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ABSTRACT

A Study of the service quality of the Bangkok Mass Transit System Project (BTS) in
Bangkok has the objective to 1) Study service quality and the expectation obtained form the BTS
service in Bangkok, 2) Study the demographic background of the service users and the level of
the perception of the BTS service quality. This study is a survey research. The sample of this
study were 400 passengers of BTS, and used questionnaire as the tool of this study. Statistical
techniques used were percentage, mean, and standard deviation and tested hypothesis by the use
of t-test and F-test at .05 level of significance.

The study found that the level of service quality of BTS is high in the aspects of
reliability, understanding to customer, tangibles, and responsiveness.

The samples who have different gender, married status, education, and income have
significant difference in service expectation.

The sample who have different gender, age, education and income have no difference

in real service perception except career and married status.
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