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ABSTRACT

This study was conducted with the following objectives: 1) to determine the
personal characteristics of the passengers of Nakornping special express train, 2) to study the
quality of service management of Nakomping special express train, and 3) to study the
passengers’ opinions on quality of service management of Nakornping special express train. Data
were collected by means of questionnaires by the quota sampling from respondents comprising
80 passengers of Nakornping special express train. Prior to actual data collection between March
to April 2007, the questionnaires were pre-tested for content validity and reliability of 0.94. Data
were analyzed by using SPSS/PC program.

Results showed that majority of the respondents were at the ages of 20-32 years, and
aged 37 years in average, finished bachelor degree level educational attainment, worked in the
private sector, resided in Chiang Mai province and traveled by taking Nakornping special express
train 13 times in average. Concerning the quality of service management of Nakornping special
express train, the study found out that the majority of the respondents agreed that quality of
service management on resources, passenger services and facilitations of Nakomping special
express train were in the good level. However, some respondents showed that the quality of
service management of Nakornping special express train were in the fair level. The passengers’
suggestions on the quality of service management of Nakomnping special express train were as
follows: 1) for the resources: the signs of fire extinguisher should be shown clearly and the
manuals should also be provided, 2) for the passenger services: the quality and price of food and
beverages should be improved and the numbers of cleaning personnel and officers for each bogies
should be‘increased, and 3) for the facilitations: the signs of emergency button should be shown

clearly, and the air conditioners and water taps should be maintained in good condition.
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