunsliudnisuiussvu Tnsfiansansaiusaemsidunsiiildvinisos wieluvuiy
safifianudnduliinndeussvivunazlila duinsludaluasenau Taenissoluls
gadvuiusalagarsiiuinissesiunisiaiunisvesdseynsulun niduniseg 19asun 1u
MnsUsEnduius nsendnauiusaligisaanansenuainnisendnuinisaisisusli
N3 UluNNYeINIg

2AUs8NaA

nuans3de asuldded 1) dldusnsiimnudosnislinissalis Anwinanssny
AousnidnuININAss 2) nansgnuanmssnidnuiuse wuin glEuinsdnlgldsu
nansEnusERUUIuNas fovay 44.7 wansenuiliAad uilvglduinissesoliuiuiy
Yovay 20.9 nauildfunansenuuniigade Ussrvuialy $esay 20.9 nansznuvinli
Aldvinmsasululdnsvudsssiandulusedutunans Sevay 41.2 uaznansznuain
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nshvansad umauny vlliamsadunsddauiuniy Sesar 44.9 vonanil
Alduinisluaeninfiuse Ussavauiuse vuauso wagaudiisnadu Idsunansenud
uansneify egrafifoddnyvinsadidfisedu .05 wazdmuinUssiansaiisnetu lduinslesu
wansynusnaiusniign Tneglduinissariesiu ldsunansenuminnituszansadu 9
3) wmavesnnsnsfinssalala dianld wudn nmsdevuiusodumauny msivuanan
Ausalni msdanamgasudsilasarsiianidsienislvil arunsadisannansznuves
AlguInsla

N1SENANTUIUTONINAINTAUIRUIAAANNINAITIAUTNS Fanudndn 1) N15279
mutndedelunisliuinig wansidenuinnisenidnvuiusadmalagnsasonanim
nslvuinissalul JsaenndosiunuiAnves (Zeithaml, Bitner & Gremler, 2006) fina121
nsliuinsvaeuideiievnliianunsaliuinislfesaiiaueuarlinevaussaiig
ADIN1SVOINITUINT ulin15alny ednvuiusanauny wivniduninswusaligenndes
fuandfiaslsiuinsiin deauhliglduinshiannsadumsldmuriun wazaavmoy
Auliingdalunisuinisases nddedAy 2) anulidsnadoiseninauinisuas
A iswesglivinig wamsidetlndiuinglduimadulngldsumnanssmulussduun
nans Feazviouliiuinnisuimsmaunugiliannsansvaussnruaanisvesglduinsle
ogsauysal aenndesfulLIAnves (Tenner & DeToro, 1992) fiszyinmssinaulainuinig
TaliduiifiaweladusnanenuaanfwesdFuninsildldsunimevauss nsiiglduins
dossosnlnuuluuardontdsululdmudsssandu uandiduisterissenineinig
Aldsuaseivasiglduinsmands 3) nansenuitlivindsufulungudldusnag mside
wuflduinsluameldldsunansznuannfianifleisuivanedu wazgliuinnssavieadu
I@5unansenuannIlssnnsady nadnsiugriinisdndulesnidnusnnsansisae
dmanszvuseusErsuUIngIInAIINgusy Sudumsasiaendnnisiiugiuresnisuing
A1515ETiMITIENEUALBIANLA DIN5YDIUTEI 1 TUlAE S (Bunyaratphan, 2006) uiagdl
wmsnsnauny uwinsidunisssldannsnanmansenuitliiniiontul Fogauiade
awansidefinuingliuinnsldsunansemuannsenidnvuiusalaluszduiunans was
nauUsErewhlUAuTnGsulssunansgnusnniign aansnesuielilunseununfn Public
Value Theory (Moore, 2019; Meynhardt, 2021) F98 i nsliusmsansiszasdoaina
“AuAraRIAL” LaznauauananausElevdTin minn1senldnuInisidandeiengu
W31BUne gouaeviauiieansvinnasnInaiu public value wagvinliuseyrvuinaiuly
fiawelasonisliuinmsvessziamia uenainil nanifedsasiioutssiu Equity in Public
Services (OECD, 2020) fitfupnufussslunsidhfsuinsansisauy esanglasansuns
nauldumansgnuanningudu Fudunsasdendnnisdiuanuateniaiiuinig
as1sEmsPaie vauziAety amnudesnisveslduinisilinissali Anwinansgny
LaZINYIUINTNITTOISUNBUAITEALANVLIUTE @BAARBINULUIAA Service-Dominant Logic
(Vargo & Lusch, 2020) %ﬂuaﬁ’iﬁm'ﬁU?ﬂﬁﬁaﬂ’lia%’Nﬂmﬁ’li’m (co-creation of value)
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sevinadliuinnsuagglduing dadu winmssaldalenalwuszarsuddiusam
Tunsdndule avvhsantosinaseming “Aeiildsuase” fu “anumants” veslaoans
Igunniu snitawan1sisesmengrausidulunisiinsou Digital Public Service and
Smart Mobility (European Commission, 2021; UNDESA, 2022) 11U5uld 19U szuuuds
dounsendnruiusanvuissalniiiuneundiadu ieiiuaulusdauazyuseansam
nsAeans z;im?ha WINUDINIUNTOU Resilience Theory (Boin & Lodge, 2020; OECD, 2021)
sziuimansalunsitufivesssuusdreudis Wesmnmsendnuuiusarili
;ﬁmamaaﬁmummﬁLﬂuﬁaaﬁﬂﬂ%miwﬁﬂgﬂLL‘U‘U?}Iu N19IUINTANTNAUNUTIAITLUY
anubaveulaznouaussldiuiniifloifindnennanudiduresssuuuudsansisue

