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Abstract

The purposes of the study were 1) to develop the indicators of each confirmatory factor and the service quality of intercity rail
transport in Thailand, and 2) to verify empirical data consistency of the confirmatory factor model and the service quality of
intercity rail transport in Thailand. The Thai government has initiated a national project to develop a double-track railway system
connecting all regions to improve public quality of life and at the same time to drive economic growth. Howewer, the project won'’t
be successful if there is no public interest in using train services. Therefore, the researcher aimed to conduct a confirmatory factor
analysis (CFA) of the intercity rail transport to guide the stakeholders to implement the results of this study in designing service
models with passenger needs.

There were five factors used in the study: employee — measured by indicators., such as clear and accurate communication
with passengers, polite service, prompt assistance for problem solving, and completion of customerservice training station —
measured by indicators., such as a station with service points (e.g., shops, cafés), cleanliness, and parking spaces; passenger coach
— measured by indicators., such as cleanliness of seats, toilets, other facilities, good ventilation, sufficient seating capacity, public
information within passenger cars, and modern equipment, safety — measured by indicators., such as railway enforcement officers
well trained and assigned to patrol the trains and stations to keep colleagues and passengers safe, and installation of equipment
and facilities — measured by indicators., such as availability of power outlets and internet, diverse ticketing channels, and so on.

Keywords: Quality of Life, Public, Rail Transport, Public Transport Systems.

1. INTRODUCTION

Road transport in Thailand is a dominant system implemented for passenger and freight

Transportation, which currently cannot meet the needs of service users and it causes a persistent issue of traffic
congestion. Consequently, the Thai government has invented a huge budget in various forms of transportation
infrastructure. Therefore, an urgent transport action plan has been implemented with the aim of shifting road
transport to other modes of transport, particularly a double-track railway system covering every region in Thailand
(The Parliamentary Budget Office, 2019).

Most of the transport in Thailand is dominated by road transport, which currently cannot completely
respond to the needs of service users due to congestion and delays in transport. Consequently, the Thai government
has invested a substantial budget in various forms of transportation infrastructure to provide efficient coverage and
connectivity. Therefore, Thai government has prepared an urgent transport action plan with the aim of shifting road
transport to other modes of transport, particularly a double-track railway system linked to all regions in Thailand
(The Parliamentary Budget Office, 2019). And the Ministry of Transport has been assigned to make a strategic plan
to develop the transportation infrastructure with a period of 20 years (2018-2037) with the project to develop intercity
trains into a double-track system. The project has enhanced spread growth in the regions in terms of economy and
transportation, which is convenient for people to travel from place to place faster (Komchadluekonline, 2021). This
is in accordance with the 20-year National Strategic Plan (2017-2036) and the National Economic and Social
Development Plan (12th edition) (2017-2021), which aim to develop the quality of life of the people and drive the
economy of Thailand (Office of Transport and Traffic Policy and Planning, 2016).

Approximately 40 million Thai people use railway transport yearly, but when compared to other modes of
transport, it is quite a small amount. Moreover, the number of train passengers who use the train service both
commercially and socially per day has been reduced after the COVID-19 outbreak as shown in Figure 1 below.
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Figure 1 Trends in the average number of daily passengers using train services from 2019-2021 (Department of Rail
Transport, 2021)

The ineffective administration of the intercity train system of the State Railway of Thailand has caused a
persistent problem of the decreasing number of railway users. Moreover, the image crisis of organization on its
inefficiency in providing services in many areas is a crucial problem as well. Additionally, in the past, the Thai
government paid more attention to the development of the road transportation system than railway transport. This
can be seen from the National Economic and Social Development Plan from 1% - 9% editions of the Office of the
National Economic and Social Development Council that the policy of the rail transport system development was
not issued at all but emphasizing more on the expressway system with the aim of reducing traffic congestion. Even
though the railway transportation system, which was built during the reign of King Rama V, with the aim of providing
services for the people to travel conveniently (Praphat, 2023). Therefore, the government needs a plan to serve the
service to meet the needs of people.

Therefore, the researcher wanted to conduct a confirmatory factor analysis of the service quality of intercity
rail transport in Thailand. The results of the study would be presented to the State Railway of Thailand to put in the
plan or it could be a helpful guideline for creating service models and increasing service efficiency that could raise
the standards of rail transport and benefit the country's long-term development.

