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Abstract

This research objectives aimed: 1) to study the factors of passengers’ personal towards the
perception of passengers’ service quality of airlines, 2) to measure the perception of passengers’
service quality towards the selection of airline service, 3) to compare the satisfaction towards
passengers’ service quality of airlines via personal factors, and 4) to study the relation between the
perception of passengers’ service quality of airlines and selection of airline service.

This quantitative research studied the population of domestic passengers travelling within 2 years.
Using sample of 400 units, the sampling methods were convenience and purposive sampling.
The research instrument was the 400 gquestionnaires in which was developed by I0C and reliable
coefficient resultants, 1.00 and 0.905 respectively. The descriptive data analysis were frequency,
mean and standard deviation. The inferential statistics for hypotheses testing were t-value, ANOVA
to analyze the difference between groups of age, education and occupation, and the Pearson’s
product-moment correlation coefficient to analyze the bivariate correlation between the factors
of passengers’ service quality satisfaction towards the selection of flight service.

The findings revealed that: As of objective 1, the study found that mostly the sample units
were females. Mostly respondents regarding: the age was over 50 years old, the education was
bachelor degree, the occupation was private business, frequency of using of airlines was 1 - 2 per
year, travelling purpose was for tourism, travelling companion was family and cousin and the most
used airline was Thai Vietjet airlines.

As of objective 2, the study found that overall of passengers’ service quality towards the
was at high level (X = 4.12). The five dimensions of passengers’ service quality were at high level
and sorted in descending order as follows: assurance was at highest level (X = 4.31), and
responsiveness was at high level (X = 3.95) respectively.

As of objective 3, the satisfaction between male and female passengers were not different
significantly. The hypothesis testing of age factor revealed that group of 18-29 years old perceived
the passengers’ service quality of airlines differently from other groups in the dimensions of
responsiveness and tangibles. Education groups were not different significantly and student group
was the occupation that perceived the passengers’ service quality of airlines differently from other
groups in the dimensions of tangibles.

As of objective 4, the hypothesis testing by the Pearson’s product-moment correlation
coefficient analyzing the bivariate correlation between the factors of passengers’ service quality

satisfaction towards the selection of flight service revealed that: The overall correlation between
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the factors of passengers’ service quality satisfaction towards the selection of flight service was
positive at 0.794. The bivariate correlations were in positive directions and can be sorted in
descending order as follows: reliability 0.522, responsiveness 0.423 respectively at a significance

level of 0.05

Keywords: Passengers’ Service, Perception of Service Quality, Selection of Airline Service
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Loun et 91y seAuMsAnw 83 uwandsiudwasriensidentduinisanenisduunneiiariu lnsuen
Hu 2 nadl dil

3.1 MyvadeUaALAgIuT 1 mﬁ%’uiﬂmmwmﬁﬁms;ﬁmanwaqmﬁmiﬁuﬁﬁfja%’amuqﬂﬂa
Aenfumanansnstudmwanensidonldusnisarsnisdusansneiu senslénsmegouadagoei
(t-test) Touan1ThaTIew Famsnedi 2
A15199% 2 N1531A3 MU BUT BUAULANEA19TE M1 UNAR UA NN N 1aA AINNITUTNI5DY

Hlagansndmasianisifeniduinisaenisiuduunaine

AUNINalIAMAINATUINT VRS

a ' & Y a a n E SD t Sig'
E:J:IﬂEJ’s‘i']i‘l/lﬂxmaGlaﬂﬂiLaaﬂiﬂjUiﬂﬂiﬂﬁEJﬂ’ﬁ‘lJu
¥ 144 4.126 350 724 457
Y9 256 4.150 319
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NNANFE 2 nuBEanssiTeuifisumnuuaniwesedsn T anelanun
nsuinsveslasansiidsuasiensidenlduinmsaenisiussnianamneiumeandgalasly ttest
wuhanuiemelaganmnsuinsvesilasansiidsmasionisidonlduinsaenstuiitimaunnsneiu
fanuianelaluunnaaiueeslidedfynsainszau .05

3.2 ManagevaLAgIui 1 n1suiaanwnsuInsglasansvesansnsudiidedudin

UARALAEINY 818 SEAUNISANE 01TN wanaudmasianisiiantdusnisatenisiuuanseiu lng

v
a o a

514 ANOVA (fleovinaeuaunfigiunsadn fail
H: {{AounuUas Ui idadsduyanadiuey seAun1sAnen ordnunnsneiud
Anuduussiensdentdusnsanen siuliwansaniu
Hy: {meunvuasuaud iadsduyanadiueny seaun1sAnen o1 nunnseiud

