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ABSTRACT

This study has objectives to study difference of personal factors affecting
satisfaction of BTS SkyTrain passengers and study relationship of marketing mix
and other relating factors with their satisfaction. It utilized questionnaire to collect
data from 400 passengers with minimum age of 20 years.

The findings show most of respondents are females; have age range
between 31-40 years; have highest educational level in bachelor’s degree; have a
career as a private firm employee / a banker; have average monthly income between
20,001-30,000 baht; and are single. They have various comments on marketing mix,
including the whole services for product and service, number and dispersion of
stations for place or distribution, and various sales promotion activities for
promotion. For other relating factors, they comment on learning from experience
for psychology, supporting the route expansion project for economic and politic,
and lifestyle in the city for social and demographic. This includes worthiness with

service quality for their satisfaction.
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Results of hypothesis testing show difference of most personal factors,
including gender, age, educational level, career, and average monthly income do not
affect their satisfaction without marital status And, all marketing mix (7Ps) and all
three relating factors have relationship with their satisfaction at significant level of
0.05.

KEY WORDS: BTS SKYTRAIN, SATISFACTION
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Coefficients"
Standardize
Unstandardized d
Coefficients Coefficients Collinearity Statistics
Std.

Model B Error Beta t Sig. | Tolerance VIF
@nad) -1.77 0.28 -6.28 | 0.00
MumansuLazLIMs -1.04 0.08 -1.06 -13.20 | 0.00 | 0.0030 334.61
MusazIALImg -1.66 0.17 -1.58 -9.64 | 0.00 | 0.0007 1390.19
Mureanesaviiie 251 0.36 2.02 -6.91 | 0.00 | 0.0002 | 4431.89
Mumsduasumsaaa 1.12 0.11 0.98 9.84 | 0.00 | 0.0020 511.56
Auyaaing 3.53 0.11 2.77 3292 | 0.00 | 0.0027 367.88
munszuumsIiusms | 2.23 0.15 1.69 14.64 | 0.00 | 0.0014 691.53
AMUBNHULN MM 427 0.30 3.55 14.15 | 0.00 | 0.0003 3270.04
MuIaInen -4.45 0.20 -3.54 -21.92 | 0.00 | 0.0007 1357.07
AuAsygnItazmMsiiies | -1.60 0.16 -1.28 -10.06 | 0.00 | 0.0012 838.52
Mudnuay
Usgnnsmans 1.36 0.27 1.03 509 | 0.00 | 00005 | 2129.53
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