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Abstract

The research was aimed at studying desirable characteristics and overall service quality of the staff
of the transportation company limited. The methodology consisted of quantitative method. The details are as
follows:

Data were collected from 400 samples by questionnaires. Statistics used in data analysis were
percentage, mean, and standard deviation and hypotheses tested, using Pearson correlation coefficient. The
results found that most respondents were female, aged less than or equal to 25 years old, single, held Bachelor's
degree and used the bus service up to 3 times in the past 3 months.

The results from hypotheses testing were shown as follows;

1. Overall quality of service including types of service, safety, access to services and communication
are correlated with customer satisfaction at relatively high level in the same direction.

2. Overall desirable characteristics of service staff of the transport public company limited include
hospitality, appropriate attire, friendliness, politeness, manners, anger management, listening and solving skills
are correlated with customer satisfaction at relatively high level in the same direction.

3 The service quality of bus drivers are correlated with customer satisfaction at relatively high level in
the same direction.

4. The service quality of bus conductors are correlated with customer satisfaction at relatively high
level in the same direction.

5. The service quality of ticket sellers are correlated with customer satisfaction at relatively high level
in the same direction.

For qualitative research method by in-depth interviewing has made the research information more
detailed and reliable. The interview was conducted with 62 people including 30 passengers and 32
representatives of staffs. They are classified by 10 bus drivers, 10 bus conductors, 10 bus ticket sellers and 2
human resource officers.

The interviewing result of the passengers has been mentioned to the convenience and quickness of
online ticket reserving. In terms of passenger's safety has been found that they are satisfied and confident with
the quality of service, safety as well as being informed with the correct information from the staff, new car
condition, hospitality, smart uniform, friendliness, politeness, manners, ability to listen, solving skills and anger
management. The research also found that the quality of service of bus driver found that most passengers have
received satisfying quality service by the bus drivers as well as the bus conductors. The drivers drove carefully

and safely as well as had skillful memory of the routes. They also said that the conductors cared of the clients,
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had good manners and always smiled. Meanwhile, the ticket collectors also serviced very well too. They
suggested and gave complete information to the customers and talked politely. The customers continued
expressing that they were totally satisfied the cost of servicing including the privilege that they got was desirable.
To conclude, in terms of overall desirable of service staff, the passengers actually satisfied the service. According
to the result of the qualitative research supported to the quantitative research, we have found that the overall of
quality service, good characteristic of conductors, chauffeurs and ticket collectors are correlated with user's
satisfying.

In summary, it was found that the bus company should give first priority to toilet maintenance both on
the buses and at the stations for example, cleaning when the bus is not in use and placing an air refresher in
those toilets and waiting areas. Moreover, it should increase facilities such as chairs or air conditioning. As for the

quality of service of the ticket seller, the service training session should be provided.

Keywords: Service, Customer, Characteristics, Satisfaction
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