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Abstract

This study aimed to 1) examine the standards of the service rendering of the bus terminal
under the supervision of Lampang Municipality, 2) evaluate the satisfaction of the people using
the services, 3) study the problems and obstacles encountered by the people using the services,
and 4) investigate the approaches for the improvement in preparation for transferring to a fully
operational bus terminal.

The data was gathered from the interviews with 7 officers from Lampang Municipality
administrative team and those transferred from the Department of Land Transport as well as from
a questionnaire survey which included 385 respondents who used the services rendered by the bus
terminal under the supervision of Lampang Municipality.

The data revealed that the standards of the services rendered by the bus terminal under
the supervision of Lampang Municipality in general were quite highly in accordance with the
standard criteria. However, the overall satisfaction of the people using the services was average.

In terms of the problems and obstacles encountered by the people using the services, the
respondents have prioritized the followings in a descending order of severity: the car park, the
number of chairs in the waiting room, toilets and stores, the drop-off passenger area,
traffic congestion during festivals, the ticket booths, the safety and convenient aspects for the
passengers, the clarity of the timetables and punctuality of the buses, the services of the officers,

and other services related to information providing, coordination and complaints.



To solve these problems, four aspects, including management, personnel, budget, and the
venue including facilities provided for the passenger inside and outside the terminal, should be
improved. The improvement should be done by visiting and studying a better service rendering
bus terminal as well as comparing with other organizations which have been assigned to be

responsible for public transportation.



