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ABSTRACT

Over the years, Thai taxi passengers have been confronted with the problems of taxi service quality.
Furthermore, current taxi passenger behavior has changed, so researchers are interested in studying and
improving the quality of taxi service from the perspective of passengers. This survey research aims to study
attributes of service quality which come from taxi passenger’ s perspective in Bangkok and the vicinity area.
The sample group of this research is 495 taxi passengers selected by convenience sampling technique. This
research instrument was an online questionnaire of Kano model concept. The data was analyzed by

percentage, Kano model and analytical Kano model.

The findings reveal that the crucial attributes of taxi service quality to be aware of, namely 1)
attractive attributes are the warning system when the taxi is off-route and taxi safety during the COVID-19
situation. 2) the 15 one-dimensional attributes with the top three customer satisfaction indices regarding
drivers obey traffic rules, validation of the driver's identification card, and taxi condition. As for the 10
indifferent attributes, there are no effects on the taxi passenger behavior. However, the result of this
research could be used for stakeholders as a guideline to develop better taxi service quality for creating

sustainable growth of the taxi business.
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Functional (Satisfaction)

Dysfunctional (Dissatisfaction)
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Customer Requirements Dysfunctional (Negative Questions)

1) Like 2) Must Be  3) Neutral 4) Live With 5) Dislike
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NUBWR: A = Attractive, O = One-dimensional, M = Must Be, | = Indifferent, R = Reverse, Q = Questionable
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Avufianalags dWusiu (Matzler et al., 1996)

AAubiifanela (Dissatisfaction) = (O+M) / (A+O+M+1) * (-1)
A1Aufanela (Satisfaction) = (A+0) / (A+O+M+1)
1A 9@09U1a3 190 TN B TIMUNUTEANAAINUTNITAIUITUDS A-Kano AT utinan 2 35un
= = o A o o 4 an v 2/c¢ ¢ °
WisuiguiuiiomdeaguveslssinnamnImuing mnransaeslsuand1aiu Ivganaem M>0>A> wagA1uIn

Adviianuiianala (Customer Satisfaction Index: CSI) tauanAtmiinaudAyvesazaAudnyny (Jantest

et al, 2013) ﬁ’d‘ﬁ

o

AnsiAUianela (Customer Satisfaction Index: CSI) = | Dissatisfaction | / Satisfaction

NAN1SANEI

duil 1 nanshaneidayanaluvasgnounuusouny

nquiiegedulngidunends (Govaz 62.4) 919e1g 20-30 U (Sozaz 57.6) nsdinwszaudsaygyin3
(Sovay 63) D1TnnUNIULBNTY (5p88Y 50.5) swaiﬁl,a?{wialﬁauagjﬁ 20,001-30,000 U mmaLiau (Seeay 26.1)
arwalunsliusinig 1-2 afsdedunst (Fevaz 89.1) Yrananiilduinisie lllddendranaiiuviuou (Govas

61.6) Fra1anfisrysasannde 12.01-18.00 (Fegaz 13.9) uazdiaan 18.01-0.00 (Favay 12.7) mud1sy siuds
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Ussianuiin@ndenld Ae luldidenyszianse (Feway73.3) mnidenldvzidenuinddiuynna (Fde7-1nie)

(Soway 24.4)
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AENYMY A o] M | R Q Yszwm D S
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ilgsu

S2 mil,auwwéf’mLLﬁﬂ?IJ‘Lﬁ@W’mﬁ 7.07% 2.42% 4.65%  65.86% 16.57% 3.43% 0.09 0.12
AuUasnse

S3 maﬂaa‘ummgﬂé’mﬂmmamﬁu 8.28% 18.18% 19.80% 42.83% 5.86% 5.05% 0.43  0.30
ninnudusonazvgilouse

sS4 ﬂ’ﬁLaUW’]\‘iéﬁﬁlLLﬁﬂ:ﬁlﬁax‘iaﬂﬁﬁlm’N 8.08% 0.40% 0.81% 40.40% 44.04%  6.26% | 0.02 0.17

S5 ﬁaamsmw%;ﬂamilﬁumﬂﬂ'au 13.54%  22.22% 16.16% 42.02% 1.82% 4.24% | 0.41 0.38
wazaazlduinig

6 Tugaumsalladn 19 vudeants  42.25%  5.25% 1.01%  32.73%  2.02%  13.74% A 0.07 0.60

ANUUABAAEINNISIEUSANS

uiind
S7 winnudusauiRniung s 5.66%  21.82% 22.63% 36.16% 7.47%  6.26% | 0.52 032
E8 anmuiindiidnunasnde 545%  36.16% 13.74% 33.94%  4.44%  626% O 056 047
E9 Usslnvavesuiindiinasionns 586%  1.41%  242% 51.72% 31.31%  7.27% | 006 0.12
simaulaldusnis
E10 mnumlvadvesiisolinasionts  20.40%  14.95%  3.84%  50.10%  6.67%  4.04% 021 040
simdulaldusnis
E11 gunsaineluriedlaganseies 2222%  31.92%  6.67% 3455% 1.01%  364% O 040 057

arornuaznioauldau

E12 anevndalnséndd dysyoes WIFL 10.30%  8.89%  3.64%  57.98%  14.34%  4.85% 0.16 0.2
ugedndu

