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Kulawan Argkla 2014: Causal Factors Influencing Customer Loyalty of Low Cost Airline
at Don Muang International Airport. Master of Business Administration, Major Field:
Business Administration, Faculty of Business Administration. Thesis Advisor:

Assistant Professor Phiphat Nonthanathorn, Ph.D. 129 pages.

This study aims to identify the factors that affect customer loyalty, low -cost airlines at
Bangkok International Airport. To study the relationship between customer loyalty low cost airlines
at Bangkok International Airport. The image of the organization. The relationship between customer
loyalty low cost airlines at Bangkok International Airport. The quality of services. And to examine
the relationship between service quality. The image of the organization's low -cost airlines at
Bangkok International Airport. The questionnaire is a tool to collect data from Passengers who use
the services of low -cost airlines at the domestic terminal. Don Mueang Airport 300 people during
May - July 2556 statistics used in data analysis including frequency, percentage , mean and standard

deviation . Analysis and structural equation model (SEM).

The results showed that Sample airline AirAsia. Airlines and Nok Air. Have the same
number. Most of whom are female, aged between 31-40 years, the average monthly income of 20,001
to 30,000 baht and a career civil servants / state enterprise. The level of customer loyalty. The image.
And quality of service of low cost airlines at Don Muang International Airport. Overall high level in
all areas and to check the fit of the model, the researcher developed the empirical data found that the
Chi-square = 162.89, df = 28, P = 0.00000, the index GFI =. 0.91, AGFI = 0.79, RMSEA = 0.127 and
CN = 82.65, indicating that the model fit to the empirical data. Result of direct influence. Indirect.
And the interaction of factors that affect customer loyalty, low -cost airlines at Don Muang
International Airport. In descending order of descending influence coefficients as follows: (1) the
influence of the two factors is the quality of service. Image of the organization and (2) indirect one
factor is the image of the organization , and (3) includes two factors influence the image of the

organization. And quality of service.
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- 0.85 -0.11
o.21+= RELIA |=—"%° \ 0_92\ CREDI *0-27‘
SR \ -0.0%
’/’J'Ea CARING o K
0.66
0.57%= TRADE ng\ INTEN |=*o.57
0_15\
\ RECOM |=*0.zo0
SENSI |=*o0.3¢

Chi-Square=173.41,

df=40, P-value=0.00000, RMSER=0.10¢
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DATE: 11/26/2013

TIME: 11:08

LISREL 8.80 (STUDENT EDITION)

BY

Karl G. Joreskog and Dag S6rbom

This program is published exclusively by

Scientific Software International, Inc.

7383 N. Lincoln Avenue, Suite 100

Lincolnwood, IL 60712, U.S.A.

Phone: (800)247-6113, (847)675-0720, Fax: (847)675-2140

Copyright by Scientific Software International, Inc., 1981-2006

Use of this program is subject to the terms specified in the

Universal Copyright Convention.

Website: www.ssicentral.com

The following lines were read from file G:\Kunlawan\SEM6.LS8:

Raw Data from File data300.psf

Sample Size: 300

Latent Variables: IMAGE QUALITY LOYALTY

Relationships:

PERSON RELIA TRADE = IMAGE

109



Let the Variance of IMAGE =1

CONCRE TRUST RESPOND CREDI CARING = QUALITY

Let the Variance of QUALITY =1

Let the Error Covariance of CARING and TRUST Correlate

Let the Error Covariance of CARING and CREDI Correlate

INTEN RECOM SENSI=LOYALTY

Let the Variance of LOYALTY =1

LOYALTY =IMAGE

QUALITY = IMAGE

ErrRTF: Unknown Block Style !

Path Diagram

End of Problem.

