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Abstract

The purposes of this research article are to 1) study the behavior of users using the BTS
Skytrain service 2) study the service quality of the BTS Skytrain 3) study satisfaction with the
service of the BTS Skytrain 4) study the repeated use of the service by BTS Skytrain users 5)
Compare the repeated use of the BTS Skytrain service according to the personal factors of users.
6) Study the quality of service and satisfaction in using the service that affect the repeat use of
the BTS Skytrain service users. The sample group used in this research 420 users of the BTS
Skytrain are quantitative research. Using a questionnaire as a tool to collect data. Statistics used
to analyze data Descriptive statistics were used including frequency, percentage, mean, and
standard deviation. and use inferential statistics, namely t-Test, One-Way ANOVA and multiple
regression. The research results found that Personal factors including gender, age, status,
education level, occupation, average monthly income. of different users of the BTS Skytrain There
are repeated uses of the service, with a statistical significance of 0.05. Service quality includes
reliability and trust in the service. and the concreteness of services Affects repeat service use by
BTS Skytrain users with statistical significance at the 0.05 level. Satisfaction with service includes
the aspect of providing service progressively. and continuous service Affects repeat use of the

BTS service by users of the BTS Skytrain with statistical significance at the 0.05 level.

Keywords: Service quality, Service satisfaction, use of repeat services, BTS Skytrain
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]

wansendianuvingluisnisvesngungnilseuiiiey

Journal of the Association of Researchers Vol. 29 No.2 April - June, 2024



fU1ANTUNIYY Page | 43

A19199 2 NANISVIAABUANNAFIUN 2 N1TONNDENNAMITNINTEAUAIUAAAUYBIANATNNITUINS

wazauianalalunisldusnis Ndwmasian1sldusnisgivesllduinisusum ssuuaudsIasUNIINN

o o

11 (W) sl BTS

AMNTNNITUINTUAY nsldu3nmstnvesdlduinsuivm ssuvrudesnasungamw $1in
AMunawalalunsld (uwwy) salwdn BTS
UINg B Std. B t Sig.  Tolerance VIF
Error
ﬁﬁm'ﬁl 0.389 0.106 - 3.658 0.000 - -
Auiiswelalunisld 0.382  0.054 0354 6368 0.000%  0.236 4.245

USNTAUNITIAUSNNS

DYNAMININ

@mﬂﬂWﬂ’liU%ﬂ’]iﬁ’lUﬂ’J”m 0.134 0.061 0.131 2.209 0.028* 0.208 4.802
Undediolinddalunis

UINI3

Aanuianelalunisly 0.251 0.056 0251 4501 0.000% 0.234 4.270
UINIAUNTIAUSNNS

atereiins

@mmwmsﬁmﬁéfmmm 0.182 0.054 0.180 3.389 0.001*% 0.257 3.896

Jugusssunisuinis

R = 0.836 R Square = 0.698 Adjusted R Square = 0.695 SEg4=0.374 F = 240.184 Sig = 0.000*

o w a

*udAgneadansedu 0.05

AN 2 HaNTiaTzviRanmmMsiiusnsauauiwgeiiel1nddalunmsuinig, duany

<

WUsUSITUNISUS NS AINARBNISMIUSN1SE1U09E L US NS sabdn BTS wazmnuianalalunisigusnig

Y Y

AunsiuInsegef1mt, arunisiiuinisedeseiiies danasenislduinisdrvesdlduinng

Y o w a

solniln BTS lasesaz 69.5 iszaulvdrnynieada 0.05 lnaviarudisnslalunislduinisaiunis
Tiusnisedneinmi (B = 0.354) dawasienslduinisgvesyldusinis salwit BTS sesmsunfeauiis
walalunslduinisaunistiviniseteseilies (B = 0.251) Aanmnisuinmsauaiadugusssy

n135UsN13 (B = 0.180) wazamn mnIsuInsiuauddeialindalunisusnig (B = 0.131) dud

Journal of the Association of Researchers Vol. 29 No.2 April - June, 2024




fU1ANTUNIYY Page | 44

& a v a a a o 44' = A ¢ v
Wa98NI8ay 30.5 LNAANNDNINAYBINILUITDU b Iﬂ‘i]llﬁ'mllﬂa']ﬂLﬂa@u&l']@]ﬁi']usl'Uﬂ'ﬁWEnﬂim LNINY