E13 ﬂﬁiaﬁéﬁ GPS visendeaneluse  16.36%  33.54% 727%  37.17% 1.21% 4.44% O 0.43 0.53
Towansidudssniu

C14 qmugﬁmmzaﬂuﬁaﬂmmﬁ 12.12%  33.54% 13.13% 37.37% 0.20% 3.64% O 0.49 0.47

Wudeusudu

C15 vssenanglusaazenn 19.19% 44.65% 7.68%  21.82%  1.01%  5.66% O 056 068
UsIAINNauSy

C16 vdlpwanslas 1Use Lifinng 11.52% 45.05% 14.95% 24.04%  1.01%  3.43% O 063 059

ANUAITD AAZRIN

D17 wiinauduuiinglsiugias 25.05% 34.75% 808%  18.79%  4.24%  9.09% O 049 069
Alagans

D18 wineudusousinewdosmuy  21.82%  28.28%  9.09%  38.38%  141%  1.01% 0.38 0.51
glinesy

D19 fasnsiiilavansesdase Ll 2424%  14.14% 1.82% 55.76%  2.63%  1.41% 0.17  0.40

gosnsaeiuntinauduse
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= 1Y a P~ 1
A9 2 UISANAMANTAIZAMATWNUINITUNNG (7D)

AMENYMY A 0 M I R Q dssim D S

D20 wilnauduTalAMUTIUEY 2040% 47.88% 8.69%  20.81%  121%  1.01% 0 0.58 0.70
GIVN

D21 WSPIMAMTUINTVOINUNU  13.54%  49.70% 12.93% 20.81%  0.61%  2.42% 0 0.65 0.65
JUTa

A22 ﬁa&mifgmL%'ﬁﬂiﬂﬁl,niuauuax 1212%  4.65% 0.00% 33.94% 16.77% 32.53% 0.09 0.34
Wusuleuseuies

A23 dosmsseuulunmsuseidfiunis 1859%  26.06% 525%  44.24%  1.62%  4.24% 0.33 047
Trusmsvesntnudusanas
Tgusnis

A24 Fosmsinemlagasiisiuan  2.63% 0.81% 0.20% 37.78% 48.69%  9.90% 0.02 0.08

A25 Fasmsseuusdadiowdloniind  36.36%  17.98%  3.23%  28.28%  3.84%  10.30% A 025 0.63
NN5DINUDNLEUNIS

A26 FasnsFensaufindaranth 2667%  384% 0.61% 42.83% 586%  20.20% 0.06 0.41
NULBUNALATU

A27 fiszuuinmuusziantdneu 14.75% 48.89% 10.10% 23.43%  0.61%  2.22% 0 0.61 0.65

JUsa

WU A = Attractive, O = One-dimensional, M = Must be, | = Indifferent, R = Reverse, Q = Questionable, D = Dissatisfaction,

S = Satisfaction

dedidutharanulifismelauagAraruiianslaninansed 2 1ensml A-Kano lansmdsnimi 3
1 Ld
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0.9 !I
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0.8 L
I
I
/ D20
—_ 0T / o .
g A25 ff: €15 . |D21
= s6 S A27
g 06 . 7 El1 .
% / C16
= !
m 05 ¥ - E13
...... y )
v, e/ « D18 . * E8 ”,4
E A26 D19 :.r-‘. A23 Ci14 ”_,—'
c 04 . -y g
g JE10 Sy s5°¢ e
¥ A22 e ‘ \ ] o
g 03 ’f \\‘ .53 « ST ‘-'f
! -
I ’ M -
k12 g
02 |4 F -7y
. Vi ’f’ F:}l\
e,/ . \ Must be
0.1 ;052 .- \
./ _'.-" L |'.
12s - Indifferent
I 1
0 ke !
0 0.1 0.2 0.3 0.4 0.5 0.6 0.7 0.8 0.9 1

Dysfunctional (Dissatisfaction)
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AT 3 ABUATNUINITATNLUURIEBY A-Kano
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= o o a Yy  aad aa
199N 3 lﬂ.r%EJUL‘VlEI‘Uﬂimaﬂﬂmzﬂ‘mﬂ'}WUiﬂqiﬂﬁﬁnﬁﬂ 1 1ag3s§ A-Kano

AMANWL /N1 35 A-Kano ayuuszan

P1 | | |
S2 | | |
S3 | ) @)
S4 | | |
S5 | @) )
S6 A A A
ST | O @)
E8 @) @) )
E9 | | |
E10 | | |
El1l @) @) )
E12 | | |
E13 @)
C14 @)
C15 @)
C16 @)
D17 @)

