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ABSTRACT

The objective is to study about passengers behavior and satisfaction in using public bus service item
1 in Bangkok metropolitan by closed-ended questionnaire. Data collection consists of demography factors,
passengers’ behavior and passengers’ satisfaction which is influenced by 7 marketing mix - product ,price,
place, promotion, people, physical evidence and presentation, and process. This questionnaire has contented
validity test and confidence at 0.90 and being provided to a sample group who used to travel by public buses
in 400 questionnaires.

The data analysis was completed by using a descriptive statistic method which consists of
frequency, percentage, averange and standard deviation. The inferential statistics used in this hypothesis
consists of means standard deviation, t-test, one - way analysis of variance: one-way ANOVA and Chi-Square.

Accordingly to the study shows that the majority of samples are single females age between 26-
35, educated in bachelor degree or equivalent, work as private sector employees and get salary between THS
10,001-20,000.- They had mostly chosed airconditioned buses of Bangkok mass transit authority at frequency
of less than 4 times per month. The peak time is between 06.01-09.00 am. And the waiting time is about 11-
30 minutes. The main purpose is to go to work directly without changing bus. The reason of choosing public
buse is because the cost is not high and reasonable. Moreover, it is obvious that they found it took very long
time to wait fot the bus. And, the quality of the bus is the first thing they want to be improved. However, most
of them still continue using this service. They most focus on the marketing mix that effects on satisfaction in
using public bus service relevant to human concern. Then the next focus is respectively in process, physical
evidence and presentation, product, price, place and promotion.

The results of hypothesis finds that demographic factor have an impact on the users’ behaviors

and satisfaction differently. And the difference in behavior leads to the difference in satisfaction.

Keywords: the Category 1 public bus in Bangkok, behavior in using public bus, marketing mix
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