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RESEARCH ARTICLE

Importance-Performance Analysis for Services of
Intercity Railway Station: Case Study of Nakhon

Ratchasima
Norarat Runkawee!

Abstract

The railway station is an important factor that influences the
decision to use a public transport mode. The railway is the lowest
cost and environmentally friendly. This study aims to assess the
service qualities and find the solution to improve the Nakhon
Ratchasima Railway Station and Thanon Jira Junction Railway Station.
These stations have highest passenger in Nakhon Ratchasima. This
study is developed base on a theory of service qualities. The samples
were collected from the passengers of Nakhon Ratchasima Railway
Station and Thanon Jira Junction Railway Station by “Convenience
sample”, one of the nonprobability samples methods. The total
sample size is 400 respondents. Variables of passengers’ satisfaction
are separated as 4 dimensions, consist of safety, facility, marketing and
service. The data are analyzed by descriptive statistics, then using a
decision tree model was used to identify the importance of the
service quality indicators. The last step was to develop the

importance-performance analysis (IPA) to allocate those indicators
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into four quadrants. According to indicators allocated in a quadrant A
(Concentrate here, High importance and Low satisfaction) such as
cleanliness of restroom at the station and providing information
regularly. The result of this study could fulfil the knowledge of railway
station improvement. No study uses the importance-performance
analysis to define the appropriate guidance. The contribution of is
study is the effective recommendation to increase the customers’

satisfaction and also increase the public transport users.

Keywords: Railway Station, Satisfaction, Nakhon Ratchasima,
Importance-Performance Analysis, Decision Tree Model
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11nN31 30,001 26 6.50% 100.00%
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vosanil
032 Huwumsdamadlefiawmngnidu (theideu mmil 3390  0.905
WeosUsenanuanedledsie) Idegamuya
0a?  lessaiis wazengmislivesinenasaniegluanmid  3.610 0933
2. A neANazaIN 3.332 1037
059 Swidmiheens azenn uasilnunin 2870  1.014
064 $runuifssedmiudlasansiivinaufismedenin 3.630  1.075
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AN 2

AnRAgLaYAAIN ANTEUULLINTTIN (98)

Fainamn X SD
o7? enlsedmiuglasansiianuaven 3.660  1.052
0g?  venhwiliuinsngluannilianuazein 3230  1.088
Q9 ° WAL UMIITEY 3.390 0964
010¢  duuivensavesannisnlviiviinaiiissmesianiny 3210 1.030
#0413
3. MIAuASUNIIAAIN 3263 1012
o1t P Hewdlunsldsudeyaimmsiiferdesiunislviuingg 3010 1.065
fianuwnze (W nsviemd vy wlsdofiun Sunedidn)
o120 deyarmmsildiuiiamugnsiouardaiay 3330 0985
0130 imsuszndniusdeyainasedainane 3.450  0.987
4. MIUINS 3912 0877
014  Hmnuazain waznaiilunsindming uazaewia 3910  0.866
anilsalwl
0159 Futesing dwme Au Waswinlawmsiam 3720 0.938
LeanesianIufeINg
0169 Teyalumslivims euanmsaainisiiusn uay 3820 0933
IAlagans) ANATEUARY UALYNABY
o179 wilnouyananm Widuusilddueened 4240 0.732
018¢  Hvemnslumsindeasuniudeyaiiviarnvany ayan 3870 0916

LAy

VIl 1€949): waafiueetorau ° Vos and Hagen (2020), ® Eboli et al.
(2018), © Zhang et al. (2016), 4 Sivilevicius and Maskelitinaité (2010)
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Improvement=0.173

<= ‘3.5 »35
Node 1 Node 2
Mean 2,991 Mean 3.856
Std. Dev. 0.541 Std. Dev. 0.433
n 145 n 255
L 362 % 63.8
Predicted  2.991 Predicted  3.856
| = | =
9 a8
Improvement=0.042 Improvement=0.045
I ‘ |
<«=25 > 2‘.5 <= ‘3.5 k4 :ii.ﬁ
Node 3 Node 4 Node 5 Node 6
Mean 2404 Mean 3222 Mean 3.504 Mean 4.128
Std. Dev. 0.480 Std. Dev. 0.394 Std. Dew. 0.293 Std. Dev. 0.386
n a6 n 99 n 130 n 125
% 115 % 24.8 % 325 % 3.2
Predicted 2494 Predicted  3.222 Predicted  3.594 Predicted  4.128
Q12 13 an
Improvement=0.015 Improvement=0.009 Improvement=0.016
<= ‘3.5 >3.5 <= ‘3.5 >35 <=3.5 >35
Node 7 Node 8 Node 9 Node 10 Node 11 Node 12
Mean 3.031 Mean 3.542 Mean 3.450 Mean 3.701 Mean 3.842 Mean 4.312
Std. Dev. 0.311 Std. Dev. 0.300 Std. Dev. 0.224 Std. Dev. 0.260 Std. Dev. 0.290 Std. Dev. 0.324
n 62 n 37 n 75 n 55 n 49 n 76
% 155 % 9.2 % 18.8 % 138 % 12.2 % 19.0
Predicted  3.031 Predicted  3.542 Predicted  3.450 Predicted  3.791 Predicted  3.842 Predicted  4.312

E

Q15
Improvement=0.010

<= |4.5 » 456
Mode 13 Mode 14
Mean 4.086 Mean 4538
Std. Dev. 0.226 Std. Dev. 0.238
n 38 n 38
L 9.5 L 9.5
Predicted  4.086 Predicted  4.538

2799 3 wuuInassdulidndula
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4. Han153LAS1ZI Importance-Performance Analysis (IPA)
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