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ABSTRACT

The purpose of this research is to study the Bangkok Airways by using the
observative research with Two-Phase Samplings which particular the passengers for the
arrival flight at the Bangkok International Airport of both domestic and international routes
totally 10 flights, with 450 sampling passengers. The collection method combined with a
questionnaire data

In the analytical data used a complete program of SPSS. In order to collect the
information for statistic use is the explanation in detail such as the number, percentage,
mean and standard deviation (S.D.) for general explanation of the sampling group. This is
with a satisfaction and significant levels for the airline services which to be displaced of a
sampling of +5 %. For the hypothesis test, uses the statistic value of{ ?in order to test of
hypothesis regarded with relationship between a feasible data and Simplified Co-Relation
(Pearson Chi-Square) with a relationship test between the interpretation.

As for as concerned with the data collection , its found that the most of them
are males, marital status and high school level between 30-39 years of ages with a self-
employed and annual income are more than US$ 40,000. The most of sampling groups
are from European countries, main purpose is to use Bangkok Airways’ service for
travelling. From the result of research found that the personal of sex, age, marital status,
occupation and annual income,which is different without any impact the gratification of
airline service. For educational level, tourism marketing of the questionnaire answerer and

travel purpose is different with high satisfaction for Bangkok Airways services.



The result of research of the passenger’s satisfaction levels for airline’s services
both Ground Services and In-Flight Services found that the most of them use it with their
high satisfaction levels.

The result of research of the marketing essential impacted on the passenger’s
satisfaction. From the research found that the passengers pay attention in various ways
such as airline services, greeting, warm welcome and courtesy of the flight attendants. It is
also the airline tickets with a service quality and reasonable with ticket prices. On the other
hands, it concerned with convenient airline services and sale promotions, discount ticket
of the airline are the most of selection for passenger’s decision. From the above-
mentioned marketing factors impacted on their satisfaction of the Bangkok Airways

services.
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QUESTIONNAIRE

Part | Please Complete your answer with a tick in the block provide.

1. Sex
Male
2. Age

Less than 20 years

30-39 Years

More Than 50 Years

3. Nationality?

Australian

Canadian

Dane

[talian

Korean

Dutch

Singaporean

Thai

American

Female

20-29 Years

40-49 Years

Cambodian
Chinese

Indian

Japanese
Malaysian

New Zealander
Swazi

British

Other , Pleasespecify.............



4. Marriage staus

Single

Divorce / Widowhood

5. Occupation

Self Employed/Business Owner

Professional / Technical

Student

Homemaker/Housekeeping

Other, Please Specify.............cc.......

6. Revenue per Year

More less 6,000USD

10,001-20,000 USD

30,001-40,000 USD

7.  Education

High School Education

Master's Degree

Other ,Please specify..............

8. What is the main purpose of your trip?

Business

Business & Holidays

Other, Please Specify.....................

144

Marriage

Executive / Administrator
Govermental Official
Employee/Officer

Retried

6,001-10,000 USD
20,001-30,000 USD
More than 40,001 USD

Bachelor's Degree

A Doctor's Degree, Doctorate

Holidays

Visit Family
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Partll Satisfaction for Passenger services of Bangkok Airways. Please answer for

each question, we have scale for your satisfies about Bangkok Airways services ,

GROUND SERVICE Level

. The service At the Check-In Counter | Very | Good | Satisfa | Below | Poor
Good ctory Average

1.1 Rapid Check-In

1.2 Have a seat that you want

1.3 Staff Courtesy

1.4 Clearity of Communication

1.5 Understanding what customer

wanted

1.6 Flexibility for weight of

baggage’s

The service at the Departure Lounge Very | Good | Satisfa | Below | Poor
Good ctory Average

2.1 Ease to find the departure gate.

2.2 Departure Lounge decoration.

2.3 Staff's courteousness.

2.4 Seat comfortable, at departure lounge.

2.5 Accommodation services at departure

lounge

2.6 Refreashments services

2.7 The clarity of boarding/ delay

announcement.
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3 The service about baggage

Very
Good

Good

Satisfa

ctory

Below

Average

Poor

3.1 Rapidity for baggages handing

services.

3.2 The carefullness of passenger’s

baggage.

3.3 Using modern equipment.

3.4 Enthusiastic to help passenger.

3.5 Officer’s ability to solve a

problems.

5. How do you feel about ground

service of Bangkok Airways?(Check-

In,Boarding,Bagage or etc.)

IN FLIGHT SERVICE

Very
Good

Good

Satisfa

ctory

Below

Average

Poor

. Convenient size of a seat

Aircraft's cleaning and sanitation

food and beverage

Flight attendant’s hospitality

Entertainment materials

Ol gl k| w

Flight attendant’s caring and

attention.

7.

Be understanding and able to serve

passenger’s request.

8.

Self-Protection and emergency

demostration of flight attendant.

9.

How do you feel about In-flight

service of Bangkok Airways?




Part Il Factors which affect to appreciation of passenger services.

Offering your opinion to the question below.
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. Airline services

Very
Good

d actory | Averag

Goo | Satisf | Below | Poor

1. Entire flight's convenience

2. Airport’s decoration

3. Service equipmentis modern

4. Step to contact services

5. On-time flight schedule

6. Journey’s safety confidence

7. Pilot’s proficiency ability and confidence

8. Flight attendant’s caring and attention

9. Flight attendant is willing to solve and

answer the problem of the passenger.

10. The officer has an ability to solve a

problem for passenger.

Where did you get the ticket and seat reservation

Counter ticketing & reservation of

Bangkok Airways

Airline Agent

Tour Agent

Web Site Of Bangkok Airways

Ticket Agent

Other , Please Specify




What would you think about Bangkok Airways’s ticket price?
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Ticket

Very
Good

Good

Satisf

actory

Below

Average

Poor

present

1. The ticket price is appropriate to the

3. The ticket price is suitable,

comparing with international airlines

4. The ticket price is suitable,

comparing to the route of services.

5. The ticket price is suitable ,

comparing with a quality of services

6. The ticket price from Agentis
suitable, comparing with a quality of

services.

6. The service fee is suitable .

3. The ticket price is suitable,

comparing with international airlines

What would you think about reservation and booking services , Web site services

and/or agents of Bangkok Airways ?

Reservation

Very
Good

Good

Satisf

actory

Below

Average

Poor

office /web site/agents.

1. Suitable and convenience of sale’s

office / web site / agents.

2. Cleanness and decoration of sale’s

3. Staff's courteousness / web page’s

friendliness.
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Very
Good

Good Satisf

actory

Below

Average

Poor

4. Convenience and rapidity of

reservation and booking process.

5. Proficiency and ability to solve

problem.

6. Understand, what customer wants.

. Where did you aware become to the information about Bangkok Airways?

Television

Travel Magazine,Newspaper

Bill Board

To advise from your friend

What do you think about the information about Bangkok Airways ?

Radio

Internet

Other, Please specify

Handbill, Brochure, Poster

Promotion

Very
Good

Good | Satisfa

ctory

Below
Averag

e

Poor

1. Interesting and attractive

2. Planness and ease understand

3. Suitability of provided

information, about airlines’s service.

4. Information’s disclosure of

present and new route.

5. The promotion fare have effect

your buying decision.

6. The package tour promotion have

affect your buying decision .
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