2. RESEARCH OBJECTIVES

The objectives of the study were: 1) to develop the indicators of each confirmatory factor and service quality of
intercity rail transport in Thailand, and 2) to verify empirical data consistency of the confirmatory factor model and
service quality of intercity rail transport in Thailand.

3. LITERATURE REVIEW
The researcher conducted a literature review and it was found that there were five key components implemented to
conduct a confirmatory factor analysis of the service quality of intercity rail transport in Thailand as follows:

3.1 Employee

Service quality affecting the sustainable growth of intercity rail transport in Thailand relies heavily on employees’
knowledge, skills and experience (Khanchalee, R. & Phungnirand, B., 2021), that the organization can enhance its
employees’ performance capability through training (Seangpacharthaii, C., 2019), and the employee can learn how
to speak politely with people or passengers and provide some helpful recommendations to them (Runkawee, 2022).
Therefore, the development of employees’ performance abilities may enhance the service quality and passenger
satisfaction and improve service reliability.

3.2 Station
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A railway station is a place where trains park, stop, switch, and people or passengers may get services of intercity of
rail transport. The State Railway of Thailand should assign proper management of crowd control, cleanliness, safety,
parking lots, and so on to provide additional services (Li et al., 2023). Moreover, a parking lot of each station should
be assigned to meet the number of vehicles to park (Jonkeren & Kager, 2021). However, if the parking spaces are not
sufficient, the State Railway of Thailand may cooperate with local entities, private entities, or community to provide
more parking lots with a reasonable parking fee (Wilcock, 2001). When the number of parking lots is increased, the
number of passengers or people may be increased as well (Kimpton et al., 2020).

3.3 Passenger coach

The modern and appropriate sizes of passenger coaches should be implemented to enlarge seat sizes or increase the
comfort of seats to ensure convenience for passengers during their journey (Seangpacharthaii, C., 2019). Large LCD
screens should be installed to provide passengers with information, such as notifications of arrival times at the final
station and other important types of information; restroom facilities should be upgraded for better cleanliness, and
CCTV cameras should be installed throughout the coaches to increase passengers' safety during travel (PPTV Online,
2016).

Moreover, passenger coaches should be equipped with modern and functional technology to enhance cleanliness and
assign luggage storage (Urairat, W., Deejongkit, S. & Rojsuwan, B., 2021). Therefore, the improvement of passenger
coaches is a vital component to enhance the efficiency and reliability of the rail transport system and improve the
image of railway transport creating a better future for passengers (Nedeliakov4, E., Valla, M., & Masér, M., 2024).

3.4 Safety

A railway station is considered as a crucial part of the railway system and plays a significant role in daily life. The State
Railway of Thailand should put the emphasis on public safety by establishing safety standards and enforcing strict
safety measures (Alawad, H., Kaewunruen, S., & An, M., 2020). Various types of technologies should be implemented
to improve public safety and protect passengers' belongings (Cao, Y., et al., 2022). Additionally, training policies
should be provided for all staff to realize regulations and raise safety awareness for passenger care (Li, M., et al., 2020).
These may enhance service quality.

3.5 Facilities

Today modern railway stations are not only transportation hubs where journeys begin and end, but also social centers
where people meet and hold meetings. Therefore, other facilities should be provided, such as internet services for
travelers (e.g., internet hotspots, charging stations, etc.), and improved intermodal connections with other forms of
urban transportation (Coppola, P., & Silvestri, F., 2020). Retail shops and cafes should be available for passengers to
shop, eat, drink, or read while waiting for the train (Otsuka, N., & Reeve, A., 2024). Moreover, it is important to pay
attention to all passengers including people with disabilities, the elderly, children, pregnant women, and those with
large luggage to make it easier for all of them to get on and get off the trains (State Railway of Thailand, 2024).
Moreover, improving convenience by enabling passengers to book and purchase tickets may enhance their preference
for rail travel (Purnomo, F. M., & Indarwati, T. A., 2023). Therefore, service providers should improve service quality
and the online ticketing system to increase passenger satisfaction (Sari, M. N., & Dirbawanto, N. D., 2023).

4. RESEARCH METHODOLOGY

4.1 Population and sample

The population of this study consisted of people or passengers who traveled by train. The sample size was 500 cases
(Comrey, A. L., & Lee, H. B., 1992) which indicated a very good level for factor analysis. The multi-step random
sampling technique, including stratified random sampling and Quata sampling was applied. The first sample group
consisted of 100 cases of Northern Line passengers; the second group consisted of 100 cases of Northeastern Line
passengers; the third group consisted of 100 cases of Eastern Line passengers; the fourth group consisted of 100 cases
of Central Line passengers; and the fifth group consisted of 100 passengers who lived along the Southern railway
line.
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4.2 Research Tools
The instrument used in this study was a questionnaire developed from a review of relevant literature, documents,
theories, and prior research. The questionnaire consisted of two parts:

Part 1: The respondents’ general information comprised 4 items: gender, occupation, monthly income, and
days of service use and a checklist format was implemented.