0.374 fAduUsyansanduiusnyaauiniu 0.836

a3U afusena uasdalauauuy
GELL

q

NNIANYITEITeN “Aunmnisuinisiazauiianelalunisldusnisndwasienislduinis

F1YRIFLTUTNITUTEN sruusUdaIayuUnIInm 9ia (W) salwih BTS” awnsadwiedunexald

&
U

e

a a ! Y vy o = = v a
allllmi’]uw 1 WUquﬁjﬂf\]ﬂa?uuﬂﬂa "?NVL@ILLﬂ LA @']q ANIUNTIN ILAUNITANYT DIUN 3']81@[@68

Ly 1 [J

Aowiou YoILTUTNITUTEN TeUUBUAIIaTUNTUNN 9119 (Wrgw) salwiln BTS Auansineiu dinnsld

'
LY aad

a 9 1 [y 1 N o o [ = & a = a v Y o [
U3N1597 e agaliteddgveadanszau 0.05 dadulusuauuigiunisfneidelanivuald lae

o

v LY o a

v U a v s 1 = o = N
dONARBDNINUINTUIIYVDNEYN BUNDY, 188017 WU LA WITYY wsnalug (2565). FININITANWILIBDY

'
aaa a U

ANAINNITUTNTHaYAIUNINebIved lduINATanSwade n1snduanldusnistranndsaluyunig

a ! A

malvg Han1533enuI1 nuRIBgRLNA MusEAUNIANYY Auseldladeselnausineiuy dseu

aa

U Y Aa ’oj a 1 1 Y 1 =Y o % a %

nsnauanlduinsgraanlsalyumamelugunndnsivegsiidudAynsatiansedu 0.05

aunfigui 2 wudnanmnsiiusnieia 5 anu liun anudugusssunisuinis, A
oA A v a | Y A v o | Y A |
ndenalirelalunisuinig, manevauasdertduinig, nmshianudulaungdlduing, nisldla

Y a a0 = | Y] o v v I3 a

Aldusnis denadelnesiuegluszauunn vidluamsiuuasseniu lneauanuduusssunisuinig
Lz uANULenalIelalun1susnTg dwasienislduinsgivesyldusnisusen seuurudaiagu
N3N 110 (W) saldih BTS sgeiiduddgymeadiansedu 0.05 uazganuiiswalalunisliuing
5 AU LAA NISHAUSNNSRENE@LN1A, NS IAUSNNTBE1ITIUNIAN, N1TMIUSN1T8 1w NEane, N1SHIUSAIT
agraia, Nsliusnisegenivmi danadslaesiuegluseauiin Malunmsiuuwazseniu laeau
n1sliuInsedanimiin uagsunisiiuinisedsaiiles dawasianislduinisgivesllduinisusem
FLUUTUARNIATUNTANN 9170 (Wnww) ol BTS sgniiduddgyeadanissiv 0.05 Feuandliliu

(%

Judulumuaungniasly Tasaeandeaiuauideves angs unsdugd. (2564). FenwiFosnanin
uInsuaznndnualiidenadoanuiianelauazauislaldeadinasuainuauvesuilaaly
NTUVNUTIUAT HANTITENUTN 1) AAINUTNSLAzA AN BalvasRdtiniasuANNNiBENan1auIN
nanuianeladendiiniaSuainunuvelduInsTuNTUNNENIUAT 2) ANAINUINNT AMEnyallag

anuianelalidninanisuindendusslalddrvesllduinslunsunnuniuas wazdsaanadesfiu

Journal of the Association of Researchers Vol. 29 No.2 April - June, 2024



fU1ANTUNIYY Page | 45

midfereniadnn ansulafined (2562). TednwiFesnunmnisuinsiidmareruidlafiaglduinng
GZFS’]‘UBQQﬂﬁﬁﬁuqﬂ’]iﬂiﬂﬁgaﬁﬁm 110 (WMYY) HANTIVENUIT NAUARADNITUINNT ABAINATTUIANS
aufisnelansuinisanansasiufudurhuensnduanlduinnssuiais 183osas 33.50 oenadl
Toddymeadnfisesu 0.05
asdAu3ildannTAse

