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Abstract

The purposes of this research were to study and compare the level of passengers’
expectation and satisfaction of bus service, to analysis the importance performance with
passengers’ expectation and satisfaction of Green Bus. The sample consisted of 400 passengers
the questionnaire in Chiang Mai. The statistics used for data analysis were percentage mean Paired
sample t-test, and passenger’s expectation and satisfaction compared with the tool as

Importance-Performance Analysis.



219RITMFAAMSUATMINAIUY NWINEABSITADIUATITET
1% 8 adun 1 unsAN - gunay 2564

The research revealed that overall level of expectation are high service qualities with
mean of 3.95 and a high level of satisfaction mean score was 3.88. The different between average
expectation and service quality satisfaction was negative. The average expectation was higher
than the average satisfaction towards service quality. Excluding for tangible services, passengers
were more satisfied than expectation before receiving the service. The analysis on attribution
results of expectation and service quality satisfaction of Green Bus found that, the second
quadrant was satisfied with service providers had well managed service to passenger satisfaction

and performance should be maintained.
Keywords: Expectation, Satisfaction, Service Quality
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