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ABSTRACT

Research Topic Customers’ Behaviors and Satisfaction towards

the Tha Chalom-Mahachai Ferryboat Service

Researcher Mr. Saard Suksadoh and Group
Degree Master of Business Administration
Subject General Management

Academic Year 2010

Research Adviser Associate Professor Sompon Thungwha

The objectives of this research are 1) to observe the ferryboat
customers’ behaviors towards the Tha Chalom-Mahachai Ferryboat Service
2) to observe the customers’ satisfaction towards the Tha Chalom-Mahachai
Ferryboat Service 3) to observe the customers’ motivation towards the Tha
Chalom-Mahachai Ferryboat Service 4) to observe the customers’ reciprocal
relation between their personal factors and behaviors towards the Tha Chalom-
Mahachai Ferryboat Service 5) to compare the impact of the personal factors
on their satisfaction towards the Tha Chalom-Mahachai Ferryboat Service 6)
to assess the impact of the personal factors on their motivation towards the
Tha Chalom-Mahachai Ferryboat Service 7) to assess the customers’
suggestions for developing the Tha Chalom-Mahachai Ferryboat Service
quality following by the opinion of the ferryboat customers. The
representative samples in this research are from 370 ferryboat customers.

The research tool is questionnaires which are evaluated with Cronbach Alpha
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Coefficient. The statistical methods are Frequency Measurement, Percentage,
Arithmetic Average and Standard Deviation. Chi-Square is used in hypothesis
experiment for relation, ¢ test and £ test or One-Way Anova in hypothesis
experiment for comparison.

The Research Result :

1. From the point of behavior analysis towards the Tha Chalom-
Mahachai Ferryboat Service, most of the customers have traveled with the
Tha Chalom-Mahachai ferryboat service at least once. It takes them 16-30
minutes from home with round-trip each day. The ferryboat using is for going
to work. So far they have never experienced an accident or a broken ferryboat.

2. From the point of satisfaction analysis towards the Tha Chalom -
Mahachai Ferryboat Service, their satisfaction is moderate in total aspect and
partly aspect but high in case of saving and convenience aspect.

3. From the point of motivation analysis towards the Tha Chalom-
Mahachai Ferryboat Service, the motivation goes to the highest in necessity
aspect and lower in total aspect and partly aspect but it is moderate in
punctuality aspect. In addition, it goes down to the lowest in cleanness and
politeness aspect.

4. From the point of the customers’ reciprocal relation analysis between
their personal factors towards the Tha Chalom-Mahachai Ferryboat Service
and behaviors towards the Tha Chalom-Mahachai Ferryboat Service, the
personal factors and behaviors come together but gender factor does not
involve towards the ferryboat service

5. The difference of gender does not have an impact on customers’

®)



satisfaction; on the other hand, the difference of age, education, occupation
and income does.

6. The difference of gender does not have an impact on customers’
motivation; on the other hand, the difference of age, education, occupation and
income does.

7. For the suggestion to improve and development towards the Tha
Chalom-Mahachai ferryboat service, the customers suggest that the
entrepreneur should firstly control some pollution problems such as smell,
smoke and a machine roar under the Thai Environmental Regulations.

Secondly, availability and quantity of life vests must be strictly verified
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f1 Reliability (Output 910 SPSS)

Reliability
Case Processing Summary
N %
Cases Valid 40 100.0
Excluded (a) 0 .0
Total 40 100.0

a Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach’s Alpha N of Items

.858 15




Item Statistics
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Mean Std. Deviation N
ailnsaidedia 3.10 955 40
NHANTTUMITUITDUBINTI NI 3.20 723 40
2
NITUUANUTD 3.58 .903 40
AMNVDIITO 3.38 807 40
oY A
gamnvos1denuse 3.00 1.155 40
Y a A
szazna 1HauGe 3.55 714 40
52821IA150150 3.20 723 40
anusas lumsisza lagans 358 903 40
< g A g
ANusGE lumsvuausetuvin 3.85 834 40
ANUNINZANYDITIAIA 1ABENT 370 911 40
A ldsaaunisaudganug 3.58 1.107 40
$uaud laeasaoiiien 3.00 1.155 40
ANuazeIAUs U oay luTe 3.73 716 40
frunuiiwesd laodns 3.90 709 40
MTUTMTUUEITIVDI LAZHIUNIHUE 335 949 40




Item-Total Statistics
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Scale Mean Scale Corrected Item- Cronbach’s
if Item Variance if Total Alpha if Item
Deleted Item Deleted Correlation Deleted
ailnsaidedia 48.58 48.969 808 831
NHANTTUMITUITOUD
WINIUY 48.48 51.897 793 837
MIVUAUTD 48.10 51.682 631 842
AMNVDAUTD 48.30 53.190 582 845
) A
anmuea lilgnuse 48.68 50.379 547 847
seazanlfauiEe 48.13 57.292 267 859
52UL1IA1TDITO 48.48 51.897 793 837
anusas lumsise
A laeans 48.10 51.682 631 842
< 2
ANuTIAG I UMTVUAY
A9
5o NN 47.83 58.404 125 867
ANUHVIZAVVDITIA
A laans 47.98 57.461 173 866
1 Y a =
A lsne@unIaauna
ANNY 48.10 58.041 084 875
$aug Tagensaeiiien 48.68 50.379 547 847
ANUALDIAUTNIUNUTO
wazluise 47.95 53.997 587 846
Sauitiwed Tavans 47.78 54.589 534 848
NSUITMTUUAITIVDY
LAZIIUNINUE 48.33 51.148 637 841




Scale Statistics
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Mean Variance  Std. Deviation N of Items
51.68 60.687 7.790 15
Reliability

