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ABSTRACT

The purposes of this research were 1) to study the levels of service
quality management of a casual relationship model toward service quality
management of Thailand’s airport link project in passenger’s perspective
2) to study the behaviors of service and service marketing strategies was
considered by passengers with the Thailand’s airport link project and
3) to study a casual relationship model of factors affecting the service
quality management of Thailand’s airport link project. This research was the
survey research and development. The data were collected by using
questionnaires. The samples of this study were both Thai and foreign
passengers totally 600 passengers who have travelled with Airport Rail Link
project. The statistical analysis used in data analysis was frequencies
distribution, percentages, mean and standard deviation. Referable advanced
statistics for hypothesis test and statistical search were calculated by using
statistical computer software for Structural Equation Modeling (SEM).

The results showed that the passengers were impressed with the
overall of service quality management including; responsiveness, tangibles,
reliability, empathy and assurance respectively. By the behaviors of service,
mostly, the passengers bought tickets by themselves and decided on their
own. They often took the train by selecting Suvarnabhumi Airport City Line
(SA City Line) train on weekdays, at 6:00 — 8:59 Am., which was a prime time
period. Mostly, Phaya Thai Station was decided and planned to take the
train in advance. Then, the passengers were considered the overall of
service marketing’s mix at high level. The factor of People and Process
factor was the most important level. For the factor of Product Elements, the
factor of Productivity and Quality, the factor of Price and Other User
Outlays, the factor of Place and Time, the factor of Promotion and
Education, the Physical Evidence factor was at high level.

A casual relationship model toward service quality management of

Thailand’s Airport Link Project, the personal information indicated that Age,
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Behaviors of service; the main reasons, the select of Airport Rail Link station
service, the plan of travel, and service marketing strategies were correlated
with service quality management of the Airport Rail Link project at a
statistical significance of the 0.05. Furthermore, a development of Thailand's
Airport Rail Link project model with referable statistics for verification of
conformity of Overall Model Fit Measure, and the evaluation conformity of
results in the important component of Model (Component Fit Measure)
were analyzed by using Structural Equation Modeling (SEM). It was created
consistently with empirical data and had an ability to predict the service
quality management of Thailand’s Airport Rail Link project at good level,
acceptably. As a consequence of the correlation was 57% which the

acceptance of correlation was more over than 40%.
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sUuuuAnadusIBswnvasladeniiinadenisusmsianisanmnsuims

A CASUAL RELATIONSHIP MODEL TOWARD SERVICE QUALITY MANAGEMENT OF
THAILAND'S AIRPORT LINK PROJECT

(ndv5uTinna)

Chi Square = 681.443
Hoelter =297.000
RMR =.049

GFI =925 CFI=.962
IF1 =985 TLI=.969 RMSEA =.047

AN 1 NaN1TIATIERFURUUANLENTUS B mnvesladeniinasen1suInIg
FANIAUAINNITUINMTIATINTSWesHETNAW (ndin1suiulung)

NA T 1 LLﬁﬂﬂNﬁﬂTﬁLﬂﬁ%ﬁ‘gULLUUﬂ?WNﬁNWUéL%Qﬂ’]LMQ°’l VDY
lassnsuainesnded annsalisulieglusUaunislasaing el

SMM = 0.035 Gender -0.215* Age -0.030 Nation -0.058 Status +0.009
Edu - 0.025 Occu + 0.095 Income + 0.003 Buy + 0.003 Kind - 0.114* Use +
0.037 Decision - 0.022 Day + 0.066 Period + 0.103* Station + 0.108* Plan; R?
=0.098

SQM = 0.721* SMM; R* =0.570
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X?/ df (CMIN/DF) <3 2.302
GFI >0.90 0.925
AGFI >0.90 0.907
NFI >0.90 0.951
NNFI (TLI) >0.90 0.969
IFI >0.90 0.985
CFlI >0.90 0.962
HOELTER > 200 297
RMR <0.05 0.049
RMSEA <0.05 0.047

HaagUsunaein1siasan lueaiilasinnunaunduiudeyadasedng
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Wnzaw SuradR laawaas/miuutiendudass (x%/df) Wiy 2.302 Fadien
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191 0.05 WU Aot RMR wazRMSEA Arunausinsiansasnauiy saudle el
Uszidiumunaunduvesluinasioninuiilssnevesvuinnguiiotafisefiu
Hoelter > 200 Wu31 A1FYE Hoelter =297 HanaasUn1uA13199 2 (Lsdnwal
eudfy, 2502) il luwsazesdusynauvedunaiinuiionss (Validity) \fiosa1n
Ani1miinedusznou (Factor Loading) fifndaust 0.30 Tuly (Anduysal) uay
Ty Ayn1eadia naeniu Ysedninmvesanuannsalunmsneinsaleglusedud
wazidufveniu lneflaandusiudwnguidsass (R wiiiu 0.570 dednidu
$ovay 57.0 Berunasionsaniidardesar 40 Tuly el annsndiaueULUY
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(Independent (Mediator Variables) (Dependent Variables)
Variables)
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szuvTUdIesalliBauinennid
g1ugITIUAuazanlngu-de
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v Y a a ]
dunldusms . .. U3NI51ATINITIZUUVUAING
- PUBIAUTENDUVBINARL U 4
salwidaurinennAeIug T
(Product Elements) » a ade
- 919 (Age) N - nluazanniniu-de
; - 0.155| - fumuEansalunINARLAE c.
: " {lagansenniaenuluiiios

AN TidNLEND

v |

(Productivity and Quality) - AMUAALTUFUSTTYDS

- unauazATldiefignfifesdn usn1s (Tangibles)

(Price and Other User Outlays) - dumndeiienarlindde
weAnTIuMsIduSnIs - udnUNLaIAN (Reliability)
1A9NITILUVVUEINT (Place and Time) >l fuaamaansalun
salwiliauvinanideny - frumsdaeunmanaiauaznsli | § 7o«  AOUALRS (Responsiveness)

gassnuiinazananiiniu-de NsANIINAN - PNUAMALTINURBNNT
Hlagasoniaeuludio (Promotion and Education) U313 (Assurance)
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(People) A

(Why?) ‘ >
s s v - fuvdnguidudaing (Empathy)
- aondifsuldusnng - 0.082* 3 A
(Where?) 0.070% (fhysmal Ewde:;:tei
- MIINUNITHAUNIG 0.078*| ATUNIZUIUNTILINTS
(How?) (Process)
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