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ABSTRACT

A Study of The Service of Thailand’s Airport Rail Link: A Customer’s Perspective
has the objective to 1) Study the behavior the service of Thailand’s Airport Link. 2) Study the
factors influencing perception and expectation affect satisfaction of the customer use Airport
Link. 3) Study behavioral factors that affect perception and expectation affect satisfaction of the
customer use Airport Link. 4) Study use the service of Thailand’s Airport Link form a customer’s
perspective.

The Thailand Airport Rail Link is one of the major international transportation
systems in the ASEAN region that helps to support the growth of Thailand’s economy in several
industries e.g. tourism, transportation and other related businesses. The project also represents the
growth potential of Thailand in this region. Moreover, this project aims to deliver a faster and
more convenient service with safety and reliability for customers (service users). This may
encourage higher levels of service usage in the future. This study focuses on factors such as the
demographic profile and purchasing behavior of service users that influence the evaluation of the
differences between user perceptions and user expectations of service qualities. In other words,
customer satisfaction, may be another way that could help to achieve the aforementioned
objectives. Therefore, the researcher is aware of the need to investigate the relationships among
those factors.

This study is a survey research that employed a questionnaire to collected data from
400 Thai passengers who used the service of the Airport Rail Link at 8 stations for both arrivals
and departures. Descriptive statistics comprised frequency, percentage, mean, standard deviation

were used to analyze the data. Hypotheses were tested by Chi-square (x2-test).



This research found that the majority of service users are female whose are less than
30 years old, single with a bachelor’s degree. They are employees in private companies with an
average monthly income between 10,001-20,000 Baht. The most used service type is the Airport
Rail Link. The main reasons for using the high-speed travel are punctuality. They mostly use the
service on weekdays (Monday-Friday) between 06.00-12.00 hrs. The most used is the Phayathai
station terminal with tickets bought from ticket staff. Moreover, their average service use is 1-2
times per week.

The result of the hypothesis test revealed that the service users with different
demographic factors i.e. gender, age, marital status, education level, occupation and monthly
income have different levels of perception and expectation toward the service of the Airport Rail
Link. Furthermore, service users with different user behavior i.e. type of the train, usage reasons,
influencing persons, usage day and time, station, the type of ticket bought and usage frequency
have different levels of perception and expectation toward the service of the Airport Rail Link.
Moreover, it was found that service users expected high service levels while perceived a low
service level on several items such as promotion, one stop service and the number of available
rest rooms. The findings of this study can serve as a guideline to formulate development plans
and service improvement strategies that better capture the expectations of service users and hence

encourage the higher levels of service usage that meet the objectives of the project in the future.



