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Abstract

This research aims to study the level of perceived quality of service. Service Loyalty and
the level of customer relationship management of Chinese passengers using Thai AirAsia. Include the
influence of perceived quality of service, influence of customer relationship management and study
on the influence of perception of service quality and customer relationship management on loyalty to
Chinese passenger services using Thai AirAsia in Bangkok. The researcher used the stratified
sampling method Step 1 Divide the new zone from 6 to 12 groups. According to the urban
development plan set forth in the Bangkok Metropolitan Administration. Step 2 randomly selected
places that are expected to meet the qualifying criteria, such as shopping centers, tourist attractions.
And entertainment, etc., which are in the three selected districts. Step 3 uses a specific sampling
method. The sample selection criteria are as follows: 1) Chinese passengers or Chinese tourists who
have used Thai AirAsia 2) Chinese who used Thai AirAsia until the 400 samples.

This research was conducted by survey research and questionnaire. Questionnaire is a tool
to collect data. There are 354 Chinese passengers using Thai AirAsia and Descriptive statistics
analysis: Frequency, Percentage, Mean, Standard Deviation for measure the level of service quality
and customer relationship management of Thai AirAsia The research hypothesis is tested by

Hierarchical Multiple Regression Analysis.



Most of the samples were female (50.85%), Average age was 29 years, graduated with
Bachelor degree (61.58%), Almost half of them are employed or private employees (42.66%).
Monthly income of more than 5,010 yuan (50.85%) and single status (63.84%).

The results of the research show that service quality perception influences loyalty to
service of Chinese passengers at the statistical significance of .05, except responsible have no
influence on loyalty. Service of Chinese passengers the tangible things have a positive effect on
service loyalty (B = 0.12). Reliability has a positive effect on service loyalty (B = 0.21). Customer
responsiveness has a positive effect on service loyalty ([_)) = 0.07). Empathy has positive customer
loyalty (B = 0.41), while assurance has a negative effect on service loyalty (B = -0.16). Customer
relationship management has a significant influence on the loyalty of Chinese passengers at the .05
level. Customer relationship management has the most influence on service loyalty. Reward (B =
0.31), Educational (B = 0.29), Value-added relationship (B = 0.16) Contractual (B = 0.10) and the
influence of service quality and customer relationship management on service quality (R2 = 0.54),
while service quality perception affected service loyalty (R2 = 0.32). It can be concluded that the
perception of service quality and customer relationship management has a common influence on
Chinese passengers becoming more loyal to the service. The benefits to be gained from this research
are that entrepreneurs are aware of the influence on Chinese service loyalty and can be used as a

guideline for improving the quality of service and managing the relationship.
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aanls 1 2 3 4 5 6 7 8 9 10
1. Loyalty 1.00
2. Tangible 0.40 1.00
3. Reliability 0.42 0.60 1.00
4. Responsible 0.35 0.48 0.57 1.00
5. Assurance 0.27 0.41 0.56 0.69 1.00
6. Empathy 0.51 0.46 0.48 0.54 0.54 1.00
7. Reward 0.57 0.28 0.36 0.34 0.21 0.42 1.00
8. Contractual 0.39 0.30 0.42 0.42 0.43 0.37 0.29 1.00
9. Value-added 0.50 0.28 0.35 0.45 0.27 0.43 0.42 0.37 1.00
10. Educational 0.56 0.42 0.39 0.40 0.42 0.53 0.33 0.34 0.42 1.00
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Loyalty 11 3.54 0.44 0.10 -0.43
Tangible 4 3.91 0.33 0.17 1.82
Reliability 4 3.98 0.39 -0.72 1.33
Responsible 7 4.01 0.40 -0.62 0.22
Assurance 6 4.12 0.42 -0.84 0.24
Empathy 5 3.77 0.47 -0.05 -0.36
Reward 3 3.55 0.50 0.13 0.21
Contractual 3 4.22 0.50 -0.31 -0.65
Value-Added 3 3.66 0.45 0.12 0.20
Educational 5 3.99 0.48 0.22 -0.43
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Unstandardized Correlations Collinearity
Coefficients Statistics
dunls Std. Zero-

