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ABSTRACT

he entry of low-cost airlines in the provision of public transport services has wrested the
market share from cross-provincial or cross-regional bus services. This has led to a decrease
in the number of passengers on bus services on major and minor routes. Therefore, bus
operators need to speed up adjustments to their services. This research aims to examine
what factors have shaped customer satisfaction with the North-Eastern line bus services, which have
been most affected, by using the concept of service quality and the service marketing mix (or 7Ps),
in order that the bus operators will be able to understand the needs of customers, as well as to
improve service quality to satisfy consumer demand. The samples of the study are 412 people using
the North-Eastern line bus services, surveyed through a questionnaire and in-depth interviews. In
addition, the study divided the bus operators into two groups to compare strategies in improving
service quality: namely, Nakhonchai Air, which can successfully improve its services, and 10 other

companies as representatives of operators that have been revamping.

Keywords: North-Eastern Line Bus, Customer Satisfaction, Service Marketing Mix (7Ps), Service Quality,

Bus Operators
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