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59710068: MAIJOR: BUSINESS ADMINISTRATION FOR EXECUTIVE; M.B.A.
(BUSINESS ADMINISTRATION FOR EXECUTIVE)

KEYWORDS: SERVICE QUALITY OF TRANSIT SERVICE

JUTHATIP YATJAROEN : IMPROVEMENT OF SERVICE QUALITY OF BUS
TRANSPORTATION BUSINESS CASE STUDY OF SUBBOONTRANSPORTS & SERVICE
COMPANNY LIMITED. ADVISORY COMMITTEE: SARUNYA LERTPUTTARAK, Ed.D.

2018.

Safety and legal transit service management for employee and the encouragement to
establish an efficient guideline for transit service management were considered the key functions
in organizational management. The company should improve and be ready for this management.
Therefore, this study attempts to study a guideline to improve transit service management for
employees of Sapboon Transport and Service Co., Ltd. This qualitative study employed in-depth
interviews with 20 employees dealing with hiring transit bus for the company. The subjects
included 10 human resource staff and another 10 were procurement staff.

The findings reveal that these service users express toward the tangibility including
physical characteristics of the bus that needs to be hygiene according to the standard. The subjects
expressed toward the reliability that the transit company had followed their contract on the
number of buses. For responsiveness factor, the readiness of the bus and good staff whilst the
opinions toward assurance indicate that the staff provide the service politely and carefully. In
addition, the opinions towards empathy, they employees require that staff that can communicate
and coordinate with the employees well. They expressed opinions toward the hygienics that it was
safe during transportation and the car condition was in high safety condition. The attitudes
towards time management to pick-up company’s employees reveal that they can manage the time

to reach the schedule.
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