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The Analysis of Relationship between Service Quality

and Future Intention towards Low Cost Airline
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Abstract

The objectives of this research were to study 1) Consumer behavior of
service using Low Cost Airline 2) Service quality of Low Cost Airline.
3) Relationship between Service Quality and Future Intention towards Low Cost
Airline. The samples used in the study were 400 people who used Suvarnabhumi
airport and Donmuang Airport, by using questionnaire as a tool to collect data. The
statistics used in data analysis were frequency, percentage, mean and standard
deviation The results showed that 37.8 % used the Low Cost Airline less than
1 year, 60 % used 1-5 flight per year, 70 % used economy class , 77 % used
two-way ticket, 37.5 used the service between 9 a.m. - 12 a.m. percent, 55.5 %
satisfied with enough staff for the service, 49.8 % highly satisfied with the service,
51% would suggest the service to others, 40.8 % would continue to use low cost
airline in the future. The relationship between service quality and future intention
towards low cost Airline as thee results from Pearson Correlation showed that
Tangible, Reliability, Responsiveness, Assurance and Empathy were .659, .701,
.804,.761 and.791and the result was significant at the 0.01 level. Therefore all aspect

of services quality related to intention to use the service in the future.
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