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Abstract

Tourism is very important industry for the Thai economy. It attracts money into the
country at the second position, following the highest earning sector as export. In 2012, a
recorded number of overseas arrivals is approximately 22,303,065. Consequently, tourism
employed over 1 million people in Thailand today. For the hot topic at the moment, ASEAN
Economic Community (AEC) becomes a reality in only three years. This ASEAN agreement
will simplify and extend the movement of travelers across the borders of countries. Number
of oversea travelers will jump from the normal trend after AEC. A surge of travelers creates
the arena of tourism industry among ASEAN members. A number of countries announces
themselves to be a center of tourism in ASEAN. For example, Singapore declares itself to be
a center of man-made tourism destinations in the region. Similarly, Malaysia positions itself
to be a hub of tourism. Additionally, Vietnam enriched with world heritages proposes itself
to be a heart of tourism. From these threats, if Thailand does not prepare and improve itself
for the challenge, it may lose from the competition. When searching to the weak points of
the country, Thailand is not prom for the race in several aspects. Especially, national public
transport — considered as the foundation of the country - that is oversea visitors normally
use to travel to attractive destinations delivers the inconsistence services. As such, this
project aims to study the service quality of public transport — bus, train, airplane, boat, and
rodtoo - for oversea travelers. Tool used for the study is “Service Quality Gap Model”. The
model defines the satisfaction as gap between customer’s expectation and service
delivered. If this gap is so large, customer is not satisfied. Service is negatively measured. In
contrast, in the case of no gap, service delivered is identical to client’s expectation.
Satisfaction is fulfilled. Result of the study will be suggested to involving parties to use to
develop national public transport.

For the result of the study, airplane, train, and bus are the first three of public
transport in Thailand respectively giving oversea tourists the most satisfaction; while rod-too
gives the least satisfaction. When considering executives’ point of view, airplane’s and train’s
executives get the best score. They understand that research is an important part of their
success in the business and use this tool to find what oversea tourists exactly want from the
public transport operator. As a result, they can deliver services closely to foreign users’
expectation. From staffs’ questionnaire-based test, airplane’s staffs receive the highest score
for the working performance; while ferry’s staff gets the lowest score. It seems curios why
the total service quality of airplane is lower of train. The reason why oversea tourists feel
satisfied in train’s service more than in airplane’s service is tourists’ expectation in train’s
service lower in airplane’s service. Moreover, Thai train’s service is high performed than
expected because it collaborates with the Tourism Authority of Thailand to develop its

stations near well-known attractive destinations for oversea visitors, and to train its staffs for
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increasing the service quality. For the critical problems of Thai public transport’s service
quality, staffs are the key factor. Most of them are lack of motivation and low suitable for
their working position. Additionally, service schedule and reliability of public transport do

not meet oversea tourists’ need.
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