ANUFELTUSARNISEBNITUSNNTA18N1TDULANANGAL

o

naaouisziunudesiufosas 95 é’Qﬁ?uleﬁLaﬁam&gwwé’ﬂ (Hy) fisioiflosesuiodndny
NeafAdA1desn3I1 .05 TUN1571AT1EMAINLUTUTIUNIUA Y (One-way Analysis of Variance:
ANOVA) wazldmsnaaeusiegidedanuunnsiaieiBnisuuu LSD (Least Significant Difference)

KANSVAABUALLRFIULAT AN TIATI Suunls il

Uadedauynnadiiueng Ineuuseny 4 nau lawn 18-29 U 30-39 U 40-49 U 50 Yyuld

o

1) Arunsidnfisdnlavesqndn A1 F = 2.208, sig. = .087 n1svaasulidded1Agyviadan

2 .05 wudllunneeiuseninanguenty

o

2) anuAagedulinngla A1 F = 0.135, sig. = 0.939 nsnagsuliiidsdAynisaiafiszau
05 wubiunneneiuseninenguens

3) uausansilunisnevausnelagais A1 F = 6.614, sig. = 0.000% N15VAdB U

Y

WodAymeadiansgau .05 F0insmegeuliiemIANULANFNII8AIUY LSD nudnsiuTeuliigy

1Y o w a

ANULANANTIEANGN YA ULANA s uegsilTd Atyn1aadiF .05 e

o oA

3.1) nguey 18-29 U fiunguileny 30-39 U (-.15307*) fungueteeny 40-49 U

q

(-28036*) uazffunduey 50 JAulU (-13151%)
3.2) ndueIYeTy 40-49 Tfungueny 50 TAulY (14885%)

o w

4) AupnNtLelie A1 F = 1.441, sig. = 0.230 nsvadeuldfidediAynisadfnisesu .05

<

wuhldunneneiuseninanguen

5) fuSNwUENIINIENNASURELS A1 F = 3.572, sig. = 0.014* Msvaaeuiidud1Agynieaiia

S o

N5%61U .05 FWINNINAAOULNBNIANUUANANTIFALUU LSD WU MstUSeuliisuanuuaneinesiee)

o w a

nauengnauuAnsNiuegslteddgvneats .05 fie
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5.1) naweng 18-29 T fungueng 50 FAulY (-.19653%)
5.2) ndue1yeTy 30-39 Tiunduony 50 TAulY (19495%)

Uadediuyanadiuszaunisinen Inguuaseaunsdine 4 nau laun sndnuSaans

USeyes Usualn wazUSeygyien

1) Aun1sinfadnlanesgndn A F = 0.862, sig. = 0.461 nsvaaeuliditudAynisadifi

58AU .05 wudbiuandnaiuseninngussaun1siine

o o a LY

2) auanudedulinga A1 F = 1.770, sie. = 0.125 msvadeulidddedrfyneadansyau

o

05 wuBliunneneiuseninnguseiunsAnm

3) gumnusIasilunisnevauessod laea1sa F = 1.399, sig. = 0.243 n1svageulyl

o aa

HedAgyvneadinszau .05 wulliuandsiuseninanguseaunising
4) aruANteis A1 F = 0.508, sig. = 0.677 nsnadeuldddvdAynisedaiszau .05
wuhldunnsneiuseninnguszAunsfing

o o

5) AUANYUENNAEANIFURELR A1 F = .682, sig. = 0.563 n1snadeuldfideddeynisaia

o

1Y

fAsgdu 05 nuhliunndefuseningusedunmsfing
Jadedruynnan1ua1dn lasuuso1dn 5 nau lawn WnAnwy nilnsuusdnienyu
5w y/ninauigliamia Useneugsiadiudy uazginBunengau
1) fun1sidnfedslavesgndn A1 F = .224, sig. = 0.000% msmaauﬁﬁfaﬁwﬁ’agmaaﬁaﬁﬁzﬁu
05 FuihnsmageuliemANNLANA1ITIBALUY LSD Wui MstUsulfisuannaunnsiasegngy
adniifianuuanesiuegaiitudfoynisads 05 fe
1.1) dnfnwiiudnseny/ninausgianig (-.21974%) uaziudinBuaeigau
(-.48474%)
1.2) winanuuseniensuiuginBenenganu (-.37228%)
1.3) 915wns/minauigiamnaiudindenenganu (-26500%)
1.4) UsgnauginaadmimiiuginBeaenganu (-.29909%)
2) dupnuderulinda an F = 2,553, sig. = 0.039% nsnaaeuiituddunisadffiseiu
05 FuihnsmageulilemANNLANA1ISIBAUUY LSD Wuin MsiuFsulfisuanuunnsnasegngy
adniifinnuuanesiuegafitudfynieads 05 fe
2.1) wiinnuusenensuiulsenaugsnadui (17670%)

