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Abstract

The purpose of this study are: 1. to study the demographic factors whether can affect passengers’
satisfaction and service quality of van services at the Thai-Lao First Friendship Bridge; 2. to study important
factors and qualitative factors that can affect passengers’ satisfaction and service quality of van services the
Thai-Lao First Friendship Bridge. The research tool of the study is questionnaires which have been directly
distributed to 385 van service customers for finding prospective results. The statistics used in this study are
T-test, ANOVA and Multiple Regression. The results of the study revealed that: 1. the different demographic
factors such as nationality, occupation and average monthly income can influence passengers’ satisfaction and
service quality of van services. The factors influencing passengers’ satisfaction of van service at the Thai-Lao
First Friendship Bridge, Nong Khai-Vientiane Capital were mainly personnel, followed by the process of service
and facilities respectively and the factors influencing the service quality of van service at the Thai-Lao First
Friendship Bridge, Nong Khai-Vientiane Capital were mainly perceptional ability, followed by reliability,
understanding other people’s minds, confidence and reaction to customers’ need respectively. From these
results, it is suggested that van service providers should train all employees in-charge to provide the same
standard of service and serviced mind. For practical recommendations, this study should focus more on factors
influencing passengers’ decision making to use van service which would be a useful guideline for improving and

developing van service meeting the needs of customers in the future.

Keywords: Satisfaction, Service Quality, Van Service, the Thai-Lao First Friendship Bridge
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A19197 1 WEAINANTSAATIEY Independent Sample T-Test KazNMFIATIZHAUUUTUTIUNGRED
(One-Way ANOVA)

UaduiAsadunisiiums | Jadeuszvnsanans Jyd1AYNINEDA adanle
PIUNTTUIUNITIAUINNS L 637 Independent
Sample T-Test
AIUUARINT e 242 Independent
Sample T-Test
FUASIILANEZAIN LW 540 Independent
Sample T-Test
AUNTEUIUNSIAUINTS 91y 959 One-Way ANOVA
AIUUARINT 91 356 One-Way ANOVA
shudss e wazan 91y 694 One-Way ANOVA
FUNTEUIUNITIAUSNS dyvd 680 Independent
Sample T-Test
AIUUARINT Heyvn .018* (Fy¥1#ana (mean = 3.95) > Independent
dyu@lve (mean = 3.74)) Sample T-Test
FUASIILANEZAIN Heyvh .046* (Fy¥mana (mean = 3.60) > Independent
dyv@lve (mean = 3.44)) Sample T-Test
FUNTEUIUATIAUINS SEAUNSANTN 468 One-Way ANOVA
AIUYARINT SEAUNSANTN 257 One-Way ANOVA
FuAseIEmIEzAIN SEAUNSANTN 104 One-Way ANOVA
FUNTEUIUATIAUINS DTN 257 One-Way ANOVA
AIUUARINT DTN 058 One-Way ANOVA
FuAssIEmINEzAIN DTN .008* (5Us1%n13 (mean = 3.64) > | One-Way ANOVA
NINIUIFIAAR (mean = 3.51))
FUNTEUIUASTIAUINS s1eldiadesaiou 534 One-Way ANOVA
AIUUARINT s1eldiadesaiou 524 One-Way ANOVA
FuAssIEmIEzAIN s1eldadesaiou 031% (40,001 U TulU (mean = | One-Way ANOVA
3.53) > 30,001 - 40,000 v (mean
= 3.35))

