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Satisfaction and Its Influence on Passengers' Loyalty Towards Tour Buses
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ABSTRACT

This study aims to explore the level of satisfaction with bus services among
passengers, the level of loyalty towards these services, and the demographic factors and
service satisfaction factors that influence passenger loyalty. Data were collected using
questionnaires from a sample of 400 passengers at the Bangkok Bus Terminal (Chatuchak),
chosen through accidental sampling. The data were analyzed using descriptive statistics such
as frequency, percentage, mean, and standard deviation, along with inferential statistics
including t-test, One-Way ANOVA, and Multiple Regression Analysis.

The findings reveal that the overall satisfaction with the quality of bus services among
passengers is high, and the level of loyalty towards using these services is also high.
Hypothesis testing showed that demographic factors such as education level and occupation
significantly affect passenger loyalty at a 0.05 significance level. Additionally, satisfaction factors
related to the trustworthiness and reliability of the service, the care and attention provided, and
the appearance of the service significantly influence passenger loyalty at a 0.05 significance
level. The multiple regression analysis explained approximately 8 2.00 % of the variance in

passenger loyalty.
Keywords: Satisfaction Loyalty Bus Passengers
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