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Organization Image, Service Quality, and Marketing Mix That Influences the

Satisfaction to State Railway of Thailand Service
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Abstract

This research was conducted with the aim of studying organization image, service quality, and marketing mix
that Influences the satisfaction to State Railway of Thailand service. The respondents of this research were 400 people
via purposive sampling method. The survey questionnaires were used to collect data from the users. The reliability
Cronbach alpha value is 0.877 and validity was checked of content from experts. The descriptive statistic in the analysis
were frequency, percentage, mean, and standard deviation. The hypotheses test is multiple regression analysis.

The results indicated that organization image, service quality, and marketing mix that influences the satisfaction
to State Railway of Thailand service at a statistically significant level of 0.05. The highest factors affecting to the
satisfaction to State Railway of Thailand service is marketing mix (B = 0.328). Moreover, the analysis of coefficient of
determination (R2 = .405).
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! AzUTN9gsia NN ANENSENTIIN
' Business Administration, Bangkok University

’ Corresponding author. E-mail: Chutsuda.sean@bumail.net



N9UsegaReINIIIALTA NrangaunAulat N INIAaga9IUNH ATIN 5

unun

nasnlwisszmalnausziamnalunsenssanmaniguananisdunissn inaeslsemnalng

49
12 1

1 :.,/ =3 A A < ¥ v 1o [ ‘dl v
neAudabausna AN 2433 Tnenssumanianszaaaannadiagiin (5in1ad 5) nsansenginllaningn
4 Tandwinsusnlwauiluasausn Tudsinnsznealosnsnig aunseislul w.a.2494 Tainszususalesnis
Tspngne Tilaufanisaasnsusaisunauaz lfansnsasAnissanay iwnissolwuisdsemalne: Toaly

3 o al 421 dl a & 1
FAADEIgNUFTUAYANILNITNN90 AL ieRuARILANAAN1922383ANT (NM99a wisdszmalng, 1.4
= o \ 2 a ¥ a ° )
Feifaqiunissninuvislsemalnesiuliduneninifusnliisnisanuou 5 Eune 9909z 8ENeanun 4,070
Alawms uiaduanenisdumaad unmeanawile idunnaapyduesniemile duneaals dunisane
Ardlann uasidunNansuinaes

nssa wisdszinalnedufansnlisnisduaissndinatuiugiuduanuan afaaesny
idununnian Bludamdnsing o) uazdaiinasnszanaadnuiasyaindsunanshldenunisln aine i
dszmmugnusniAuwmuazaudeduilaetnsazaon Wasanianuilaasaiandsudiegs sangn feudan
a a dp 1 ] d‘ 18 o ¥ 1 ! v a’l‘ !
mssalaziinadvinavesneioiias wifideszauymanusiag o snung i ludmuniszutindy 100,000

% P o | > 2 eV i v PR ] A D o
@unqWLLﬂN?qﬂimiQNmﬂﬂL‘Wﬁl\‘l 5,000 AMULUIN Gﬁﬂﬂ\‘iimuﬂmunuﬂﬂm’%ﬂmﬂ °'| Wﬂqi?ﬂVLWW@QLLUﬂ?Uﬂ']ﬁ'z

|
' o

TneanzaeaneAnEen engesmineusn niindtlas 8,000 A1u tToymdinaiarinlinieniaigieass

' v v
Yo o

o - as ) o & - X a2 o ~
mLuuﬂ’]iﬁ’mﬁLLfﬂ"ﬂﬂtyW]mN@slﬁﬁﬁw ﬁquLNuwuV\J@\?ﬁﬂ?LLUULﬁ‘\iﬁqu"ﬂu ﬂﬂmﬂﬂmuqﬂ@ﬂlu@‘ﬂ\?ﬂq?ﬁﬂqﬂ