O O O o O O
© O O 0 O O

D18 |
D19 | | |
D20

o O
o O
o O

D21
A22 | | |
A23 | ) )
A24 R

A25 A A A
A26 | | |
A27 O @) @)

NUBWR: A = Attractive, O = One-dimensional, M = Must Be, | = Indifferent, R = Reverse, Q = Questionable

asumanuenUssinnaudnvarANNNUINSWINTwazszyAdaiiauianela (Customer Satisfaction

Index: CSI) §an51991 4
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M99 4 dJUANANBAUTIABZUIZANAUATNUINITWINGY

Useinnvannanye AANYME (CSI)
Attractive Attribute A25 (0.40), S6 (0.12)
One-dimensional Attribute S7 (1.63), S3 (1.43), E8 (1.19), S5 (1.08), C16 (1.07), C14 (1.04),

D21 (1.00), A27 (0.94), D20 (0.83), C15 (0.82), E13 (0.81), D18 (0.75),
D17 (0.71), A23 (0.70), E11 (0.70)

Indifferent Attribute P1 (2.37), S2 (0.75), E12 (0.67), E10 (0.53), E9 (0.50), D19 (0.43),
A22 (0.26), A24 (0.25), A26 (0.15), S4 (0.12)

NUYLNE): fruavluradude An CSI = Customer Satisfaction Index

aAUsELazaTUNANTTIRY

AUNINUINISUINTNyuLesdlasansTuuiunesUsemelne tnedszenduuuiiaaniluges Kano wag

L4

A (1984) LasnallANITIATIZI A-Kano 83 Xu uazAme (2009) NAN1SITENUI USBANAUNINUINITUNT

e

PNYUNDIAYENTH 3 Usean siail
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anuvaensieannislduinisunn@luaniunisalladn 19 (S6) asvieulimsud dlasasnszminesnuvasasiy

v
[ v
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windanunsaufiRnudeiuiionsuaussia 2 audnuazainanlaviuil wu nsiinnudedadliddusaden n1sdl
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= v ¢
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] £% o
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2 Aaoa =

WFunuindidanuaiosiariandunisilisune i onsududunienisiiunisauisiivungniganulasnie
denndaeiunIuNIsVUdIIundlasanisuind ol oansed uunsgruvesgsiauwin@lul w.e. 2561
(Department of Land Transport, 2018) Iagn1sanaulnanueUnaiadute “DLT Taxi Ok” L oL38nuAng a1

waundAdu viall nsunssudensunimuabiuindaanzifeulninnduidungamm e uassnsdmindusiiou

a o

WgAINEL WA, 2560 dosfansgunsaldiumuaulusaiianulaonsdie laun GPS fanusise Yuaniduiiove
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UsTingIuvRIyARaLABIRUNGANTIY WAz 3) M5 IAIUALNgAnTTY Fafu nsunsvudamsundududes
duasurimuaintinmuiuudindiia satulimnuuiiunayslomiuasadosnm mndisalassnseng q Adnau
ogsraiiles mafreuFduiusnsuninnuiusalugugiusinadudsdndudeneiaungsiuinduasdana

sollesnifiungnavnssuiieIvesialy

FarauauuTudafun

1) nsunisyudamaundndudesndndulasinisuiindleinagaredasniugdunisseliuding filals
anmsdoulndvunergniuanmouasu 12 9 uenaind fadeiauslifiszuumslinzuuuiasiin (Credit Score)
uAndnaudunindiitemunlininnuiinginssunisivivasafouazdanseminnudusadilimnzauesnain

szuu Ingaziuuashndinanduasenisaoeamdsauindluwsazd
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2) nsunsvudaunAsInlusknsuNseusuANiaAuUaendy walulagnsldnuiugiuwazansem

windnauduuindegaiduuazdefiomnd wWeddindnautuwindegluszuuiisgaunsaguastasieiiios

muraaendglunisuinisilagans

3) fAeaueliinuszuukeundnduiiianuatesaunsadounsegnauysaliioaiuayugsiowing
Tudszmelne lesnweluladfifazaunsadanistoyarisdinvesilagans audusauiinduaziise edidaya

fanana (Big Data) wysannisuazadvayuligsiauiingfinisiaubifluasgiuwasdsdusielUluewan

darauauuzdmiuanuideluauinn
Tunsidensall Afefnwauninuinisuingluguuesiaeasimensidodelnauuuds nuidel

feanansafianundesanfie3TedenmunmiieAumyssiaudy  Wudy Wy nsaunmnnguiudldusnsunnsdu

' v
ST N 4 = [

Uszdnegneley 1-2 AswwadUanit Wedfuyuuensldusnsiiedududedunuilannauidetsnase vioeialiu

Uszifunsfnwinaninu3nisuindluyuussninauduuindislgnn guassauazanudiiavenisdeu
a @ v - v ' v o v ° <) a a a

AuNNUSNsWANgludagdu welimhenuvesssaunsaideyalummuaduulevienduseansamuazunle

Ugymidndudugusssusioly
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