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Abstract

The objectives of this study were to study the contrast between the
expectation and satisfaction of passengers per serving of van bus Hat - Yala,
Saha Yala Transport Limited classified by personal factors. By collecting data from
384 users of vans bus Hat - Yala Yala Saha Limited. The data was analyzed by
descriptive analysis, percentile, mean, presenting the results of contrasting
passenger’s expectations and satisfaction utilizing Importance Performance Analysis
techniques and evaluating research hypothesis with Multivariate Analysis of Variance
(MANOVA). The results of the research found that expectations and satisfaction
of passengers in all 5 categories were at the highest level, but the levels of
expectations were lower than satisfaction. The averages of ratings of satisfaction.
were in the range of 4.07-4.18 and the average ratings of expectations were in
the range of 4.06-4.16. When the ratings of expectation and the ratings of satisfaction
were analyzed by using the IPA technique, it was found that the average of the
expectations and satisfaction of passengers were in the Quadrant 2, showing
that there was a balance between expectations and satisfaction of passengers. In
addition, the results of this study showed : 1) There was statistically significant
difference at 0.05 level between passengers expectations and service vans based
on the difference of passengers educational level. 2) There was statistically
significant difference at 0.05 level between passengers monthly revenue and
passengers satisfaction on vans service.

Keywords: Expectations, Satisfaction, Saha Yala Llimited.
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f1919N 3 Multivariate Test LATIEHANULYIUIIUTEAINIZAUNIANWI LA

anumaRissansiusMIzesndlasas

Effect value F Hypothesis df | Error df | P-value
Intercept Pillai’s Trace .997 14283.932 10.000 365.000 .000
Wilk’s Lambda .003 14283.932 10.000 365.000 .000
Hotelling’s Trace 391.341 | 14283.932 10.000 365.000 .000
Roy’s Largest Root 391.341 | 14283.932 10.000 365.000 .000
326uUNg Pillai’s Trace .064 1.204 20.000 732.000 244
Anw1 Wilk’s Lambda .937 1.206 20.000 730.000 242
Hotelling’s Trace .066 1.208 20.000 728.000 .240
Roy’s Largest Root .051 1.851 10.000 366.000 .050*
#1919%i 4 Test of Between- Subjects Effects 31A312AANNBITUIINIZRING
i:ﬁum‘sﬁﬂmu,azmmmmm’wiamﬂﬁu%mﬂmaag’ﬂmsmi
Source Dependent Variable | Type III Sum | df | Mean Square F P-Value
of Squares
I$AUNIANIN
FUIAN 2.789 2 1.391 1411 | 245
FUIIA 1.066 2 533 513 599
fudhsesiiti 7.889 2 3.945 3577 | .029*
FUNINGIU 4351 2 2.175 2.079 | 126
FUENINTD 4.637 2 2.318 2.066 128

NSl 4 Wuden P-value wpsnnuAmanissiansiuinsrassadlagans
1 shuifiendapnd 0.05 tun dunsdsesfids e P-value wihiu .029 Feaqulen
syiumsfnaesgliuinmsiiuaneiuidldusnsiinnumenissenisliuinives

saflasanamalusumsshsnsiideunnseiupneddusAgnieadnfisss 0.05

fnsuranTIAzERLLANATasiaduduyAnafifinasoaufenelaly
mialiuimaessaglaganns 5 dunui flavansiifine 01y aouam szdUAIARN
oEnwman wazAuduMsRuMsiuanseiudanuieelalunsliusnmvessodlagans
Tidupnsneiu wiglagsnsifinsldedssedouwnnsmeiudanufaelalunslduinsves
saglaganslusumnuanawanssiuagradidesdgmesdnnszdu 0.05 Mwazidyn
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m1519fl 5 Multivariate Test Awanzinuulsunusznitgldniswazaufisela
Tunsldansvessndlazans

Effect value F Hypothesis df | Error df | P-value
Intercept Pillai’s Trace .996 18381.683 5.000 373.000 .000
Wilk’s Lambda .004 18381.683 5.000 373.000 .000
Hotelling’s Trace 246.403 | 18381.683 5.000 373.000 .000
Roy’s Largest Root 246.403 | 18381.683 5.000 373.000 .000
Telfiade Pillai’s Trace .019 2.004 10.000 748.000 .030
Wilk’s Lambda .981 1.999 10.000 746.000 .031*
Hotelling’s Trace .019 1.994 10.000 744.000 .031*
Roy’s Largest Root .015 2.140 5.000 374.000 .060

A137197 6 Test of Between- Subjects Effects 31A51viAnuuwlsisiuseninenslsiais
sowouuazaufisnalalunmsliinsvessaglauans

Source Dependent Variable | Type III Sum | df | Mean Square F P-Value
of Squares
Tneldedy  AnuianalaEw)
FUARUALIAN 8.884 2 4.442 3975 | .020*
HUTIAN 5.241 2 2.620 2.768 .064
fudsasiita 342 2 171 179 836
FUNINGIU 5.631 2 2.815 2.578 077
FUAANTD 1.860 2 930 892 411

aNeNTeT 6 Banuen P-Value aaspufisnalalumisliuinisvesiaglagsns
S 1 fMudifiendeundt 0.05 laud fumsimuanan @i P-Value Wi 0.02
Feaqulin Meldeduseifeusosdlduinisfiuansesiuilidldusnsfiszivanufiansla
AoMIMUINeInglngaslumuna(eNuTInEg)  wanssiusgedivusAgmesin
flszdu 0.05
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maninazanufenslaasdlasasronsiiusnsvesisnnabulne in (mwsw)
namMATenu Jadusuyena dnasopumeaniassilasasuansieiy nafineddy
Wuwuil Wesnnduilaaniadldusnsiifissdumsfnmunnssdiuaziinginssunsuilan
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