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ABSTRACT

Since the air service liberalization of Thailand in 1997 due to its participation as a
member of the World Trade Organization (WTO), private airlines have been allowed to fly the
same routes of Thai airway international public Co. ,Ltd (TG), leading higher competitions and
expansion of domestic aviation business in terms of market and service quality competitions in
order to create satisfaction to passengers. This independent study was conducted with the
objective to study the factors affecting consumer’s decision on using domestic airlines. Samplings
were 385 passengers who used services of 6 domestic airlines, which stopped at Suvarnabhumi
and Don Muang Airports.

From the study, it was found that most passengers of domestic airlines were female; in
the early working age; having occupations of employer/worker in companies; possessing bachelor
degrees with a monthly income of 20,001-30,000 baht and using the services 2-3 times a month.
Most passengers did not use one exact airline but depended on the flight route, date and time of
their travel, which could be divided into 3 types: when using the airlines’ primary routes where a
large number of routes and flights were available for the customers’ choice.; when using the
airlines’ secondary routes with fewer routes and flights , passengers could not have many
choices; and when using the airlines’ feeder routes where only 1-2 airline provided services, there
were a few flights a day and passengers could not choose flight services as demanded.
Consequently, the prime time for traveling by plane was from Monday-Friday during 06.00-09.00
h. Air tickets were bought from airline agents. Customers spent their time reading newspaper and
magazine during traveling. In terms of factors from marketing mix affecting the decision on

using domestic airlines, the process was the first factor affecting the decision on using the airline,

v



followed by the personnel or staff, the service provisions (company image presentation),
the distribution channel, the services and the airplanes, the marketing promotion and the price
respectively. Problems affecting the passengers’ choosing of domestic airlines in terms of
services: unpunctual travels, followed by carelessness of staff , in terms of prices: expenses on air
ticket return/postponement followed by discrepancy of price against ads, in terms of ticket
purchase: a long time spent for booking via phone call followed by a long time spent for booking
via internet, in terms of marketing promotion: too few flights followed by inappropriate
schedules, in terms of staff: discriminate treatments followed by inadequate staff, in terms of
process: lacks of clear and correct information provision followed by service delays, and in terms
of image: old conditions of aircrafts followed by lateness.

Suggestions from the study are (1) The factor from the marketing mix, which most
affects the decision is the service provision process. This is because of the complex and
complicate services, which confuse service uses of customers; consequently, the airlines should
publicize steps and methods of service uses to make customers understand and correctly use the
services. Secondly, the factors of personnel or staff who provide services: staff should have
service providing capacity and create a good image to the airline (2) Problems on using services
of airlines: lateness of flights. The entrepreneurs should study for the causes of delays and seek
for suitable corrective measures to prevent from or reduce flight delays (3) Passengers use
services from 2-3 airlines based on their traveling dates, time and destinations. Airlines should
analyze the demand of use of passengers in order to determine flight routes, flights and timetable

to most match the demands of service use of passengers to have more passengers for each flight.
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