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ABSTRACT

The study on “Quality of Services Provided by Public Buses on Regular Routes in
Chiang Mai Municipality” had the following objectives: 1) to know the personal and socio-
economic characteristics of the people who avail the services of the public buses on regular routes
in Chiang Mai municipality, and 2) to study the quality of services provided by public buses on
regular routes in Chiang Mai municipality. Respondents in this study were people in the
community who avail of the services provided by public buses on regular routes in Chiang Mai
municibality totaling 4 routes as follows: route 2 or from bus arcade to 700 year sports stadium;
route 6 or from bus arcade to highway left circle; route 6 or from bus arcade to highway right
circle; and route 11 or from bus arcade to might safari during August 2008. By quota sampling
168 respondents served as the sample that provided data. The tool used in collecting data was a
questionnaire designed following the objectives of this study and tested for its content validity
and reliability and was carried out from September 2007 to September 2068. Data collected were
examined for its completeness, decoded, sorted and analyzed using SPSS/PC program.

As to the personal and socio-economic characteristics of the passengers, results
showed that the numbers of single females and males were equal and aged 26 years in average,
holders of bachelor degree with monthly income of 8,036.31 baht in average. Majority were
residing in the municipality of Chiang Mai including the students and the unemployed. Majority
of the respondents owned private vehicles and the reason they availed of the public transport was
to reduce their expenses.

Concerning the quality of services provided by public buses at regular routes in
Chiang Mai municipality, the study showed that respondents had the opinion that the services had

quality in four aspects as follows: 1) outside appearance of the employees had standard of quality



(6)

service in receiving the passengers that brought satisfaction, their attire was clean, appropriate,
wearing smiling eyes and faces that were refreshing and friendly, speaking politely that drew
respect and trust; 2) providing convenience to the passengers, public buses were ready to get
passengers from different points for unloading and loading passengers; 3) procedure of work such
as preparation of routes appropriately that meet the needs of the passengers and advertisements or
public relations of the routes; 4) service fee was set appropriately according to distance and

category of the passengers.
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