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Abstract

The present study investicated the customers’ behaviors and satisfaction in
using an express train “Taksinarat” service since the railway transportation in Thailand
has not been suitably developed. Therefore, the government had spent a huge budget
to improve its image. Thus, this study aimed to (1) compare the satisfaction among the
customers classified by their personal factors; (2) compare the satisfaction among the
customers classified by their behaviors and (3) investigate the relationship between
the customers’ personal factors and their behaviors when using the service of the
“Taksinarat” express train. The sample group consisted of 400 customers who by the
Taksinarat express train. The data. The statistic methods used in analyzing the data
were percentage, mean, standard deviation, t-test, and chi-square.

The research found that (1) most samples were female with the age under or
equals 20 years, having bachelor degree, working as employees with average income of
30,000 baht, single and currently living in Songkhla, Satun and Phatthalung Provinces;
(2) in terms of the behaviors of using the (Taksinarat) express train, the customers’
objective of commute was to run their personal errands. They chose the service
due to its convenience. The type of train they mostly chose was a second-class, air-
conditioning sleeper bogey and they normally booked a round ticket a week in advance

at the station. It was also found that the frequency of commute was 1-3 times
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per month. Bangkok was the most often destination and the customers indicated
that they wanted to continue using the service; (3) personal factors also related with
the behaviors in using the (Taksinarat) express train service. In other words, different
personal factors have created different behaviors when using the service and (4) the
customers pointed out they satisfied with the express train in overall aspects including
services, prices, ticket booking channels, marketing promotion, staffs and crews, service

process, physical appearance, all of which were rated high.

Keywords: Satisfaction, Customers, Customer’s behavior
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