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The three objectives of the study were 1) to examine the factors influencing the service use of
the passengers of Japan Airlines International Co., Ltd., 2) to identify the relationship between
personal background variables and the service use, and 3) to find some way to improve the airline
services.

A questionnaire was used to collect the data from 158 Thai and foreign airline passengers
who were purposively selected from those departing Bangkok Airport in Thailand and other airports
along the JAL route. Both descriptivé’statistics and inferential statistics were employed to analyze

the data.

The finding were summed up as follows.
1. Most of the respondents were female and were 31-40 years old. The majority were Thai.
They had a Bachelor’s degree or equivalent. They were employees in private companies. They
earned a monthly income of 10,000 — 30,000 baht. In 2003 the respondents used the JAL service 2-5
times, mostly for travel.
2. Factors influencing the service use. As a whole, the four factors influencing the decision
“on service usc at a rather high level. The most important factor was safety, followed by service

quality, reputation and public relations, and price.
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Recommendations

1. Service JAL should improve its service procedures by providing more convenience and
increasing speed for reserving and issuing tickets. The passengers need not directly contact the
airline but should be able to use the web site or the e-ticket system, and so on.

2. Safety JAL should increase the procedures for safety and should strictly enforce the safety
measures. The passengers should be informed about the measures in order for them to give
cooperation willingly.

3. Reputation and public relations JAL should have more sale promotion and advertising to
expand its oversea market. It should have advertising on TV in Thailand.

4. Price JAL should prepare a detailed price list including conditions which should be
publicized through different media. More promotion programs should also be offered to attract more

customers.