Sample Size = 300

SEM6

Covariance Matrix

CONCRE TRUST RESPOND CREDI

CONCRE 0.200
TRUST 0.170 0.274
RESPOND 0.141 0.217 0.319

CREDI 0.128 0.193 0.180 0.217

CARING INTEN
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CONCRE
CARING 0.174
INTEN 0.107
RECOM 0.149
SENSI 0.041
PERSON 0.101
RELIA 0.131
TRADE 0.107

TRUST
0.215
0.153
0.196
0.035
0.141
0.180

0.150

Covariance Matrix (continued)

RECOM
RECOM 0.314
SENSI 0.063
PERSON 0.144
RELIA 0.162
TRADE 0.175

SEM6

Number of Iterations = 21

SENSI

0.393
0.040
0.058

0.023

RESPOND
0.246
0.150
0.188
0.005
0.146
0.159

0.157

PERSON

0.162
0.122

0.110

LISREL Estimates (Maximum Likelihood)

Measurement Equations

CREDI
0.188
0.166
0.160
0.027
0.124
0.138

0.144

CARING
0.302
0.179
0.184
0.031
0.153
0.157

0.146

RELIA TRADE

0.202

0.134

CONCRE = 0.146*QUALITY, Errorvar.= 0.0821 , R*=0.590

(0.0133) (0.00699)
10.946 11.743

0.292

INTEN

0.367
0.200
0.043
0.109
0.106

0.145
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TRUST = 0.206*QUALITY, Errorvar.= 0.0361 , R?=0.868
(0.0175) (0.00536)

11.819 6.732

RESPOND = 0.197*QUALITY, Errorvar.=0.103 ,R?>=0.676
(0.0172) (0.00908)
11.462 11.375

CREDI = 0.168*QUALITY, Errorvar.=0.0592 , R*=0.727
(0.0148) (0.00594)
11.377 9.962

CARING = 0.214*QUALITY, Errorvar.= 0.0468 , R> = 0.845
(0.0187) (0.00763)
11.418 6.128

INTEN =0.196*LOYALTY, Errorvar.= 0.209 , R*=0.432
(0.0246) (0.0194)

7.960 10.726

RECOM = 0.247*LOYALTY, Errorvar.= 0.0623 , R = 0.802
(0.0323) (0.0154)

7.664 4.037

SENSI = 0.0598*LOYALTY, Errorvar.=0.378 , R*=0.0376
(0.0197) (0.0311)

3.033 12.158



PERSON = 0.327*IMAGE, Errorvar.= 0.0554 , R*=0.659
(0.0197) (0.00557)
16.586 9.953

RELIA = 0.374*IMAGE, Errorvar.=0.0617 , R>=0.694
(0.0217) (0.00648)

17.256 9.530

TRADE = 0.353*IMAGE, Errorvar.=0.167 , R>=0.427
(0.0287) (0.0147)
12.277 11.376

Error Covariance for CARING and TRUST =-0.031
(0.00496)
-6.328

Error Covariance for CARING and CREDI =-0.012
(0.00531)
-2.270

Structural Equations

QUALITY = 2.139*IMAGE, Errorvar.= 1.000, R*> = 0.821
(0.224)
9.563

LOYALTY = 1.768*IMAGE, Errorvar.= 1.000, R =0.758
(0.258)
6.864
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Correlation Matrix of Independent Variables

IMAGE

1.000

Covariance Matrix of Latent Variables

QUALITY LOYALTY IMAGE
QUALITY 5.575
LOYALTY 3.781 4.125
IMAGE 2.139 1.768 1.000

Goodness of Fit Statistics

Degrees of Freedom = 40

Minimum Fit Function Chi-Square = 178.659 (P = 0.0)

Normal Theory Weighted Least Squares Chi-Square = 173.411 (P = 0.0)
Estimated Non-centrality Parameter (NCP) = 133.411

90 Percent Confidence Interval for NCP = (96.378 ; 177.996)

Minimum Fit Function Value = 0.598

Population Discrepancy Function Value (F0) = 0.446

90 Percent Confidence Interval for FO = (0.322 ; 0.595)

Root Mean Square Error of Approximation (RMSEA) = 0.106
90 Percent Confidence Interval for RMSEA = (0.0898 ; 0.122)

P-Value for Test of Close Fit (RMSEA < 0.05) = 0.000

Expected Cross-Validation Index (ECVI) = 0.754
90 Percent Confidence Interval for ECVI = (0.630 ; 0.903)

ECVI for Saturated Model = 0.441
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ECVI for Independence Model = 17.135