AN mNNsUINg WumsliuinsifganimgauazanunsanouaussenIufosnIsuaz Ay
aantanasgnéildegammngan auninnsuinsiiadannsotasairsanufimelaasanudesy

v o w

TiffugnAn demasienislduinisgvesdlduinis salwih BTS wasfuladuddglunisadanudnsaly

QU o

[ |

3303089ANT LAY IAEAMAINAITUTNITUULAAIINAITUTEUYBIRNABUSEAUNTAINTTUUI NI
Yo s Moo |l Y w v & A a v ¢ 1Y 1 o w cs'
wINlasuanesdns Aaunmilldiisusiinedesiunadnsvsenindueiviniu uwidanuddglusSes

nmsdanisuaraianuiianelalviiugnAnasaiassesiailiuinig

VOLAUDLLUY

v o a v v
Faduauuzlunisunanisideluly
av o i Y a Y 1oy oA A gy a 1
NWANITITENNUI AnmMNIsIAuInIs lau druanuiugeielinngdalunisuinig sy
Audugusssunisuinis wazeufianelalunsliusnas laun dunistiuinisednainandi duns

Iusnisedesieiiies dananan1siduin1sg1ves ldusn1suTE¥n syuuvudaiasunianm 911n

' v
aa VU U VYa v

(W) salnii BTS egrelidudAynieadifinsedu 0.05 AuludideTdivoiauonwuey fall

[ '
[ [ [y Nl

1. dumnudugusssunisuinis mshinnudAgiunisdnassiuiluaandlvinnuniouse
n3u3ns dun SnaauitliuinisTifanuazein fuazern Saumungan enmadiom gaungi
meluduiilviuinisuazaelurviusolnienumangay favhihovensieandon wiuil uaztheven
300N WIONTU - a9 aifeudafusrULTLduNaTA LY veusazandliinudnin uasiede
madilavesdlduing wedunssnneeuazanlunslduing

2. frumnuindedielinslalunisuing asliauddyiumsiamnyaainsyadielidl
Finwrlunsvienu uazanansaUszanumsvhaudielinisliuinisduluegnaiissuy daddutuneunis
UIN1slinLau anunsadnseaeuniulaazain arsiveuanstayaiatlunisonss saliiundieuwazeen

nandnazanvuIusa AN IRUSN15ATINIUAINAMUA AISAITIRIALUARA N ENITIR Az NSO AU

Journal of the Association of Researchers Vol. 29 No.2 April - June, 2024



fU1ANTUNIYY Page | 46

vosfulduints Tnsnsinwanudaonsousyifuluiiuil dunaluladindaelumsuimsdanisenis
Uaandts 1 fnsudssadeu uagngunasilunislduinslimaulfegnaiis

3. frun1siusnisegsinamih paslirnudfyiunsiaimadeuiies uieanuasainly
mMafudousetuszuVILdnaTuTieglndidssiuannil iflszezmandlnasnantd mafiudnsuiila
dmduliins wasdelridmihiiatuayunsuinsnsdfivndndesgniau wWedliuimsaansaithi
e dgann aung wazdaniennudasadelunisldusnig

a. gunistiusmsedsaies pstiaudfyfunisdaliisruumiinauiliusnsiuu
avanlegraumnganuaziiissasodnwiudunldusnislundazannid nsliusnislaglauvaenusiasng
TR wanfnsielaldrenudusmuvesiuiinmsusagmeiieliAansuinmsiiaunintmn

Femnuitanelalugunuuiinsssiannufensvesuuinseg1usalilos

Forsuauurlunsinddenedaly

1. fAdomstimsAnudeyaifedn Tnel¥ismAduidequnmfiaiy 1wy nsdunuaildedn
(In-depth Interview) dielanusadladetlam aaenaudnlafiaieund uazaufndiuvessegvu
flduinsinnty

2. Tumsfnwiassdelumafudeyannguglivinissalafiumiuns (MRT) wWesann (u
spvvrudsasnsarifissuunisliuinsiiedeadetu uardadumadenvesniaifums faanse
nawnuiule

3. msfimsAnuanuduiusszrinmaniwnisuimsuaganuiewelalunisldunisidana
sionsliuinmsgivesfliuinisuien ssuurudunatunsamm S Gnww) T BTS wag MRT

