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Abstract

The objectives of this research are to study the influence of service quality and
technology acceptance that affects the satisfaction and loyalty of public transport users
through the ViaBus application in Bangkok areas and to study ways to improve and develop
factors that affect the satisfaction and loyalty of such public transport users through the ViaBus
application in Bangkok areas. This is a quantitative research study, a survey research type that
uses questionnaires to collect data. The sample group in the study was 400 users of public
transportation through the ViaBus application in Bangkok Metropolitan. Statistics and data
analysis for this research included descriptive statistics, including frequency, percentage, mean,
and standard deviation, and reference or inferential statistics, including multiple regression
analysis.

The results of the study found that Service Quality factors Assurance, Empathy,
Responsiveness, Tangibility and Technology Acceptance factors Perceived Usefulness,
Perceived Risk, Perceived Ease of Use, positively impact on the satisfaction and loyalty of
public transport users through the ViaBus application in Bangkok areas, at the statistically
significance. As for user satisfaction positively affected the loyalty of public transport users

through the application ViaBus in Bangkok Metropolitan area, statistically significance.
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