Part 2: The questionnaire used to assess the level of importance of the components and indicators of intercity

railway service quality in Thailand contained 5 parts: Part 1: Employee (5 indicators), Part 2: Station (5 indicators),
Part 3: Passenger coach (5 indicators), Part 4: Safety (5 indicators), and Part 5: Facilities (6 indicators) and a 5-point
rating scale based on Likert (1932) was implemented.
To verify content validity, the questionnaire was evaluated using the Index of Item-Objective Congruence (IOC) by
five experts, resulting in IOC values between 0.60 and 0.80, which was consistent with standard criteria (Rovinelli,
R.J., 1976). And then the questionnaire was pilot-tested with 30 non-sample respondents (Burns, N., & Grove, S.
K., 2001). Reliability was calculated by using Cronbach’s alpha coefficient, and the result of the reliability value was
of 0.96 which indicated high reliability and suitability for data collection (Cronbach, L. J., 1951).

4.3 Data analysis
Descriptive statistics (percentages) were used to analyze personal information data, and analyze the level of importance
of service quality to calculate the mean (X) and standard deviation (S.D.).

For the Confirmatory Factor Analysis (CFA) of the service quality components of Thailand’s intercity rail
transport, the following fit indices were used to evaluate model fit with empirical data (Gaskin, J. & Lim, J., 2016) as
follows: Chi-square/degrees of freedom (CMIN/DF) was less than 3.00, Comparative Fit Index (CFI) was greater
than 0.95, Standardized Root Mean Square Residual (SRMR) was less than 0.08, and Root Mean Square Error of
Approximation (RMSEA) was less than 0.06.

The criteria of assessing construct validity of the indicators in each component were: 1) Factor loading between
indicators and components must exceed 0.50 and be statistically significant (Kilic, A. et al., 2020), 2) Composite
reliability (CR) must be greater than 0.70, and 3) Average variance extracted (AVE) must exceed 0.50 (Hair, J. F., et
al,, 2019).

5. RESULTS

5.1 The results of personal data analysis
It was found that the majority of the respondents were female (55.0%), followed by those who were students (32.6%),
those who most held a bachelor’s degree (64.0%), and the most common days of getting railway services were long

holidays (34.60%).

5.2 The Results of data analysis of the importance level of intercity rail transport service quality in Thailand
The data analysis of the importance level of service quality for intercity rail transport in Thailand is presented by
components and indicators, as shown in Tables 1-5.

Table 1: Mean and standard deviation of the Employee

Component and Indicators X S.D. Level of
Importance
Employee 4.44 0.63 Highest
1) Clean and neat uniform (EMPO1) 4.32 0.73 Highest
2) DPolite service to passengers (EMP02) 4.46 0.73 Highest
3) Clear and accurate communication with passengers 4.52 0.70 Highest
(EMPO03)
4) Enthusiastic and prompt assistance when problems 4.45 0.72 Highest
occur (EMP04)
5) Completed standard service training (EMP05) 4.45 0.75 Highest
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From Table 1, it was found that the importance of Employee component in terms of service quality was at the highest
level. The importance level of indicators could be put in order as follows: clear and accurate communication with

passengers (EMPO3), polite service to passengers (EMP02), enthusiastic and prompt assistance when problems arise
(EMP04), completed standard service training (EMPO5), and clean and neat uniform (EMPO1).

Table 2: Mean and standard deviation of the Station

Component and Indicators X S.D. Level of
Importance
Station 4.44 0.65 Highest
1) Clean and attractive railway station with landscape 4.42 0.75 Highest
organization (STAO1)
2) Station equipped with more information media to 4.45 0.73 Highest
provide passengers with travel updates and other
announcements (STA02)
3) Station with clean buildings, tidy platforms, and 451 0.75 Highest
sanitary restrooms at all times (STA03)
4) Station with additional service points for waiting 4.37 0.79 Highest
passengers, such as shops and cafés (STA04)
5) Station with sufficient parking spaces for passengers 4.47 0.77 Highest
(STAO5)

From Table 2, it was found that the importance of Station component in terms of service quality was at the highest
level. The importance level of indicators could be put in order as follows: maintaining cleanliness of buildings,
platforms, and restrooms at all times (STAQ3), sufficient parking spaces for passengers (STAQ5), station equipped
with more information media to get passengers informed with travel updates and other announcements (STA02),
maintaining railway station with landscape organization to ensure clean and attractive appearance (STAO1), and
providing more service points for waiting passengers, such as shops and cafés (STA04).