Wisuiey wazdudunwimislumsusuussnanin msliusnislinaadu

LONENT91984

faen Mgy, (2563). 07519 SPSS for windows Tumsiiaizitoya. Rusiadail 22 ngamme:
UMDY

Fyana 0523dAnTTn. (2554). paun I sliUsmsyaLesludeirIng. Audle 30 manAy 2566, 3N
https://www.tpa.or.th/writer/read_this_book topic.php?booklD=1285&pageid=3&read=
true&count=true

UTHW SUUAUERIRTUNTUNN 9710 (). (2566). 59897WUs97T 2565-2566. @UAUIN

Journal of the Association of Researchers Vol. 29 No.2 April - June, 2024


https://www.tpa.or.th/writer/read_this_book_topic.php?bookID=1285&pageid=3&read=

fU1ANTUNIYY Page | 47

https://www.bts.co.th/library/system-annual.html

s udavans. (2561). pammn1sTivinsidumasoniuiemelaveslagaissalni BTS T
ATUNWUHIUAT. UTMTTINAUNTUNA. UINGIRENTINN.

ATl 91582 5vanws), wavauz. (2565). mufanalavesuszesusanisiduinissalni BTS -
nsdAnusaluiidusoveeasdiden (Hanile) u aoninuedn. 15a75U5M590n 5UAe
winnssuviasduy unineatnumsaans, 42), 1-14,

sal591] avaszyry. (2563). Aaunmmsliuimsnivsnaderuiiselaveslavanssalifihuds
wavuldrunaadvinssisandindang lunganmuviuns. 9155758300 T5UN15ANYIUAY
M1339¢ un1Inenaae I, 4(2), 135-146.

¥
¥ &

TN aunsse. (2551). (3euadanag SPSS 71ARINFTBIIY. (RUNASI 3). NTUNNY : IHIAINTH

v

UNNINYIAY.

v a

2Wa ansulaiined. (2562). gainmnisusnsiismasienausilaies15usnsewesgniiouins
NFIATOEsET T1A (UYL, InernusuTMSIINAmTada a1n3yusmsgsiaumUudn
Ua9nIngae uninenagdaling, uasugy.
F551n3 N0sAIU uarANH(2565). BvidnaresnmdnuaiuazauAmNTUINRerLRtlalduINIT
Y93gnANUIMTAioNTnYATLAE aunsalmsineas arvusamidledlval SmiagTuns.
73375U31195509 11 Ineauly, 4(2), 1-24.
Fysnnsal o13¥AuAnG uazAny(2563). AudRUAITs aunuesnunmUInsAnuielauazaauli
dodelafiddenisnduanlduins dmesgnélugsiniuemns. 17smsTrinisiadiadom
UBTAIAUAIENUNI TN NFETIT I ensARE, 10(2), 73-85.
W01 Uszandyms. (2561). Yadvaunmnisdansiislavswasemuiisnelavestlivinissalwihdfiea
A198YLIN waraedal. 295975UYITTINVUALSIANINT UNIINEIAETINAIMN, 4(2), 125-
134.
As1Y5 uastus. (2564) aunmuimanazaminuaifidssasonnufianelauasanuddlalddnatnady
ANUNUTBIHUTLNATUNFUNNAMIUAT. AUATIBATEUIINITINANMTUTN. UMINe1FenTInm

udnarateayallan1asy (Open Government Data) N18lA%e “data.go.th” AdtinauRmuISFUIA

e

ARYIA (RIANTUMIYU). (2566).
UM BUNDY hazAY (2565). ANNINNITUSNSWAzANRanela veadliusnisniavana sen1snduwn

lgusnsthanifsaligumeanalvg. 13esuinsgsna uninetdeuld, 42), 25-46.

Journal of the Association of Researchers Vol. 29 No.2 April - June, 2024




fU1ANTUNIYY Page | 48

gINed ASARY, UagBIvIR 535UA. (2551). nsANATIBMTesLUUdaUaTY (I00). Auduain
https://www.mcu.ac.th/article/detail/14329

CRRERY Lﬁ%%@lﬁ. (2541). ﬁﬂ‘lﬂmSIUﬂ’ﬁGl@ULLUUﬁ@Uﬂ’]ﬂJN’]Gﬁﬂ’]ﬁUiSLfl‘LJﬂI'] (Likert Scale) Lag@nanis
InUszLan (Category Scales)

Lewis, R.C., & Booms, B.H. (1983). The marketing aspects of service quality. Chicago, LL :
American Marketing Associaton

Likert, R. (1932). A Technique for the Measurement of Attitudes. Archives of Psychology.