uana1nil mnfisaniikunAnnisuinisansisas fe Msfiyana NguyARA Vi3e
wihgnuiilis i ifiigdesiunsliuinsassusdienasduresiguiavisionyu
fvhitlunsdwionisliuimsanssasuiuszvivu nedigagamneiiioausironnudosnis
299Uz 13UlABdI1UIIN (Bunyaratphan, 2006) WANISEALENUTAITANISITUEAINA 1D
Aidusnistasunansgnuidudiuvaunn waglddesnislinissalnendnuinisaisisuey
fanan wazuiIfiunsniseunmauny uinssdumstulildnevaussnnudenis
VIR LFUINITOLUNDT

JDLAUBLUL
1Y) A o a o P
JarduamuzinatnanisIve U1y
1 JovaupkusLTauleue
1.1 n1550 LA UTLNANEAITANTUNISANYINANTENULALI AU
#3190 NPUNITUNLENVUIUTANNASY Wi 9AEY AUAIUAALTULAZAIUADINITA NS 9
YOIRIFUINT FarzgannansEnUNdInLLazITIAWeNaYauleuY
1.2 AIsIAvNInsnIssessunquildusnsidneladey Lﬁaqmmﬂumju
d‘ 2] 1 d' ;% 1 d' v
nlasunansenugauazenaliaunsafoululdssuurudaduls
2. UDLEUBLULLTIUSIITINNNG
2.1 NSINVVIUTONABLNUAITNINSUN AL DA MALLEUNNA LA BN UTUIUT
a ~ A 9 v =~ a P P a
wasnniige welilvidlaeansidelentdlumsiiiuma lnsmzdunmsanglsnnudaynunniign
2.2 MSAMIINURUUIMISTANTHIAEENTa 19T 19U MSTRaTIIINIUG
lpgansiiiieane wazn1susunsaanlvimugauiuauMuIwiuYedlagans
2.3 A15UTLAIUIUNUNUIBIUT 99D UNT DAIALDNTUAITEASUNITAATAUN
WDaAN1TENITHAUNI9VDIUTEVIBUIUTNTNT RS UL UAIUS NS
3. UDLAUBMULLTIVINTG
3.1 Anwdausouieulunisideaswald Asin1sAnendwussuLfiau
NANSENUNIEVEIINAITINENUS NNTANSISULVDITEUVVUAIUTLLANDU LU ANTENLAN
a ¢ ¢ A & P A & ¢
UINTINNAUDIIVIVOINTIUNNWUNIUAT WL TuUNSAN LALLM TuUS lavid
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3.2 sjafuenindofiovesnisuinis msiudnwiadeduanuiidede
PBINTUINIAIULLIAAYBY Zeithaml, Bitner, Gremler (2006) it oy uwamaudilatigwn
fiAntuogadugUsssy unufasiiufissnsusssduiudifiosogaien

3.3 M91501A21UF 090157 WiT939 AT N1SANBIAINRBINI5T wiT a3
vosflduimangasden Weliulaiunmsmanaunuiesiuldlueuenduneuaussie
ANADINITVDIUTEVIUUO LU

4. ForaupuusTan1sdeansuasuINITaIs5aE

4.1 Mssaliv psWawgewnsnsieasiiviuate wu nsudafouriuney
wilatuuazdedsaneeulall i elideyaiisafunisenidnuaznisdavuiusanauny
dndedldusnisedimasiuazaseunqy

Faauauuzlunisisendednly

1. asfinsfnsnuiouiisussuurudassasUssnandu Wy solneansaiu
vy BRT n3oszuusaluii) ifinnsenidnudeusuannisliuinig WevuniSeudeleuis
flanssauuszgndldiunssaluusisuszmalne

2. MIANEUNITITuuuAanuNa (Follow-up Study) M ensa9deuUsEANS A
YBRNAIMIVAUUlUTEYEE ’jwmmamauaummmﬁadmiﬂum;ﬁ%’ﬁﬂﬁiﬁaéwéﬁ@uﬁaﬁ

3. mafunsAnvidadeduaiiuindefeuazaua1mnsliuinng (Service
Quality and Reliability) LﬁaﬁiasJaﬂiumiﬁmuﬂﬂaqméﬁmmmﬂﬁu’%msmaﬂm'iial‘vxl°1

4. pr3a5ld 350153 T TR uil (Area-based Research) uit aiUs Uiy
wansznulunsiazgiinim Gee1vavvioumnuuanssvesnguilivinslsogisiaou

5. masinsAnwndednludu weluladuazuinnssunisdeans nawnsativan
wansznuLaziisaLfianslavesiliuinislsogisls
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