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ABSTRACT

This research on the quality of service of the employees’ duties to the Railway Authority of
Thailand, which affect the satisfaction of the passenger rail line East, Bangkok — Chonburi, is
intended to study: (1) The personal factors that can affect the quality of your service affect the
satisfaction of the Eastern railway line from Bangkok to Chonburi; (2) The quality of service of the
employees’ duties, which affect the satisfaction of the passengers on rail line East, Bangkok —
Chonburi; and (3) The suggestions of passengers traveling on trains East from Bangkok to
Chonburi, which affect their satisfaction. This research used a quantitative research methodology,
employing a closed-ended survey to analyze data collected from passengers on this rail line. The
population used in this study were the passengers using the rail line East, Bangkok — Chonburi.
The sample employed in the study was a total of 400 people who were administered a
questionnaire. The analysis of the quantitative data provided descriptive information, including
mean, frequency, percentage and standard deviation and the statistics used to test the
hypotheses included the independent samples t-test. The research found that passengers'
personal factors affected the passengers’ satisfaction and that quality of service was significant

at the 0.05 level of confidence.

Keywords: Quality of Service, Employees’ Duties, Passengers’ Satisfaction.
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