Lovelock, C. H. (1996). Srevices markrting. New jersey: Prentice Hall.

Millet, J.D. (2012). Management in the publics service: The quest for effective performance.
New York : McGraw - Hill Book Company

Oliver, R. L. (1997). Satisfaction: A behavioral perspective on the consumer. New York: McGraw —
Hill.

Parasuraman, A., Zeithaml, V. A., &, & Berry, L. L. (1988). Servqual: A multiple-item Scale for
measuring consumer perception of service quality. Journal of Retailing, 64(1), 12-40.

Setiowati, R., & Putri, A. (2012). The impact of perceived valune on customer satisfaction, loyalty,
Recommendation and Repurchase. An Empirical Study of spa Industry in Indonesia. Paper
Presented International Conference on Trade, Tourism and Management.

Yamane, T. (1967). Statistic: An Introductory Analysis. New York: Harper &row.

Translates in Thai Reference

Chatchawan O. (2011). Quality of service, academic perspective. Retrieved 30 October 2023, from
https://www.tpa.or.th/writer/read this book topic.php?bookiD=12858&pageid=3&read=tr
ue&count=true (in Thai)

Bangkok Mass Transit System Public Company Limited. (2023). Annual report 2022-2023. Retrieved
from https://www.bts.co.th/library/system annual.html. (in Thai)

Kanlaya W. (2020). Using SPSS for windows in data analysis. 22nd printing Bangkok: Siam University

Open Government Data center under the name “data.go.th” at the Digital Government

Development Agency (Public Organization). (2023). (in Thai)

Journal of the Association of Researchers Vol. 29 No.2 April - June, 2024


https://www.tpa.or.th/writer/read_this_book_topic.php?bookID=1285&pageid=3&read=tr

fU1ANTUNIYY Page | 49

Phiwat A., et al. (2022). People's satisfaction with the use of the BTS Skytrain service: a case study
of the Green Line extension (northern side) at Mo Chit Station. Journal of Management
and local innovation Kasetsart University, 4(2), 1-14. (in Thai)

Rungroj S. (2020). Service quality that influences the satisfaction of electric rail transit passengers.
Underground mass transit from Tha Phra Station to Wat Mangkorn Station In Bangkok.
Journal of Educational Innovation and Research, Siam University, 4(2), 135-146.

Sarayut D., (2021). Service quality and image that affect satisfaction and intention to reuse beauty
clinics of consumers in Bangkok. Independent Research Master of Business
Administration. Bangkok University

Statistics on electric rail passengers in the city in 2021-2023. Retrieved from https://data.go.th/

dataset/stat_pass_rail

Sukhum A, et all (2022). Service quality and satisfaction of influential service users
Continue to return to use the service at Hat Yai Junction Railway Station. Business
Administration Journal Maejo University, 4(2), 25-46.

Wattana S. (2008). Learn statistics with SPSS, basic knowledge section. (3rd printing). Bangkok:
Chulalongkorn University.

Warassiya S. (2019). Service quality that affects bank customers' intention to reuse services.
Krungsri Ayudhya Public Company Limited. Master of Business Administration Thesis.
Master of Business Administration Graduate School Silpakorn University, Nakhon Pathom.

Watcharakorn T., Phichet P., Yupaporn A. (2022). The influence of image and service quality on
the intention to use repeat services of customers of the Bank for Agriculture and
agricultural cooperative Prasat Mueang Mai Branch, Surin Province. Business
Administration Journal Maejo University, 4(2), 1-24.

Watcharaporn A., Bunthawan W., Amornrat S. (2020). Reasons for service quality, satisfaction, and
trust in returning to use the service Repeat customers in the restaurant business. Journal

of Graduate Studies and Social Sciences, Uttaradit Rajabhat University, 10(2), 73-85.

Journal of the Association of Researchers Vol. 29 No.2 April - June, 2024


https://data.go.th/

