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Abstract
The purposes of this study to develop the causal model between service quality,

corporate image, customer satisfaction affecting behavioral intentions of passenger in the
southern rail line services. This research is a mixed method, both qualitative and quantitative:
The explanatory sequential design. This research conducted data collection and analysis of
quantitative research data. Then conduct qualitative research. Quantitative research Data were
collected by questionnaires from 300 passengers traveling on the Southern Railway. Data was

significantly statistical analyzed by using LISREL program. The results indicated the developed
model was valid and fitted to empirical data (XZ: 93.30, df=75, xz/df =1.24, RMSEA=0.029,

CFI=0.99). Moreover, the results reveal that service quality, corporate image, customer
satisfaction were described 78 percent of the variance of behavioral intentions. Customer
satisfaction had the highest total effect on behavioral intentions with effect size of 0.64 at the
significance level of 0.05. For qualitative research, data were collected by interview method. The
results showed that data providers choose to travel by train as the first method because used
to travel by train and will travel by train if there is enough time. In addition, most will indicate
that they will return to the service and will encourage their friends or relatives to travel by train.
The State Railway of Thailand should improve its services in terms of travel time, cleanliness,
facilities at the station, and increase ticketing points to encourage Thai people to return to the

train services.

Keywords: Behavioral Intentions, Service Quality, Corporate Image, Customer Satisfaction,

The State Railway of Thailand
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