Chi-Square for Independence Model with 55 Degrees of Freedom = 5101.388
Independence AIC = 5123.388

Model AIC =225.411

Saturated AIC = 132.000

Independence CAIC = 5175.130

Model CAIC = 347.709

Saturated CAIC = 442.450

Normed Fit Index (NFI) = 0.965
Non-Normed Fit Index (NNFI) = 0.962
Parsimony Normed Fit Index (PNFI) = 0.702
Comparative Fit Index (CFI) = 0.973
Incremental Fit Index (IFT) = 0.973

Relative Fit Index (RFI) = 0.952

Critical N (CN) =107.593

Root Mean Square Residual (RMR) = 0.0117
Standardized RMR = 0.0406

Goodness of Fit Index (GFI) = 0.905

Adjusted Goodness of Fit Index (AGFI) = 0.843
Parsimony Goodness of Fit Index (PGFI) = 0.548

SEM6

Modification Indices and Expected Change



The Modification Indices Suggest to Add the

Path to from Decrease in Chi-Square
CARING LOYALTY 13.6
INTEN QUALITY 11.4

Modification Indices for LAMBDA-Y

QUALITY LOYALTY

CONCRE -- 4590
TRUST  -- 1.124
RESPOND --  0.782
CREDI -- 4450
CARING  -- 13.633

INTEN 11.410 X
RECOM  5.784 - -

SENSI  2.155 E =

Expected Change for LAMBDA-Y

QUALITY LOYALTY

CONCRE --  0.037
TRUST -- -0.018
RESPOND --  0.018
CREDI -- 0.035
CARING -- -0.075

INTEN  0.126 --

New Estimate

-0.07 intbl

0.13 intbl
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RECOM -0.078 --

SENSI  -0.042 --

Standardized Expected Change for LAMBDA-Y

QUALITY LOYALTY

CONCRE -- 0.076
TRUST -- -0.037
RESPOND --  0.036
CREDI --  0.070
CARING -- -0.152

INTEN  0.298 - g

RECOM -0.184  --
SENSI  -0.100  --

Completely Standardized Expected Change for LAMBDA-Y

QUALITY LOYALTY

CONCRE --  0.170
TRUST -- -0.070
RESPOND  --  0.064
CREDI -- 0.151
CARING -- -0.277

INTEN  0.491 --

RECOM -0.328 --

SENSI  -0.160  --

No Non-Zero Modification Indices for LAMBDA-X

117



Modification Indices for BETA

QUALITY LOYALTY

QUALITY  -- 0.285

LOYALTY  0.285 --

Expected Change for BETA

QUALITY LOYALTY

QUALITY -- -0.078

LOYALTY -0.078 »2

Standardized Expected Change for BETA

QUALITY LOYALTY

QUALITY -- -0.016
LOYALTY -0.016 --

No Non-Zero Modification Indices for GAMMA

No Non-Zero Modification Indices for PHI

Modification Indices for PSI

QUALITY LOYALTY

QUALITY  --
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LOYALTY 0.285 --

Expected Change for PSI

QUALITY LOYALTY

QUALITY  --

LOYALTY -0.078 o

Standardized Expected Change for PSI

QUALITY LOYALTY

QUALITY  --

LOYALTY -0.016 5

The Modification Indices Suggest to Add an Error Covariance

Between and Decrease in Chi-Square

RESPOND CONCRE

CARING RESPOND

INTEN CREDI
INTEN CARING
RECOM CARING
RELIA TRUST
RELIA CARING
RELIA INTEN

TRADE CREDI

14.9
17.9
25.5
10.8
12.4
15.5
11.9
15.9

9.1

New Estimate
-0.02

0.03

0.04

0.03

-0.02

0.02

-0.02

-0.03

0.02

intbl
in
intbl
in
inbl
intbl
intbl
intbl

intbl
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Modification Indices for THETA-EPS

