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Abstract

This quantitative research aimed to 1) examine the level of service
efficiency of the monorail service of the Yellow Line (Lat Phrao-Samrong) and
Pink Line (KhaeRai-Min Buri), 2) compare the service efficiency of the Yellow Line
and Pink Line Projects, classified by personal factors and public expectations, and
3) study the relationship between public confidence in government agency and
the service efficiency of the Yellow Line and Pink Line projects. A sample group
of 400 passengers was collected, in which 200 passengers were from each
project, using quota sampling method. Data was collected by questionnaire with
overall reliability values of .978. The statistics used for data analysis included
percentage, mean, standard deviation, t-tests, one-way ANOVA, and Pearson
correlation coefficient, were employed.

The results revealed that 1) the overall service efficiency of the Yellow
Line and Pink Line projects were at a high level 2) demographic factors of
occupation showed statistically significant differences with service efficiency at
.05 level of significance. In the meantime, citizen expectation was statistically
associated with service efficiency 3) there was a strong positive correlation

between public confidence and service efficiency.

Keywords: Public expectation, Public confidence, Service efficiency of the

monorail system
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