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Service Quality Factors Influencing Passenger Satisfaction and Repeat

Usage Behavior: A Case Study of Phra Nakhon Si Ayutthaya Railway Station
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Abstract

This research aims to analyze 1) the influence of service quality on passenger satisfaction, 2) the
influence of satisfaction on repeat usage behavior, and 3) the influence of service quality on repeat
usage behavior among passengers at Phra Nakhon Si Ayutthaya Railway Station. This quantitative
study collected data from 400 railway service users through convenience sampling. The research
instrument employed was a questionnaire. Data analysis utilized frequency, percentage, mean, and
standard deviation, along with multiple regression analysis. The research findings revealed that
1) service quality has a positive influence on passenger satisfaction (Adjusted R? = 0.582, p<.001),
with tangibility (B = 0.051), reliability (B = 0.039), assurance (B = 0.056), and empathy (B = 0.059)
showing significant effects at the 0.01 level, while responsiveness showed no clear influence (p = 0.188);
2) passenger satisfaction positively influences repeat usage behavior (B = 0.029, Adjusted R? = 0.594,
p<.001); and 3) all five dimensions of service quality—tangibility (B = 0.043), reliability (B = 0.033),
responsiveness ( = 0.033), assurance (B = 0.047), and empathy (f = 0.050)—directly and significantly
influence repeat usage behavior (Adjusted R = 0.663, p<.001). These findings indicate that developing
service quality and creating satisfaction are critical strategies for enhancing repeat usage behavior

among railway passengers.
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%’ﬂmmmigmammwu‘%mﬂuszazzm (Ministry of Land, Infrastructure, Transport and Tourism (MLIT), 2022)
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