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NATTHAKARN LEEKITCHAROENPON : CRITERIA FOR EVALUATING
THE SERVICE QUALITY OF EMPLOYEE SHUTTLE SERVICES PROVIDED BY
OUTSOURCED COMPANIES IN THE EASTERN INDUSTRIAL ESTATES. ADVISORY
COMMITTEE: PETCHARUT VIRIYASUEBPHONG, Ph.D. 2025.

This research aims to explore the experiences, challenges, and factors affecting the
quality of employee shuttle services within organizations. A qualitative research approach was
employed, utilizing in-depth interviews with employees who use shuttle services as well as key
stakeholders involved in transportation management. The data analysis focused on user

experiences, factors influencing satisfaction, and recommendations for service improvements.

The findings indicate that the key factors influencing the quality of employee shuttle
services include (1) punctuality, (2) vehicle conditions, (3) driver behavior, (4) service costs, and
(5) flexibility of routes and schedules. Users primarily value safety and convenience, while
effective communication between service providers and users plays a crucial role in minimizing

operational issues.

Based on the findings, it is recommended that organizations enhance shuttle service
management by integrating real-time tracking technology, providing comprehensive training for
drivers to ensure high service standards, and optimizing routes for greater convenience. These
improvements would contribute to increased user satisfaction and overall organizational

efficiency.
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