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ABSTRACT

This study aimed to investigate 1) the satisfaction in service of passengers at
Phayao Bus Terminal and 2) the need to develop Phayao Bus Terminal. The sample of this
study consists of 400 passengers who come to Phayao Bus Terminal, 75 workers
associated with Phayao Bus Terminal, 16 representatives of bus company in Phayao Bus
Terminal, 1 female merchant in Phayao Bus Terminal and 58 motorcycle taxi riders in
Phayao Bus Terminal. Tool used in this study is the questionnaire dividing into two sets of
passengers who use services and workers associated with Phayao Bus Terminal.

The results demonstrated that the overall satisfaction level in the passenger group
is rather satisfactory (}7: 3.78), with the most satisfaction (}?: 4.11) of cleanliness of
building and place, and the need to develop the bus terminal is in the high level
(}?: 4.16), with the security of the maximum (}?: 4.24). For the group of workers
associated with the bus terminal, the overall satisfaction level is quite satisfactory
(}? = 4.34), with the most satisfaction ()7 = 4.50) of clarity of the ticket-distribution sign
for each route, and the need to develop the bus terminal is in the high level ()7: 4.36),

with the location for ticketing of the maximum (}7 = 4.51).
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