Table 3: Mean and standard deviation of the Passenger Coach

Component and Indicators X S.D. {Jevel of
mportance
Coach 4.49 0.70 Highest
1) Passenger coach with cleaned seats, sanitary restrooms,  4.52 0.78 Highest
and other equipment (COAOQ1)
2) Passenger coach equipped with a good ventilation 4.50 0.76 Highest
system to prevent unpleasant odors (COAQ2)
3) Passenger coach with sufficient carriages and seats to 4.49 0.78 Highest
accommodate demand as scheduled (COAOQ3)
4) Passenger coach with clear informational media to show 4.41 0.77 Highest
travel information or other regulations (COA04)
5) Passenger coach with modern and specified standards 4.50 0.71 Highest
(COA05)

From Table 3, it was found that the importance of passenger coach component in terms of service quality
was at the highest level. The importance level of indicators could be put in order as follows: taking good care of
passenger coach to maintain sanitary restrooms, cleaned seats, and other equipment (COAO1), passenger coach
equipped with a good ventilation system to prevent odor pollution (COAO02), modernized passenger coach with
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specified standards (COAOQ5), passenger coach with sufficient carriages and seats to accommodate demand on
schedule (COAO03), and passenger coach equipped with clear informational media to show travel information or
other announcements (COAQ04).

Table 4: Mean and standard deviation of the Safety

Component and Indicators X S.D. Level of
Importance
Safety 4.48 0.70 Highest
1) Installation of CCTV and emergency alarm systems in 4.54 0.72 Highest
high-risk areas within stations and passenger coaches
(SAFO1)
2) Implementation of security personnel to regularly patrol ~ 4.50 0.75 Highest
stations and passenger coaches (SAF02)
3) Staff should be regularly trained in passenger safety 4.47 0.79 Highest
procedures (SAF03)
4) Regular inspection and maintenance of passenger 4.46 0.83 Highest
coaches based on schedule (SAF04)
5) Installation of more ramps at station areas and train 4.44 0.84 Highest

doors for safe boarding by passengers with disabilities

(SAF05))

From Table 4, it was found that the importance of Safety component in terms of service quality was at the
highest level (X=4.48). The importance level of indicators could be put in order as follows: installation of CCTV and
emergency alarm systems in high-risk areas within stations and passenger coaches (SAFO1), implementation of security
staff to regularly patrol stations and passenger coaches (SAF02), regular staff training should be provided for passenger
safety (SAFO3), regular inspection and maintenance of passenger coaches based on schedule (SAF04), and additional
installation of ramps at station areas and train doors for safe boarding by passengers with disabilities (SAFO5).

Table 5: Mean and standard deviation of the Facilities

Component and Indicators X S.D. Level of
Importance
Facilities 4.41 0.71 Highest
1) Provision of public transport services for passengers 4.39 0.82 Highest
(FACO1)
2) Facilities must be available in stations and coaches for 4.39 0.83 Highest
passengers with disabilities, such as designated seats and
wheelchair storage (FACO02)
3) Installation of equipment and facilities to support urgent  4.37 0.86 Highest
work needs of passengers, such as power outlets and
internet access (FACO03)
4) Multiple options for ticket sales and payment methods 4.44 0.79 Highest
(FAC04)
5) Ticket reservation and purchase processes are simple and ~ 4.41 0.77 Highest
easy to understand (FACO05)
6) Service centers are easily accessible with sufficient staff to ~ 4.43 0.77 Highest

assist passengers (FACO06)

From Table 5, it was found that the importance of Facilities component in terms of service quality was at the
highest level. The importance level of indicators could be put in order as follows: various channels for ticket sales and
payment options (FACO04), convenient service centers with sufficient staff to help passengers (FAC046), easy ticket
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reservation and purchase processes (FACO5) public transport services for passengers are sufficiently provided
(FACO1), fully equipped facilities must be available in stations and coaches for passengers with disabilities, such as
designated seats and wheelchair storage (FACO02), and installation of equipment and facilities to meet urgent work
needs of passengers, such as power outlets and internet access (FACO03).

