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Human Factors Influencing Perception of Van Service
Quality: A Case Study of Transport Hub in Bangkok
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ABSTRACT

The objectives of this research were (1) to study the perception level of van service quality
at a transport hub and (2) to compare the perception level of van service quality at transport hub
by human factors. A sample of 396 passengers who use van service at a transport hub, future park
rangsit — chatuchak, was drawn through an accidental sampling method. Questionnaires were used
as research instrument and data were analysed by statistical program. The statistics used in this
study were percentage, arithmetic mean, and standard deviation. t-Test and One-way ANOVA were
used to test the hypotheses. The results showed that

1) The perception level of van serice quality of passsengers was at medium level.

2) Passengers with different gender had statistically significant difference in the perception of
van service quality regading responsiveness at the level of 0.05. In addition, passengers with different
age had statistically significant difference in the perception of van service quality regading empathy
at the level of 0.05. When considered other human factors, there were no difference in the
perception of van service quality.

Keywords: human factors, service quality van, transport hub
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