2.2) UsgnaugshadiumiiuginBenenyau (-.23513%)
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3) anuanusIaLsilunisnevauen el lagans A1 F = 2.566, sig. = 0.038* n1svadeudl

WodAyneadidnseay .05 IWINITNAGOUNEMANMULANANTIBALUY LSD wudl nsTeuiiiey

o o a

ANUUANANTIEANg TN NHAILANATuegeliTadAtynsatia .05 Ae
3.1) dnAnwiuntinanuusenensu (-.15710%) Autiswnis/munausyiamig

(-.18406%)

3.2) UsgnaugshadiuiiuginBenienyau (-.04882%)

o w a o

4) ruANUUTedie A1 F = 1.109, sig. = 0.352 nMsnageuliiivedAymeainfiseau .05

)

‘W‘U’J'WVLMILLmﬂﬁiﬂﬂﬁu531ﬁ’jﬂﬂﬂdmaﬁ%W

o o aa

5) AUANYUENNAEAWIFURELR A1 F = 8.616, sig. = 0.000* NsnaasuildudAeunsana

o

d o )

fiseiu 05 SuhmsmedeuiilomANuUANA1TIEEIUY LSD Ui msSouliisuanuuaniniseg
nauewifieuuaniafusgsdidodfaynaada 05 fo
5.1) Un@nwiunidnauuienienau (-.27678%) Authswns/minnusziaming
(-33860*wazfiuUsenaugsNadILm (-.19844%) wagiuginBumengau (-.47762%)
5.2) wilnnuuTEnensuiudinBune1geu (-20083%)
5.3) UsgneaugsnadiumiudinBone1gnu (-27917%)
4. WefnwAnuduiusseninensiuiaunmnisuinisglasansvesansnistufunsidentd
usMsanensiu
NaMSANYIFEVARUALLAILT 2 MIFuiannmmsUIMsElagasvesasnstu 5 fu

lowa msdndiednlavesgndn anudeiiulingds anusindilunmsnevauswedlngans Ay

'
a o vllsld [

YTeiie waranwarnesmMenwiduials danuduiusiunisidenldusnisaiensiu nens

@

ALY MeAFUUSTANDANANNUSWUUBSEY fall
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M0 3 UAANTIATIEANAITUSTENINTTUTAN IMNTUSN1SYRsElngasvasaen s Tuus

avaulunisidenlgusnsanenisu

n1staanldusnsaenisiu

nsfufannmnisuing

Sig. Pearson SEAU
Jlngansvasanenisiu V. . BAne
(2-tailed) Correlation(r) ANUFAUNUS
Aunsnidnlavesgnn .000 A69** Uunan Wiy
Frupmuderulinda .000 464%* Uunans LRy
puAusIASlUNNS .000 A23%* Urunang RRR!
naUAUBIAONLALANS
Frumudede .000 520%% Uunans LRy
ATUANWEUENIINIYATN .000 522%* U1unans RRR!
Fduale
59 .000 794%* 6N LN
*x HilpdAgnisadfviszau .05

NAINN 3 HANITIATIERANUFURUTTENINNTTUIANNIMNITUIN SV IABENTVRIANY

a v ¢

) 2 Y a q' a Y £ v o & v = o Y
ﬂ']iU‘Uﬂ‘UﬂhliLaaﬂISU‘UiﬂrﬁW]EJ'J‘UUI@EJﬁ'Jllllﬂqam‘ﬂigamﬁa%ﬁmwu5 () WU 0.794 FIUANMUAUNUS

'
o o = o 1Y

AuluiiemaseriuluseAveasegrdidedAynisadinsedu .05 laganunsaduunanuduiusnisu

eaite

AMAIMNNITUTNSVRIK IAgansresaten1sTulundaziuiunisidenlduinisarenisSundaanisg

'
a

WwenfuaInAdulseansanduiusainuintutdessuansu sl Andudseansanduiusuiniian town

q

AuANNUWeielisERuANANRUSUIUNATS (0.522) 58983U1AR FuENYMENaNEATdURE LA
sEAUANNFUTUSUINNATS (0.522) AunisindiednlavesgnAndseduanuduiusuiunane (0.469)
auanueiiulindaissduanuduiusuiunad (0.464) wavAdulssdvdanduiiusiesnanfanu