5.3 The results of the indicator development within the confirmatory factor model of intercity rail transport
service quality in Thailand

The researcher adjusted the model to develop indicators within the confirmatory factor model of intercity rail
transport service quality in Thailand. The results of this development are presented in Figure 2.
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O.Bagz==*
0.753 ENMPO3 O.BEE*e=
0.750 EMPO4 O-EeeTE=

O.860>>*=

o.7ao ENMPOS
0.805 STAQS o. 89T >
0.805 COA0

-1
0.806 COA0Z2 O. 898"
0.777 COM03 o.es8z
0.80% SAF02 P
0.764a SAFO3 o.8Fae=
0.766 FACO1 O.BT S
0.737 FACO3 O.855%==

*** P <0.001
CMIN/DF = 2.680 CFI =0.984 SRMR = 0.024 RMSEA = 0.058

Figure 2: The confirmatory factor model of intercity rail transport service quality in Thailand showing a good fit
with the empirical data (standardized score).

From Figure 2, the relationships between components show that all of the correlation coefficients between each pair
of major components are positive. This indicates that all five components are related in the same direction (Kanlaya
Vanichbuncha, 2019).

Whereas, the results of the confirmatory factor analysis of the intercity rail transport service quality model in
Thailand revealed that the Employee component could be measured by using four indicators ranked by standardized
factor loadings from highest to lowest values as follows: clear and accurate communication with passengers (EMP03)
- 0.868, enthusiastic and prompt assistance when problems occur (EMP04) - 0.866, completed standard service
training (EMPO5) - 0.860, and polite service to passengers (EMP02) - 0.842. The Station component could be
measured by using four indicators ranked by standardized factor loadings from highest to lowest values as follows:
sufficient parking space for passengers (STAO5) - 0.897, and providing more service points for waiting passengers,
such as shops and cafés (STA04) - 0.765. The Passenger coach component could be measured by using four indicators
ranked by standardized factor loadings from highest to lowest values as follows: taking good care of passenger coach
to maintain sanitary restrooms, cleaned seats, and other equipment (COAQ1) - 0.898, passenger coach equipped
with a good ventilation system to prevent odor pollution (COAQ2) -0.896, and passenger coach with sufficient
carriages and seats to accommodate demand on schedule (COAOQ3) - 0.882. The Safety component could be
measured by using four indicators ranked by standardized factor loadings from highest to lowest values as follows:
implementation of security staff to regularly patrol stations and passenger coaches (SAF02) - 0.899, and regular staff
training should be provided for passenger safety (SAF03) - 0.875. The Facilities component could be measured by
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using four indicators ranked by standardized factor loadings from highest to lowest values as follows: public transport
services for passengers are sufficiently provided (FACO1), - 0.875, and installation of equipment and facilities to meet
urgent work needs of passengers, such as power outlets and internet access (FAC03) -0* 0.859.

5.4 Structural validity analysis to assess the suitability of subcomponents as indicators of each major component

by verifying the construct validity of the model through evaluation of composite reliability (CR), and average
variance extracted (AVE)

The results of the analysis are presented in Table 6.

Table 6: Composite reliability (CR) and average variance extracted (AVE)

Main Component CR AVE
Employ 0.918 0.738
Station 0.818 0.694
Passenger coach 0.890 0.730
Safety 0.881 0.787
Facilities 0.881 0.787

From Table 6, it is found that the composite reliability (CR) and average variance extracted (AVE) for the main
components meet the specified criteria. This indicates that the indicators for each component are appropriate and

valid.

6. CONCLUSION

The results of the confirmatory factor analysis of intercity rail transport service quality in Thailand revealed that the
model is consistent with empirical data, and the relationships among five key components are in the same direction.
Therefore, the results of each component can be discussed as follows: Railway employees play a very important role
in passenger satisfaction. If the number of passengers or clients who decide to get train services is decreasing, it is
because delayed or indifferent responses to problems that need solving (Yulianto, D. G., & Awan, A., 2024).
Therefore, the State Railway of Thailand must urgently enhance service quality awareness to improve passenger
satisfaction and encourage repeated use (Gozde & Sait, 2022). And staff training focused on polite, efficient service,
and effective communication must be provided to promote service quality (Wisutwattanasak, P., et al., 2023), with
the ability to provide guidance for more information and problem solving (Menglei, 2017), and other relevant travel
recommendations (Runkawee, 2022). This can create a good image with a professional appearance (Seangpacharthaii,
2019), contribute strong work behavior and a positive organizational image (Oksana, 2023). Therefore, enhancing
employee performance is essential for service quality that leads to passenger satisfaction and increased services.

