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ABSTRACT

The objectives of this research were to 1) to examine the levels of service quality,
customer satisfaction, and intention to use the Thai-Vientiane (Khamsavath) railway service.
2) to study the influence of service quality on the intention to use, with customer satisfaction
as a mediating variable and 3) to propose strategic guidelines for service development of
the Thai-Vientiane (KHAMSAVATH) railway service. The research employed a mixed-methods
design, integrating both quantitative and qualitative approaches. Quantitative data were
collected from 400 passengers through structured questionnaires and analyzed using
descriptive statistics and Partial Least Squares Structural Equation Modeling (PLS-SEM).
The qualitative component consisted of in-depth interviews with six key informants, with data
analyzed through content analysis. The quantitative findings revealed that service quality,
customer satisfaction, and intention to use the service were all rated at high level. Service
quality had a statistically significant positive influence on both customer satisfaction and
intention to use. Furthermore, the analysis confirmed the role of customer satisfaction as
a mediator, demonstrating that service quality significantly influences the intention to use
through customer satisfaction. The qualitative findings indicated that both passengers and
railway personnel generally perceived service quality to be moderate to good. However, areas
in need of improvement were identified, particularly the modernity of physical facilities,
consistency of service, staff responsiveness, and accessibility of information and online

systems.
Keywords: Service Quality, Customer Satisfaction, Intention to Use, Thai-Vientiane Railway
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Constructs ltems loading CR Cronbach's alpha AVE
Service Quality 0.927 0.941 0.695
Tangibles 0.820
Reliability 0.804
Responsiveness 0.851
Assurance 0.863
Empathy 0.877
Comfort 0.807
Convenience 0.812
Customer Satisfaction 0.924 0.940 0.724
Ss1 0.855
SS2 0.878
SS3 0.842
Ss4 0.796
SS5 0.861
SS6 0.871
Intention to use 0.921 0.944 0.809
IOU1 0.884
Iou2 0.887
I0U3 0.916
Ioud 0.910

N7 1 Fulsdunaldianuslunuusassiddiminesdussneusnnnit 0.7 July
TnefiAnegsening 0.796-0.916 Aodrseniuld wazdanudedolunisinannisfiaisandn CR
98j58M113 0.921-0.927 uaz A1 Cronbach's alpha dfegsEwing 0.940-0.944 FsunnninABNATEIY
0.70 (Hair et al, 2010; Henseler et al, 2016) war fanunsadanilouiiiarsanaindt AVE NUIg

N1 0.50 lnedlAnegsening 0.695-0.809 (Hair et al, 2010)
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Intention to use Service Quality Customer Satisfaction
Intention to use 0.899
Service Quality 0.640 0.834
Customer Satisfaction 0.617 0.826 0.851
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AN5199 3 ANANUASATIIHUNINA8LNATI VDY Heterotrait-Monotrait Ratio of Correlations (HTMT)

Intention to use Service Quality Customer Satisfaction
Intention to use
Service Quality 0.687
Customer Satisfaction 0.666 0.890
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AuwlsUTIUNadnlAlady (VAVE) v8983AUTeNautiue 9sfedaandtAianuduiussenineiuls
weleauelulunanie 3ne1s1eW 2 msinfidesvesanunlsuniunaialiade (VAVE) fAngendt 0.7
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LazLNUI Y99 Heterotrait-Monotrait Ratio of Correlations (HTMT) FEYIDNTIAIUTENINGAN
ANAUNUSVDIBIAUTLNBUNLANANNUAUAIE@NALNUSNNETURIAUSENBUREINY FIAININUATIATUI
lemsanInanaeinmvualife 0.90 (Henseler et al, 2015) 9NAN5 WA 3 waRabiiuINd1 HTMT
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Original Sample
T P
Sample Mean Result
statistics  values
©) (M)
Service Quality -> Customer
0.826 0.827 48.672 0.000 Supported
Satisfaction
Customer Satisfaction -> Intention
0.280 0.278 3.739 0.000 Supported
to use
Service Quality-> Intention to use 0.409 0.411 5.479 0.000 Supported
Service Quality-> Customer
0.231 0.230 3.757 0.000 Supported

Satisfaction -> Intention to use

aad

neme: AduUseavsiaumelidedfyneadian p < 0.05, T-statistics > 1.96 atuayualuAgu

A15199 5 ANDYSNALALSIN A1DNSNANIATI LALAIBNTNANIIDDU

AMUFUNUS AU sAULAZAUIANY Direct Effect Indirect Effect Total Effect
Service Quality-> Intention to use 0.411* 0.230* 0.641*
Service Quality -> Customer Satisfaction 0.827* - 0.827*
Customer Satisfaction -> Intention to use 0.278* - 0.278*

NG * p<0.05

NPT 4 kag A5 5 NANITNAFBUALLAFIY WU AMAINUINITBNSNALTIUIN

soauitanelavesgnan ($=0.827, p<0.000,T=48.672) aﬁuaquamu@gmﬁ 1 sipan Ap AUAanela

a a

YosgnAndidnsnadeuansemusdlalduinis ($=0.278, p<0.000, T= 3.739) aruayuauufgui 2

Qmmwu’%maﬁ%w%waL%qmﬂc&iammﬁﬂﬂ%’ﬁmﬁ (B=0.411, p<0.000,T=5.479) AUUAYUANLRFIY

'
=

71 3 wazAunMUINsEanSnalieuandeanuddalduinisiiuauiisnelavesgndn ($=0.230,
p<0.000,T=3.757) advayuanufgiuil 4 1lofiasanA18ninalaesiu aziuinqunInuinisil
answansdeusiondunlaldusnisiiuauianelagnateg 0.230 Mszaudedrdgyn 0.05

wagdldvinasiuegil 0.641 szdutisdrdyi 0.05
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