UNANED

¥

nsfnuiianguszasdifiofinw dadeilianinaronisuinauninnsuinng wazanuils
wolavealasanssalii (UBU Trams) lusminerdeguasvsiiiaziieusuussnisuinisliiin
amnumnzan Tnefnwidamansenuvosganinnnsliuinig fidwaseanufianelavesylduing
wazilufmuinazusuusslududineliidndamn deidesundeyasensliduuvasunniil
TA54a31991n11R 5 IARAAINANTUIANT (SERVQUAL) Saafunssuiussaviawsudswindounes

[

gldusnisennnmnisuinsuarauianely S1uiugneuwuuaeuay 300 AU (n=300) wusug

Y
Mlainglduinig 100 au wazgfngldusnig 200 au tnglduuudnaesaunislasaiie (SEM) lunis
AATIENEMIANFN LS e Kan1sAnwinuIladengldusnisiiauianelauiniian

¥V

fo Jadedrumadrenidila (@rdmindudssansuvuansgiu = 1.911) Jafedunisiu
UszAnSnmduduwandey (AnimdnduUssansuuuaasgu = 0.355) Jadesudnuaeiisuses
1§ (AvdmiindudsyAnsuuuanssiu = 0.222) Jadedunsuseiunman (A mindudseand
LUUIATEIY = 0.121) uardladeinunisneuauss (AnimindudsyAviuunmnsgid = -1.289) i
indadomaridmadenmunimmsuinisvessalngaisedsiifddyuasdmaranuiionelave
AlEUINTeY ﬂx‘i%lﬁl,ﬁujﬂﬂﬁiﬂ%UU?QiﬁiﬂlWﬁ’]ﬁLéﬁJVl’NLaumﬁm%ﬂ%ﬁm, solwindauduiingiu
dawandeuun, solufindarsannisassiianisueulaoenleiainnisasiasmisauu, audud
nofnssuiiduianm seauuilaindlasanstu-assnagaaonds, Amnugnimuazaruduiingves
autu waznsuilslgmuarainundenlunisu¥uiudsuvesu3nis UBU Trams iiieusslomiiun
favarndundn szaoiingmuamnisuinisuazanufiaonelefiglnears3uild nansiasie
annsaUszynaliifietmuaulauieiiioususganmuinisvessalagansluiveamingde

guaswsilving@usiely



ABSTRACT

This study aims to examine the factors influencing the perception of service quality
and passenger satisfaction with the UBU Trams at Ubon Ratchathani University, and to
improve the service for better suitability. The study investigates the impact of service quality
on passenger satisfaction and applies the findings to address any issues that arise. The
researcher collected data through a structured questionnaire based on the SERVQUAL
service quality measurement model, combined with passengers' perceptions of the
environmental performance of the service, as well as their satisfaction. A total of 300
respondents (n=300) participated, with 100 individuals who had never used the service and
200 individuals who had used the service. Structural Equation Modeling (SEM) was used to

analyze the causal relationships. The study found that the factor with the highest level of

passenger satisfaction was empathy (standardized coefficient = 1.911), followed by
perceived environmental performance (standardized coefficient = 0.355), tangibles
(standardized coefficient = 0.222), assurance (standardized coefficient = 0.121), and

responsiveness (standardized coefficient = -1.289). These factors significantly influenced the
service quality of the tram and passenger  satisfaction. The results indicate that
improvements to the tram’s routes, making the trams more environmentally friendly,
reducing carbon dioxide emissions from road traffic, ensuring drivers exhibit polite behavior,
waiting to ensure passengers board and disembark safely, as well as improving the drivers'
courtesy and friendliness, and being responsive to passengers' issues and service
modifications, will' enhance the perceived service quality and satisfaction. The analysis
results can be applied to develop policies for further improving the service quality of Ubon

Ratchathani University's electric bus system.