AnusImsIlunIsnevauesellaganslszAuAuduRuSUIUNG1 (0.423)

aAUgNANTINY
N15338130an155u AN mnsIiUInsvesaten1siulumsidenlduinisveslaganslu

Uszmdlne lanansidenswnuingussasfuasnisvedouauuigiu fail

v

1) wednwidadedmyanaveslagarslunissuinuninnislivinisvesmenisiuluns

Y 9

donlduinisiendu edunehdnwdadediuyaraiiunisinssidisaindmssauunie iy

Usunmlduazladudiuyanaveslagans lnenmsigneuwuuaeunudiulvgjveudazUadeynna
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Toiun Wumends Ty 50 YUl dszaunsfinud3yges fondnUsenaugsiadiui tnediulvg

faudlunislduinisanenisiu 1-2 aswiel dingusvasAvasmsiiiuniadlasldarsnistuivenis

viouiien Inedgnsunaumalaglduinisaenistunseuiuaseuniiuazed uazanen1stunlduinig
4' & a = & v v P = 9 a v a g

wnfigaiduamenistulnedends derunuladediuyanaifgriunisiunidagldagnistuduly

iiensvieanieniivssnuimhaulahlufnvidiudugeuleinsiiunialegldaenisduivenamnssy

' ¥
aa o v A =

vieaflealnsiamenguiiony 50 Viuluvdeindonegiifiddeuasinariaionsifumsiondls
aenndosiunsiiunefieiadssiunionisyudsmseimadadunisvudeiilasuanudouetiegs
Tutsiszmalnesimstannnsfssninsssmasazdiasulusumssaiilasionzilossime
11/|aﬁwmwsluﬂis‘mﬂuLﬂi@gﬁaa’]@aumn%u (Krailert, 2023)

2) WleAnwnsedumsiuinanmuinisvesaenistulumsidenldusmsvesiasans efvse

[

1991 sgAunsiuiaunmuimsilegansvesaensiunuanudedulindaeylussduinniian uag
aunrdedieeylusyauin Fansfnwiasddneunvuasuautiududedenunimluadudiu
goandasiunisensyaukarnsusulgenaninnisuinisidunagnsdsnisihunldluionswaun

v

AunInNIUINS dealilduimafsanufiemelawazeudssiiulanuinlondlunisnduslidn
wmsILYesNTsUINsRgnimuadsnunn ddumiasnulaamsausunagnsveasd nali
aonadasiuaufesmsvasliuinslatenilomalugsivesnadsdu (Thongam, 2017)

dusnudnuagmemenmitduialduazdunadnfeinlavesgnd fnasameglussiuann
aonadosiunliuiunsiumsesmsvsafisanninasdunuuidundlmininsusumuasian
Mnduiidududulaeliauddydesnininsignavennfoiefuguamiasauaeadeds
astuthgtadeddyilidadulalunsidongamnstarsmdlunisifunis (Khao Sa-ard, 2020) kay
gonndesiunmadnidnlanisienlalduasidnladiuuing maeilalduasidilagSuusnisvilalaens
flvuinsiilamnudeanisvestiuinnsiannuidnsiuuazanuansalunisidilannums
Y03UUin1s Aunardasdaelumsadeenuduitusialiungsuuinaduead (Parasuraman et
al, 1988, p.14-40)

3) WlawSsuifisumnufianslanuamnsuinisilasansvesansmsduduunaudedvdiu
yana lagnsnaaouanuigiu msuaannnsuinisylasansvesansmstuiiidadodiuyana
Loun et 018 sEAUNSANY 81T windsiudmadanisidenidusnisanensdusansieiu efuse
1991 nsneaevauuAgIuiudwlstadediuynna 4 duUs Ao e 918 SEAUNITANY 81T
osnidusuusdwiiunuauifianzvesyanaiiddglunisdadulevimiolividdalasns
Usziudnenimauies druduusdadodiuyanadu liun anudlunislduinsansnisused