A train station is a vital part of the rail transport system. Therefore, service quality should be improved
beginning with providing sufficient parking space for passengers (Jonkeren & Kager, 2021). If station space is limited,
collaboration with local entities or communities to provide affordable parking lot is recommended (Wilcock, 2001).
When there are more or sufficient parking lots, it may encourage more passengers to get more rail services (Kimpton
et al., 2020). Moreover, there should be a proper plan to develop station areas for commercial purposes to support
daily activities of passengers, such as shopping, eating, etc. (Morikawa et al., 2023), meanwhile, a train station serves
multiple functions: boarding, transferring and freight, and this may cause a big problem of crowded conditions.
Therefore, more seating should be added, and station cleanliness should be regularly maintained, especially restrooms
to attract passengers (Phimngam et al., 2021).

Improvement of passenger coaches is also crucial for enhancing transport system efficiency and passenger
confidence (Nedeliakov et al., 2024). This includes modernizing carriages, adding sufficient and comfortable seating
(Seangpacharthaii, 2019). Moreover, there should be additional equipment installation within passenger coaches to
provide information, and the restrooms within carriages should be clean (Phimngam et al., 2021). CCTV installations
throughout coaches can enhance passenger security (PPTV Online, 2016). Therefore, improvement of passenger
coaches can definitely increase a number of passengers.
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Safety is an essential part in the rail transport system. In the past, the railway police offered passengers a sense
of security. However, when the agency of railway police was abolished, public confidence has been reduced because
of unpleasant incidents, such as accidents, crimes (Blumenfeld et al., 2023). Therefore, enhancing service quality by
rebuilding trust through safety measures is essential and the State Railway of Thailand should implement strict safety
standards (Alawad et al., 2020). The policy of safety measurements in the passenger carriages, train stations and
outside the areas should be assigned and issued, such as CCTV installations (Sangthong et al., 2022), increased patrols
at stations and on trains (Rueanngam et al., 2023), and various technologies should be implemented to safeguard
passengers and their property (Cao et al., 2022). Staff should also be trained to understand safety policies, regulations
and procedures to protect passengers in all dimensions (Li et al., 2020). Passengers’ sense of safety in public transport
system is fundamental to increase the number of passenger (Ding et al., 2023; Foroutan & Bamdad, 2023), and
enhance passenger satisfaction and increase getting services.

There are not sufficient options for passengers in rural areas to access public transport services. (Thailand
Consumers Council, 2022). Therefore, the responsible agencies should improve multimodal integration to link other
transport formats (Coppola & Silvestri, 2020), or coordinate with other public transport agencies to provide
convenient access to railway stations, and passengers may reduce using personal vehicles and this can reduce the
environmental pollution (Patraporn et al., 2021), meanwhile, there are diverse transport modes (Arreeras et al., 2020;
Wicki et al., 2024) to make stations more accessible (Ibrahim et al., 2020). Moreover, a train station is not only a
transportation network, but also a community hub. Therefore, other facilities should be available to enhance
efficiency of the station area to support internet accessibility and entertainment area (Fadlilah et al., 2024), or there
are some commercial facilities for passengers, such as shops close to the station (Qin et al., 2023). There should be
retail shops, cafes where passengers can buy things, eat, or read while waiting (Otsuka & Reeve, 2024). Besides,
services should be equally provided for all passengers: disabled persons, the elderly, children, pregnant women, and
those with large luggage (State Railway of Thailand, 2024). Additionally, easy ticket reservation and purchase
processes (Purnomo & Indarwati, 2023; Sari & Dirbawanto, 2023) may increase customer satisfaction and encourage
greater use of train services.

7. RECOMMENDATIONS

The Thai government has invested in the development of railway transport system to improve the quality of life and
make travel activities more convenient for the public. The research findings show the needs of people who regularly
travel by train. Therefore, the government should urge the relevant agencies to expedite improvements of the
components that affect convenience and public perception to enhance confidence and encourage more people to
choose rail transportation services for both train and freight transport.

Moreover, after the railway development projects are completed and the public begins to get the services,
there should be a follow-up to assess passenger satisfaction and gather additional feedback. This information should
then be used to resolve any issues that may hinder service use to make sure that rail transport becomes a significant
and preferred travel option for the public once again.
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