*PlgdrAyneannnszau 0.05

15197 2 auudgudl 2 Yadedifertunisiduma dwaseanuianelalunisléuinssagiuinaiiaz iy
S5 Inganiuvied 1 umnsnsdu wudn wewalunisidums anudlunisléuinissagiuing Aunnsnsiu deuase
anufianelalunisliuinissaguireiiasnuiinsam Insaniusied 1 uansnafy sgslifivddgymsadafisediu 0.05
dndadetisnandliving wagszeznanfisolviuins wuilsiunnseiu famsned 2
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A15197 2 UARINANTFILATIIAULUTUTIUMALREY (One-Way ANOVA)
JasdeiiAgafiuns aunanalalunislduinissad WedAynneada aDANLe
AUNI9 Fudnitazwudasnmilnearousia
i1
AUNTEUIUMIWIUINS | wienalunisiiunig 297 One-Way ANOVA
AIUYAAINT WANAlUNSIAUNIS 011* (fiunsdluds | One-Way ANOVA
TUTY/MRWNTEUN (Mean
= 3.92) > Usgnaugsna/
A8 (mean = 3.63))
FuAseIEmIEzAIN WARALUNITAUNNG 766 One-Way ANOVA
sunszuunsliing | anudlunislduimssadiuing 053 One-Way ANOVA
AIUUARINT muilumsliuinssadiuing 049* (AU (mean = | One-Way ANOVA
4.08) > fnifeuay 1-2
A%a (mean = 3.73)
sudedneanuazan | anudlunslduimssadiuing 125 One-Way ANOVA
frunszuaunsliusns | Fasandildusns 619 One-Way ANOVA
AUYAAINT Hraafiliving 431 One-Way ANOVA
frudssneadzan | Faeandiiausnng 921 One-Way ANOVA
frunszuaunsliusng | seznandiseliusnns 217 One-Way ANOVA
AUYAAINT syoznafiseluing 558 One-Way ANOVA
frudssnemazan | szeznandiseliuinns 738 One-Way ANOVA

*qlpdaAgyneananszau 0.05

M99 3 aundgiudl 3 aunlunisliuinissadsuinsdmaieanufiselalunmsléuinssadsuinaiagmy
S5 Inganiusiedl 1 uansneiu wuin gauawlunisliuinnssadiuing dsmaseaufianelalunisléuinissad
Sufetagmudnsnin eanued 1 uansneiu egnsiifuddymisadafisedu 0.05 Fsamnsawginsalinneamnm
Tunslusmssadsuing dssasiorisnelalunisléuinssagiuisiiasnuiingam neaniusiei 1 16¥esaz 54.50
Fapsnadt 3

M15797 3 UEAIKNANITIATIENITAnRRENAN (Multiple Regression)

anuitanalalunisléuinissadiudreiiazniu Adulszdns  dowdsauuinasgiy T-Test  dudvdny
finsnm lng-a1usiedl 1 (Beta) SE M9Edn
ARt (constant) 1.046 127 8251 000"
shupuennsafidule <) 025 028 887 376
shupnuhidedeld () 132 034 3851 000"
AUNTAUBINDUABAIINABINITVDILTUUINNT (X3) 059 034 1.751 081
shupusiulale (xq) 249 037 6792 .000*
shurnuihlasedalagdu (Xs) 261 035 7552 .000*
R square = 0.545 F=290.777 Sig =0.000*

=

* fitadnAgyn19aaANszau 0.05
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v A
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o

fnsnm Ineanusisd 1 wud snupnudwdeiield muanuiulale uagduanudiladedalarou ddudAgynieata

o
Y a v

Wounin 0.05 uanein seusuauuAgIuvan (Ho) uag Uasauudgiuses (Ho) vuneannudt auamlunisiiuinigsed
fuds dwasieanuiawelalunslduinissadiuiefiaznudasnm nsaniuwiedl 1 wandneiu ogsfifodifymis
afiAfiszdiu 0.05 dausuauanasaiduiald uazsunisausnausemudBsNYRIFULINS Tdfamneada
1INATY 0.05 Uana31 gauSuauuAgIuvan (Ho) war Uiasauudigiuses (H) mungaudn asamlunisliuinissed
Suisdmasionuiionelalunislivimssadiuheiasmuiingnim Ine-anuiedt 1 ldupnsnediu

fatfu Feanunsoaguldin auawlunisliuinissagiuing dmadeanufenelalunislduinissadiuiig

Vaznuiingnn neariuwisil 1 1¢5eeaz 54.50 (R square = 0.545) uazaunsaidouannisannoslanadl

Y = 1.046 +.025 (X1) +.132 (X2) +.059 (X3) + .249 (Xa) +.261 (X5)
Tagdl Y o mwitswelslunsléuimssagiudefiasnuinsnm Insaued 1
X; fio shuauanansadudals
X, fio shuanutndedield
X5 A9 ATUNITAUDINDUADAINABINTUBIHTUUTNNT
Xq Ao suamsiilale
Xs fie suasilasedalagou

6. 8AUSIUHANITIAY
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