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ABSTRACT

The purpose of this study is to 1) To study the factors that influence the overall trust of
Airline Passengers in Thailand 2) To study indirect effect and direct effect influencing the trust of
Airline Passengers in Thailand and 2) To develop a model of structural equation of variables
influencing the trust of Airline Passengers in Thailand. The research method used quantitative
approach. The population and sample of this quantitative research were the 565 passengers of
Thai and foreign passengers who use Thai Airways in Thailand and using a convenience
sampling method. The Statistics used to analyze Structural Equation Modeling.

The results of this study show that Customer Relationship Management has a positive
influence on Expectation and Trust. Perceived Risk has a negative influence on Trust. Perceived
Quality has a positive influence on Expectation and Trust and Expectation has a positive

influence Trust with the statistical significance of 0.05.
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Service Quality

-tangihles

Customers” Demographic "_SJ ; =
-reliahility
~TEEPONSIVENEss

-age 2

~country of residence assurance

-income -empathy
-environmental element

(Parasuraman et al, 1988; Hsich
& Chen, 2010)

v

Percelved Value
-aequisition value

-transaction value ¥ l, .
-in-use value
-redemption value
-episiemic value

Customer Satisfaction

disconfirmation of Developing Serviee Quality for Spa

-affective value B cxpectation ™ Establishments in the Active Beach
-symbalic value -service satisfaction
(Shet ¢1al.1991; Grewal et al., (Ofiver, 1977, 1980, 1997) Tourism Cluster, Thailand
199§; Parasuraman & Grewal,

3 Y

20; Tsai, 2003)

Service Encounter
~TET1E ETEOURNIEr
-face-to-face cncounter
(Zeithaml & Bitner, 1996)

Spa Treatments
~IMassAge realments
~heauty ireatments
-hydro treatments

k4

-holistic treaments

~fitncss activitics

| Deparmment of Public Health, 2550,
Chiva-Som Academy, 2002)
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