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a 1 o ¢ g )
T Aayas ', a3.seius 29 ln

[ =

a dyd & A a A [ v v A Y Aa
Uil daglszdeAie AN InUNINMTUSMINAIHAADANNIITNANAVIR IFUT NS
< [ Y] [ o $
solWihumiuas TaenusiuswdoyannNauA10619T1UIU 400 AULALNATOLANUITNGINTIVDS
& A Ay as o Y ' ° 9 o A 4
oM azANUU TN 0AIETBATOULIANUNGUAIDENTIUIU 30 AU IRTZAUANNTOIU 0.846
= aaa EY a d Y A aa A Y 1 A 9 1 A 1 A
Faanan 19 umsinzidoya AeanaFanssuw 1dun aAnud miosaz Aunde aaudouuu
Aaa a 1 Aana a 4
WATTIU LazaDATe YN 1AuN aDANATo T-Test 1AZMIWATIZHANNMLTUTIULDUNIURL)
a 4 a
(One-Way ANOVA) 11agM3AATIZHAMUDADOUITINY A8 (Multiple Regression Analysis) Han1sAnk1
1 a 1 [ A = v v A 9y a A
WU (1) AUAMMILIMIogluszauaun Jaunde 431 (2) ANunsnAnavesl IFusmniine
Y Y a =\ v v A a0 = 9 A
so Tldhuvmuns gldusmslinnuassndndunn Jaunae 4.14 3) dreunuuaeun TN 01y
FTAUMIANET 913N 518 1A aea0A0U LazaIUNMNUANANAULANNISNANAR NS 1FUS T
so TWihumuas liuanaanu duileannanms Iusmssdraminenwo 150 il MRT v lviina

@

VA A a o 1 A Y= Yo a A
anuiredelumsuims thlilganurureu anudanlszivule mnms1dsuusmsndenms
a a Aaa A 1 v @ A Y a 9 Y
UIM3 1Az (4) AuMMMIUIMITINTHanonwsnAnavesd 1FUTmasa llihumiunas 4 aw
Yy 1y v A 49 Yo ) ) Y ) =
laun dumsldanureiu sumsitnuazidils AumsasuauesnnudsIns uazauanuiy
S A 2 A o 9 Y Aa a v 9 A
JUsssNURIEIMS esnnnganmmsusmshah ig s mafamssug andszaumsain
o 2 <3| o A d o () J v A a
lasvusmsilulszdr madluanulsznvule Wewels swhligmsaduanuinddems ldusos

so'lv#h MRT

o o W a [ v A 9|
ATIALY : AUNTINNITVINTT, AITHINTNNNA, m"lvxlvxhammm

HinAnefSyanIn vangasusmaganauviada d191M5IANS ANZUIUITHING UN1INGIOT WA WK

o a a a a [ o
2 ﬂ?ﬁ]?iﬂﬁﬂ?ﬂ‘]&ﬂﬂ?iﬁhﬂ’?ﬁﬂﬁig AUSUINITTINT UNNINYIQYITTUALNN



ABSTRACT

The objective of this research was to study service quality that effects to loyalty of users of Mass
Rapid Transit. The sample size was 400 people who are the users of Mass Rapid Transit, which was tested
the reliability with 30 samples by the Cronbach’ method and had reliability of 0.846. Descriptive statistics
were used to analyze data are frequency, percentage, mean, and standard deviation and Inference statistics
were used to analyze data are T-Test statistics, One-Way ANOVA analysis and Multiple Regression Analysis.
The study found that (1) service quality of Mass Rapid Transit is very good by the mean of their opinion
rating scales was 4.31 and (2) loyalty of users of Mass Rapid Transit is good by the mean of their opinion
rating scales was 4.14. (3) respondents who are different gender, age, education level, occupation, average
monthly income and status have no difference in loyalty to the service of the MRT due to the equality of
the MRT service, resulting in reliability in the service and lead to impression from receiving good service
and (4) the service quality has an influence on the loyalty of the MRT users in 4 aspects that are
Assurance, Empathy, Responsiveness and Tangible respectively. Because of the good quality, it will make
the service users aware and learn from their experience of receiving regular services resulting in

satisfaction that leads to loyalty in using the MRT service.
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