B Error Beta t Sig. | order | Partial Part | Tolerance | VIF
Tangible 0.16 0.08 0.12 2.10 | 0.04 | 0.40 0.11 0.09 0.59 1.70
Reliability 0.23 0.07 0.21 3.27 | 0.00 | 0.42 0.17 0.14 0.50 2.02
Responsible 0.07 0.07 0.07 1.00 | 032 | 0.35 0.05 0.04 0.44 2.25
Assurance -0.17 0.07 -0.16 -2.50 | 0.01 | 0.27 -0.13 | -0.11 0.46 2.18
Empathy 0.39 0.05 0.41 7.24 | 0.00 | 0.51 0.36 0.32 0.61 1.04
Reward 0.28 0.04 0.31 7.17 | 0.00 | 0.57 0.36 0.26 0.71 1.40
Contractual 0.09 0.04 0.10 2.28 | 0.02 | 0.38 0.12 0.08 0.71 1.41
Value-added 0.16 0.05 0.16 3.49 | 0.00 | 0.50 0.19 0.13 0.63 1.58
Educational 0.26 0.04 0.29 6.19 | 0.00 | 0.56 0.32 0.23 0.62 1.61
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uoN9NilFI9e 1411N150519 80N 12T IFUATING (Multicollinearity) HINAN
@ ' o I a o 1 1 ]
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ANuaeneeNFuduTNINIUAD NaTyr1n1Iz5mduaTINY (Multicollinearity) 1182910
% 4 ' o a 1 '
N13ATIVADVANNANNUTIZNI19AIDATENDI1AT Tolerance 1AL Variance Inflation
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. . = Y 1 (% (% qy./ = Y o a (%} (=}
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4.7 MTUAIITHOININAIIN (additive effect) 5%11’51Qﬂ1§§ﬂﬁﬂﬁ!ﬂ]7‘lﬂ1‘iﬂiﬂ]ﬁ!!ﬁ$
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[ 4 av Y ~ A = Aa A 1 v Y a
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a 4 a g’/ . . . . 4 a a v
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a Y o v A 1 [ 1 a
MIVTNTYIAAUNUTNLADANUANAADNITUINT

Model R R Adjusted Std. R Sig. F
Square R Error of | Square Change Statistics Change
Square the Change F
Estimate Change | dfl df2
1 569" 0.32 0.31 0.36 0.32 33.30 5 348 | .000
2 736" 0.54 0.53 0.30 0.22 40.99 4 344 | .000

Model 1 Predictors: (Constant), Empathy, Tangible, Assurance, Reliability, Responsible
Model 2 Predictors: (Constant), Empathy, Tangible, Assurance, Reliability, Responsible, Reward,

Contractual, ValueAdded, Educational
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MANUIN A

Outliers Test



Graphical Test for Outliers
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Outliers Test for Loyalty Variable



Tangible
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Outliers Test for Tangible Variable




Reliability
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Outliers Test for Reliability Variable



Responsible
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Outliers Test for Responsible Variable



Assurance
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Empathy
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Outliers Test for Empathy Variable



Reward
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Outliers Test for Reward Variable



Contractual
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Outliers Test for Contractual Variable



ValueAdded
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Outliers Test for Value-added Variable



Educational
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MANUIN I

Normality Test



Expected Normal
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Graphical Q-Q Plot

Normal Q-Q Plot of Loyalty
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Normality Test for Loyalty Variable



Expected Normal
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Normal Q-Q Plot of Tangible

135

2—

T T T
3.5 4.0 45

Observed Value
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Expected Normal
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Normal Q-Q Plot of Reliability
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Normality Test for Reliability Variable



Expected Normal
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Normal Q-Q Plot of Responsible
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Expected Normal
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Normal Q-Q Plot of Assurance
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Expected Normal
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Normal Q-Q Plot of Empathy
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Normality Test for Empathy Variable



Expected Normal

Normal Q-Q Plot of Reward
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Normality Test for Reward Variable
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Normal Q-Q Plot of Contractual
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Expected Normal

