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ABSTRACT

Airline industry is'in a period.of evident growth because freedom of the sky country and
government’s policy are major causes for supporting not enly more mvestmentin airlines but also
improving journey’s path of passenger from land transport to flights. This study aims to examine
the decision-making and satisfaction of the service in domestic airline. Population (385 samples)
is Thai passenger.who was older than 20 years old and had some experience of deciding the
service in 2015. There were 2 statistics for analyzing data including descriptive statistics and
inferential statistics. Frequency, percentage and mean were parameters for descriptive statistics
and Chi-Square relationshipis a tool for inferential statistics.

The results show woman used this service most frequently (2-3 times per year) who
theirs age, education, career -and income were 20-25 years;~bachelor degree, company
officers/employees and 15,001-20,000 baht/month respectively. Their objective was journey and
Thai Air Asia and Nok Air were their most favorite airlines. In-the decision-making , most
samples realize the quickest reach to. their-destination for saving travel time. Websites were
applied to investigate and compare more information and benefit of each airline service for
optimization. Flexible flight schedules were most favorite of decision making. Regarding after
service’s behavior of passengers, they will be favor to use same service and recommend other. In
addition, there were 7 conditions that were applied to evaluate satisfaction including product,
cost, ticket shop, supporting market, staff, service and environment. In term of product,
optimizing flight schedules was first priority. In term of cost, reasonable explanation of fee was
most favorite of customers. In term of ticket shop, their most convenient was website. In term of

supporting market, reasonable promotion was important factor that made customer impressive. In

I



term of staff, customer would like to get some good service from ground staffs including manner,
relationship and communications. In term of service, they realized safety first that staff should
advised any procedure related to emergency cases. In term of environment, suitable temperature
and brightness while using the service was main consideration. The final results of relationship
between any parameters of population (sex, age, education, career and income) and satisfactions
of using domestic airline service (product, cost, ticket shop, supporting market, staff, service and
environment) show that significant statistic is 0.05.

The comment of this research is owner of each domestic airline service shall advise any
customer in term of comparison between any vehicle schedules including flight, car, bus and etc.
that make advantage to their decision. The data as above shall be online on website of each
domestic airline with much more schedules and paths of flight. In addition, fees of any loading
luggage shall be clearly noticed to make acceptable criteria and reasonable commitment between

customer and service. Finally, more social activities is some. their.image to respond to us.
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