99

Lz

] a v =< -=l|d I al d' 1% o .=1' o v
Lmﬂuqmmﬂﬂum LAZINALAAUIAINTLIANIEATY ?QNE]\‘I&JJV]N‘JJTJ’&‘LITW?M wWuanuilsilasauannnnlinng

snllszauilymanuniswmnn danaliludamanadudannun

=

aziinldanluilaqiiunissalwldiniswamn luFessasnmansalesrns ina el un s
asrnsiaaRnsiimatulagsing - idanld wedeldgnadud isnisssuussaesignangaluendeu
nalul wee. 2570 S9lul 2562 iutntalddnasinnissalnt dulaBuatunsaauwlasesing Tnsauiv
Iadaauatnnisdnliinanssu "Change to the Future” iawudtyyruwentenisiasunlasaesesdnslazy
e .o o o U SR 4 L 4y
1uuda agduuuidunisaniiuianssusine o e lidndaniineuresnissalny Negiadszma iveais
AnFANNuazANHdn laReaiuAnennsduIRaewesrns (nesnwisdsemalng, silil)

n1saanslusuaesnunwnsliuEnisdmiunissn uislszinalne luaqiudinaswamuwn
Tugouaaagtuuusing  unungu newmun lwFesresauoun sanldfsnisimuigunnaesyaang
WaliupndlssdninnluzeseeainisdJuimning anislnsasvsedlduinissnlninaas iy

= \ = o ey o P v a
nnsusnsatiaaNenia Wwasaintaqiiunissaluladnisimun luFessesnuninlunisliuinisaes
L% =2 val % val = | v
wiineuuuauausan e liinswmuianin naessa i liliaonuinaswe slaaandeanisaestlsvangu
walilnsansiinanuienalalunigldusinng
Feaninanaundesuaziivinaquiunissa lnwisdsemalng ladnisdiud ganasimun visludou
o - - = Yy a | A 09 = o ~
1o AnEniresesAng sanliisguuurenisliuinigsing o e lilaaanstinandiula luFeses
o ¢ Yy a = o = s, : =
nwanenfesns aunnlunislitinig sonlinefadanianisnaindu o Adenasennuauianela
Tunsldisnng asamadnesuwin igAnmasiiannaulanazdnmdaFasmespnuienalalunisldusnng

s lne



v
a o

nssegaRanigssAuTA anangsamnaulatsTNenag sl AN 5

IngszasATaInIsIag

|
=

=2 o [y s dl ! ! =] Y a
1) WaAnA AN IaIANINdsnasa A Eiana lalunsldusnisen tnlne

b

o

2) ad1mannunnlunisiinisndanasiaauianalalunislduinissallng

A

3) Wedmvitladedaulsvann1anisnans (7Ps) NasuasamaNiene lalunsldusnissa lnlne

NSAULUIAINAR

Aauilsddsy Aawilsmn

MNANHBIANS

Harrison (1995)

ANNanalalunistdusnig

AMNNNIS AL NN (Satisfactory Service)

(Parasuraman, Zeitham! & Berry (1988) Millet (2012)

tlaasdauilsedunianisnanm (7Ps)

- Kotler (1997, p. 92)

Figure 1 Conceptual Model
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Y = 1.147 + 0.148(naneniedsns) + 0.251(ANINNMeIHLTNNg) + 0.332(dautlseannisnann)

A9199 2 NIUATITUANNINADBENYAU

Model Summary
Adjusted R Std. Error of
Model R R Square Square the Estimate
1 6378 405 401 27105

a. Prﬂdlctors (Constant), Nas13SALANAAAIAL
mumlwﬁwmn\lmﬁmm Hﬂﬁ']Jl‘i"G\]Jﬂ’nJlﬂﬂlHu
mumwanuma\mns WATIISTALAMIAAIAL

mlmmmwmﬂnuﬁms
ANOVA?
Sum of
Model Squares df Mean Square F Sig.
1 Regression 19.843 3 6.614 90.032 .000°
Residual 29.093 396 073
Total 48.936 399

a. Dependent Variable: Was115:AUAMAAAITL ARANIRIND T TANSTZVEMS

h. Predictors: (Constant) waﬂm'ﬂumwmmu mumuusumnmmsmma
HATIASEALANMUAALIA mumwanumaoﬂns HASIASTAIANAAALA

mlmmmwmﬂnusms
Coefficients®
Standardized
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