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ABSTRACT

The purpose of this research are 1) to study demographic factor affect to passenger’'s
attitude in Airport Rail Link service in Bangkok 2) to study service quality factor affect to
passenger’s attitude in Airport Rail Link service in Bangkok and 3) to study passenger’s
behavior factor affect to passenger’s attitude in Airport Rail Link service in Bangkok.The
representative samples in this research were selected from 400 passengers Airport Rail Link
service in Bangkok; The research tool is questionnaires The statistical analysis used to
descriptive statistics percentage, frequency, mean and standard deviation and Multiple Linear
Regression to test the hypothesis. The results showed that the majority of customers Airport
Rail Link service in Bangkok was female age in between 21-30 years old, They're employees
working in private companies, bachelor degree graduated, average monthly income between
Baht 10,001-20,000, Single status, mostly traveling alone, Frequency use the Rail Link service
is below 5 times a month which more than 5 stations, from Monday-Friday time 3 pm. to 6 pm.
aims of traveling is for sightseeing. The analysis of service quality factor found that most of the
passenger opinion in service quality was at high level, the analysis of attitude of passengers
found that most of the passenger opinion in attitude was at high level. From the hypothesis
testing, the following results were revealed. 1) Attitude level of passengers who different in
personal factors consist of age, education level, occupation, and income was significant. 2)
The analysis of service quality factor consist of Tangibles, Reliability, Responsiveness,
Assurance, Empathy found that most of the passenger opinion in service quality was
significantly different 3) The passenger’s behavior factor in travels objective was significantly

different.

Keywords: Service quality factor, Behavior factor, Airport Rail Link service in Bangkok
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