TrgUseasAlunsiiuni §Rsaudiunieie waraten1siuildus msunigalavinnsiwaeideys

seadadanssauialmiuusuniiluusenauiiosndaduwaniilasusnsnaanaieuanuinnin
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melusayanaies 1y nmadenldasnsduduey fuulsusuaznisuinisvesansnisdumaniiy
namsIdeTeonalasuntadlditemuaniunisailazdise nansvadeuauuRgIunTITelidedu
wuhanufisnelaganmnisuimsveslasansiidsuasenisidenliuinsaenstuifinaunnseiu
fieufenelalaiuansinaiu ngueng 18-29 ¥ finsfuinunmmsuinisvesamenisouiianuunneing

nnguegdumnigalusuiuauTInslunIsneUaues o lAYAI AR LA NYAEN1INEATNT

v
e./vaw ' o = Y i v

durals nauszAUNITANEIRILARINIIUSYIIRATUT Y 1eNTNITTUSAUAINAITUTNITURIAIBNT

9 U9

v
] o v

Juvia 5 duldunnsneiu dunguerdnindnvdulungueny 18-29 U finsiudnauninnsuinisees

anensdufiunnsnsnnguendndusnniigalusudnuazmaneamitdudald aenndeafunisiug
vosusazyananauaniiuoenly ufasldudahaaendu lnonssuiiuansetuinaindvina
ndsraunisalify annzmndounarensuaidsualinistuiveseunguduiiauunndatuly ns
dnladefugrunissuivesndudlnansazdielinaununisdeansldaenndeatuaudomnisves
flagans fonsliuinlaliglasasiineudesiuauilugnsdaduladentiinis (Cheyjanya et
al, 1991)

a) WleAnwauduiudseninamssuiannmnsuimsilasansvesansnisiuiunsidonld
Usnsanemsdu efiunelddn nan1sinsgisemdussavsanduiuduuuiesdulsdesunuddy

AarANTIATIEVIANUAITUSIEnINMITUIAMA NS USMsvelngansvasmensiuiunisidentd

s
|2 v v & 1w

a 4:1' a N W a = v v sw a = )
‘Uiﬂ"lﬁW]‘EJ'J‘U‘L!IWEJTJ@JNﬂqamﬂﬁgﬁmﬁawamwuﬁLmqﬂU 0.794 GZNlIﬂ?qﬂiﬁNWUﬁﬂusLuVlﬂV]'NL@EJ'JﬂusLu

s
=< o

seAuge Wneauaudwdetiefiaduyssdnsanduiusasiian aenndediu Parasuraman wagamy
(1988, p.14-40) laauauuifnisasdifinuainnistiuinig 5 a1 5 laud n1sdhfisdnlavesgndn Ay

Wedulindla anwusasilunisnevauewsiefliagans anuuidete wavdnvaznsmenmidudals

[

HAUMTITENITTUIAuNNNIsUSNSElagasvesanenisiulunsidenlduinisatenisiu

Tutssindlngamnsadilugnisenseavguamlunislivinisvesaensiunanfie Aunimnisuinig

Y a '

Junsiuivesflaeansinsaiuenuaanimiennusesnsnlined Gamnszdunissuiasannnd

U

o

damenisliasiiinenudseivlakazesdnsaglisudededia wazdlagaisnisidifuuinisues

aen1studntean

14
UDLAUDNUY
Faauaunuznisiwan e luldineduysslov asil
1. Minuansisuandliiuiglasanslisunisuinsnnatenistusasiinnuiianelafilasu

saunnnislivinisvesaemstulaenmsiuegluseduun fsluaenistuaisinussaugmuninly

v

N13U3NIsNA winlsinisdneusuduasunioadausenseduyslaunnineu weiilUdnisensediu

LI

Anuianelaliglagansuinau



Msansdnuaansiving | 17

Uil 17 atudl 2 nangen - Sunau 2567

2. anemstumsinagndmenisnatnuusuldlimnauiiesnwgugndiiuuasiage
andlvslldnssmantmne Tnglimnudfgluuisssifuieniamziuma ong LazeTn iload
wnUualiulisnshyaudsimilufaunlidugasuiasairanmd nuaiiifdessdns lilen
Iodseulunswdstule Tunsandugsiasely

daiauanuziBaulauiy

3. msiinsAdenagiauinisuimsinnsguteyalasasfniideguldlianusslov
gsanannslidessuladihiauanausslovivousarasnstuflefdunnnsliuglasans wieidu

[

wnmemsWauliusisaudualunueiglasasazldsuuenangunwnislivimsuagnsiug
nsdeansinuazilegudn eidugaunelunisairagnilmivazfnwigiugnanim
Forausuuznisiteaesioly
a. viglldteyadednifinduieiunnuiaonelalunisléuinmsaonisiukaznisiuins
doan3 mafiudunsiidedaganim (qualitative research) 1y n13duA1waildsdn (in-depth
interview) MsaunuINgal (focus group) AUglURUNSWINLUUABUAY LileAUMTpyaTianzIazas
fuasoruiiselavesflivins e madldluianiuasUiuusnsuinisiaansaneuaussany

Aoensvelduinisiansanutinning
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