Normal Q-Q Plot of ValueAdded
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Linearity Test



Loyalty

Graphical Plot for Linearity

ScatterPlots

Dependent Variable: Loyalty
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Scatter Plots between Loyalty and Tangible



Loyalty

ScatterPlots

Dependent Variable: Loyalty
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Loyalty

ScatterPlots

Dependent Variable: Loyalty
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ScatterPlots

Dependent Variable: Loyalty

o
o o o o .S
uw
o
oo ©o o ooo0O o
00 00ODOOOOODOCODOOOOOCOO um
0O 00O0OO0DOODOOOOOCO OO
coo ococoo0oo00 o o o
o 0000000000000 00 O nm
Oc0000000 O o
o o o o
©O 00 0000000 o um
© 00 ©O 00O
oo ©0o0O0 oo
o
oo o 00O S
o™
o
o
)
o™~
] 1 1 1 1 I
o o o o o o
=] 5} =] N = 7]
w -t -t ™ ™ (o]

fajefo

Assurance

Scatter Plots between Loyalty and Assurance



149

ScatterPlots

Dependent Variable: Loyalty
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Loyalty

ScatterPlots

Dependent Variable: Loyalty
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ScatterPlots

Dependent Variable: Loyalty
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Scatter Plots between Loyalty and Contractual



Loyalty

ScatterPlots

Dependent Variable: Loyalty
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Correlations

Loyalty Tangible Reliability | Responsible | Assurance | Empathy | Reward | Contractual | Valuseadded | Educational
Loyalty Pearson Correlation 1 .398” A22T 349 267 5127 56T 3817 500 5577
Sig. {2-tailed) 000 000 000 000 000 gafele] 000 000 000
M 354 354 354 354 354 354 354 354 354 354
Tangible Pearson Correlation 3987 1 B017 ATT 408~ 4627 234 308 2TaT 423~
Sig. (2-tailed) 000 000 000 .000 000 000 .000 000 000
M 354 354 354 354 354 354 354 354 354 354
Reliability Pearson Correlation 422~ 601 1 5727 5617 4847 3587 4207 3457 2817
Sig. (2-tailed) 000 000 000 000 000 000 000 000 000
M 354 354 354 354 354 354 354 354 354 354
Responsible Pearson Cormelation 3497 ATTT arva— 1 si=h h40™ _3397 423~ 454~ 399~
Sig. (2-tailed) .000 000 o0o .000 000 .00 000 .000 000
M 354 354 354 354 354 354 354 354 354 354
Assurance Pearson Correlation 267 409 9617 591 5397 2117 4337 2747 4207
Sig. (2-tailed) 000 000 000 .000 .000 .000 000 .000 000
M 354 354 354 354 354 354 354 354 354 354
Empatiy Pearson Correlation 5127 452 4547 5407 5397 1 418 368 4257 5257
Sig. {(2-tailed) 2000 D00 200 000 2000 000 000 /000 000
M 354 354 354 354 354 354 354 354 354 354
Reward Pearson Correlation BB8T 284 3587 3397 2117 418~ 1 2047 4237 327
Sig. (2-tailed) 000 000 000 000 000 000 .000 000 000
M 354 354 354 354 354 354 354 354 354 354
Contractual Pearson Correlation 3817 .308™ 4207 4237 4337 365 2947 1 367 3387
Sig. (2-tailed) 000 000 000 000 000 000 000 000 000
M 354 354 354 354 354 354 354 354 354 354
WalueAdded Pearson Correlation 5007 278" 3457 454~ 274~ 4257 4253 T 1 4237
Sig. (2-tailed) 000 000 000 000 .000 000 .000 000 .000
M 354 354 354 354 354 354 354 354 354 354
Educational Pearson Correlation 5577 4237 3917 399 4207 525 32T 335 4237 1
Sig. (2-tailed) 000 000 .000 000 000 .000 000 000 000
] 354 354 354 354 354 354 354 354 354 354

**_ Correlation is significant at the 0.01

level (2-tailed).
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