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ABSTRACT

This independent study aimed at studying service marketing mix factors affecting
Thai passenger decision towards selecting airlines from Bangkok to Koh Samui and from Koh
Samui to Bangkok. Samples of this study were specified to 400 Thai passengers receiving airline
service for routes of Bankok — Koh Samui and Koh Samui — Bangkok. Questionnaire was used as
a tool to collect data. In order to analyze obtained data, the descriptive statistics: frequency,
percentage and mean was applied.

The findings presented that most respondents were male and female in an equal
number. They were in the age of 26-35 years old and single, graduated in Bachelor’s degree,
worked as officer/employee of private company and earned average monthly income at the
amount of 20,001-25,000 Baht. They often purchased air-ticket via Internet channel. For this trip,
they booked the ticket 1-7 days in advance, of which the cost was 3,501-4,000 Baht. Their
objective in taking flights: Bangkok - Koh Samui and Koh Samui - Bangkok was for the touring
purpose. They were accompanied by 1-2 persons and mostly took flights during the weekend:
Saturday — Sunday, at 06.00-09.00 hrs. for the route of Bankok - Koh Samui and 15.01-18.00 hrs
for the route of Koh Samui - Bangkok. The key reason in taking flight to the studied routes was

referred to time saving.

The results of the study on service marketing mix factors affecting Thai passenger

decision towards selecting airlines from Bangkok to Koh Samui and from Koh Samui to Bangkok



presented that the respondents averagely paid the high level of concern on people, physical
evidence, promotion, place, product and process factors, in orderly; but paid the moderate level of
concerns on price factor.

In Product factor, the respondents paid the highest concern on the baggage caring
service.

In Price factor, the respondents paid the highest concern on the reasonable ticket
costs comparing to the distance.

In Place factor, the respondents paid the highest concern on the convenience of
terminal airport at Koh Samui.

In Promotion factor, the respondents paid the highest concern on the mileage
collection which could be redeemed for reward for airline members and the privilege to be
offered for airline members: receiving extra weight for baggage loading and rights to use the
lounge, for example.

In People factor, the respondents paid the highest concern on the cheerful and
service-minded flight attendants.

In Physical Evidence factor, the respondent paid the highest concern on the
cleanliness of restrooms at the passenger area.

In Process factor, the respondents paid the highest concern on the convenience and

rapidness in purchasing air-ticket at an airline’s counter.



