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ABSTRACT

The objectives of this independent study were to study people’s expectation of Chiang
Mai Municipality air-conditioned bus service and to conduct problems and suggestions of
passengers to the service. The data was collected via questionnaire distributed to 200 Chiang Mai
Municipality bus passengers and 200 general people who had not used the bus service. They were
selected by convenience sampling method. The data was then descriptively analyzed using
frequency, percentage and mean.

The results of the study showed that most of respondents from the 2 groups were female,
15-24 years old, single, with Bachelor’s degree. Most of them were university and school
students. Their earning did not exceed 5,000 baht/month. For the respondents who had used the
bus service, their main vehicle was motorcycle, while for those who had not used the bus service,
their main vehicle was car.

For the respondents who had used Chiang Mai Municipality air-conditioned bus service,
they used the most Route 6, which goes around the city both clockwise and counter-clockwise.
They used the service the most during 12.01-15.00 hours. The average waiting time at the bus
stop was 10-20 minutes. They used the bus service less than once a month. The reason for using

the service was to save money on traveling.



For both respondents who had and had not used the service, they thought the flat-rate
fares of 15 baht/person/route for general people and 10 baht/person/route for monks and students,
were appropriate. The respondents got information about the service mainly from signs inside
and outside the bus.

For the passengers, the ranking of expectation of the bus service based on the marketing
mix factor was in the following order: people, physical evidence, process, product, price, place
and promotion. The first 3 most important sub-factors were that the driver made sure that the door
was opened and closed promptly after the passenger boarding and going out of the bus, then he
could depart; the driver was skillful and followed the traffic rules; and the cleanliness both inside
and outside the bus.

For people who had not used the bus service, the ranking of expectation of the bus
service based on the marketing mix factor was in the following order: physical evidence, people,
process, product, price, place and promotion. The first 3 most important sub-factors were the
cleanliness both inside and outside the bus; the driver was skillful and followed the traffic rules;
and the maintenance of the bus engine.

The problems from using the bus service were long waiting time at the bus stop, not
knowing bus routes, and the driver drove fast and was reckless, respectively.

Suggestions for improvement of the Municipality air-conditioned bus service are more
and continuing public relations, more routes to cover the city areas, and more buses for each

route, respectively.