Case Processing Summary

N %

Cases Valid 40 100.0
Excluded (a) 0 .0

Total 40 100.0

a Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach’s Alpha N of Items

197 5

Item Statistics

Mean Std. Deviation N
ginsaleeFin 3.10 955 40
WHANTTUMSTUITOUBINTNIU 3.20 723 40

£ A
MIVUANUTO 3.58 903 40
ANINVOUTD 3.38 807 40
&) 1A

gamnvosdznusoe 3.00 1.155 40




Item-Total Statistics

153

Scale Mean Scale Corrected Cronbach’s
if [tem Variance if Item-Total Alpha if Item
Deleted Item Deleted Correlation Deleted
ailnsaidedia 13.15 6.746 810 677
NHANTTUMITUITOUD
Winau 13.05 8.049 757 718
msiuaaie 12.68 8.276 498 782
ANNUDIUTO 12.88 8.676 495 783
ammves1ilznise 13.25 7.526 445 819
Scale Statistics
Mean Variance  Std. Deviation N of Items
16.25 11.679 3.418 5
Reliability
Case Processing Summary
N %
Cases Valid 40 100.0
Excluded (a) 0 .0
Total 40 100.0

a Listwise deletion based on all variables in the procedure.
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Reliability Statistics

Cronbach’s Alpha N of Items

77 4

Item Statistics

Mean Std. Deviation N
seazna lfauGe 3.55 714 40
5202110150150 3.20 723 40
anusas lumsisea lagans 3.58 903 40
anusada lumsiuasded 3.85 834 40
Item-Total Statistics
Scale Mean Scale Corrected Item- Cronbach’s

if Item Variance if Total Alpha if Item

Deleted Item Deleted Correlation Deleted
sraznan lHause 10.63 3.984 562 735
52U21IA150150 10.98 4.128 492 766
aNnusIas lumssse
A1 laoas 10.60 3.067 701 655

3 £
ANusIAGIlUMITUaY

A 9
31N 10.33 3.558 .586 721
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Scale Statistics

Mean Variance  Std. Deviation N of Items
14.18 6.097 2.469 4
Reliability

Case Processing Summary

N %

Cases Valid 40 100.0
Excluded (a) 0 .0

Total 40 100.0

a Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's Alpha N of Items

766 2

Item Statistics

Mean Std. Deviation N
ANMHUIZFNYDITIAA LATET 370 911 40
U 9 a =
ﬂﬂ‘vmamumwumi}ﬂ‘ﬁuw 3.58 1.107 40
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Item-Total Statistics

Scale Mean Scale Corrected Item- Cronbach’s

if Item Variance if Total Alpha if Item
Deleted Item Deleted Correlation Deleted

ANUINVICTUUDITIA 1.225

A1 laeans 3.58 633 (a)

1 Y a =
m“l%mamumwum
ANNY 3.70 831 633 (a)

a The value is negative due to a negative average covariance among items. This

violates reliability model assumptions. You may want to check item codings.

Scale Statistics

Mean Variance Std. Deviation N of Items
7.28 3.333 1.826 2
Reliability

Case Processing Summary

N %
Cases Valid 40 100.0
Excluded (a) 0 .0
Total 40 100.0

a Listwise deletion based on all variables in the procedure.
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Reliability Statistics

Cronbach’s Alpha N of Items

.807 4

Item Statistics

Mean Std. Deviation N
SnufTasmsderion 3.00 1.155 40
ANuazeaUsnunLsotas luse 3.73 716 40
SwuiiesdTavans 3.90 709 40
MSUSMIVUFITIVOT LU 3.35 949 40
Item-Total Statistics
Scale Mean Scale Corrected Item- Cronbach’s

if Item Variance if Total Alpha if Item

Deleted Item Deleted Correlation Deleted
S Tasmsderion 10.98 4.128 590 804
ANUALDIAVTIUNUTO
uazluise 10.25 5.321 726 729
SnuiivesdTavans 10.08 6.071 474 822

MTUTMTUUAIFIVDY

LAZUIUNINUL 10.63 4.189 .809 .659
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Scale Statistics

Mean Variance Std. Deviation N of Items
13.98 8.230 2.869 4
Reliability

Case Processing Summary

N %
Cases Valid 40 100.0
Excluded (a) 0 .0
Total 40 100.0

a Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach’s Alpha N of Items

.749 9




Item Statistics
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Mean Std. Deviation N
anuilaoany 3.73 716 40
AT 3.90 709 40
Muuana Lo 3.35 949 40
Usendaran 3.78 .620 40
Usendanu 4.23 577 40
ANUAZAINTLNY 4.15 580 40
ANUAZ01A 3.00 1.320 40
ANNEMNUBININIUTUIT oA
wiinauAum Tagens 3.30 966 40
AU uuaIngIn 4.35 921 40
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Item-Total Statistics

Scale Mean Scale Corrected Item- Cronbach’s
if [tem Variance if Total Alpha if Item
Deleted Item Deleted Correlation Deleted
anulaoany 30.05 15.074 .688 .689
ANUTIAGD 29.88 15.651 581 705
AMYUAA WU UDU 30.43 13.994 .636 .686
Uszndana 30.00 16.256 554 713
Usendau 29.55 17.587 308 743
ANUTEAINTUY 29.63 17.369 353 738
AINTLDIA 30.78 13.512 428 741
ANNGNINVDINI NI
Fusanazminauiy
A1 laoas 30.48 14.102 603 692
anusuilunu3asia 29.43 18.815 -.032 800
Scale Statistics
Mean Variance  Std. Deviation N of Items

33.78 19.410 4.406 9
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