CONCRE TRUST RESPOND

CREDI

CARING

CONCRE  --

TRUST 4954  --
RESPOND 14916 2237  --

CREDI 5.538 0.013  0.305 *
CARING  1.653 -- 17.893 So =

INTEN 5494 2438 1.681 25465 10.800  --

RECOM 6921 0.000 1.759 2.870 12.395 0.031

SENSI 2382 0.075 5984 0.136 0471

Modification Indices for THETA-EPS

RECOM  SENSI

RECOM  --

SENSI  0.168  --

Expected Change for THETA-EPS

CONCRE TRUST RESPOND CREDI

CONCRE  --

TRUST  0.011 --
RESPOND -0.023 -0.009  --
CREDI -0.011 0.001 -0.003 --

CARING  0.008 -- 0.032 -- --

INTEN -0.019 -0.011 -0.012 0.037 0.026

RECOM 0.016 0.000 0.009 -0.009 -0.021

0.144

CARING

-0.009

INTEN

INTEN
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SENSI  0.016 -0.002 -0.028 -0.003 -0.007 -0.007

Expected Change for THETA-EPS

RECOM  SENSI

RECOM  --

SENSI  0.006  --

Completely Standardized Expected Change for THETA-EPS

CONCRE TRUST RESPOND CREDI CARING

CONCRE  --
TRUST 0.048  --
RESPOND -0.090 -0.031 L
CREDI -0.054 0.002 -0.012  --
CARING 0.032 -- 0.104 -- 5o
INTEN -0.069 -0.034 -0.034 0.130 0.079 --
RECOM 0.063 0.000 0.028 -0.035 -0.070 -0.025

SENSI ~ 0.057 -0.007 -0.080 -0.012 -0.020 -0.017

Completely Standardized Expected Change for THETA-EPS

RECOM  SENSI

RECOM  --

SENSI  0.016  --

Modification Indices for THETA-DELTA-EPS

INTEN
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CONCRE TRUST RESPOND CREDI CARING

PERSON 1.768 4315 1.613 0969 3.622 0.648
RELIA 6.795 15.542 0570 1.887 11.853 15.916
TRADE 0.133 6478 2426 9.068 6358 1.790

Modification Indices for THETA-DELTA-EPS

RECOM  SENSI

PERSON  0.148  0.601
RELIA 0370 6.109
TRADE 5914 1315

Expected Change for THETA-DELTA-EPS

CONCRE TRUST RESPOND CREDI CARING

PERSON -0.006 -0.008 0.006 0.004 0.009 -0.006
RELIA 0.012 0.017 -0.004 -0.006 -0.017 -0.032

TRADE -0.003 -0.016 0.012 0.019 -0.018 0.016

Expected Change for THETA-DELTA-EPS

RECOM  SENSI
PERSON  0.002  0.007
RELIA  0.004 0.024

TRADE 0.022 -0.017

INTEN

INTEN
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Completely Standardized Expected Change for THETA-DELTA-EPS

CONCRE TRUST RESPOND CREDI CARING INTEN

PERSON -0.032 -0.039 0.028 0.021 0.039 -0.024
RELIA 0.061 0.071 -0.016 -0.028 -0.069 -0.117

TRADE -0.011 -0.056 0.041 0.077 -0.060 0.048

Completely Standardized Expected Change for THETA-DELTA-EPS

RECOM  SENSI

PERSON  0.010  0.028
RELIA  0.015 0.087
TRADE 0.072 -0.051

Modification Indices for THETA-DELTA

PERSON RELIA TRADE

PERSON  --
RELIA  0.000  --
TRADE 1.293  0.098 --

Expected Change for THETA-DELTA

PERSON RELIA TRADE

PERSON --

RELIA  0.000  --



TRADE -0.008 0.002

Completely Standardized Expected Change for THETA-DELTA

PERSON RELIA TRADE

PERSON  --
RELIA  0.000 ¥

TRADE -0.034 0.009

Maximum Modification Index is 25.47 for Element ( 6, 4) of THETA-EPS

SEM6

Standardized Solution

LAMBDA-Y

QUALITY
CONCRE 0.344
TRUST 0.487
RESPOND 0.464
CREDI 0.397
CARING 0.505
INTEN --
RECOM --

SENSI --

LOYALTY

0.398
0.502

0.122
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LAMBDA-X

IMAGE
PERSON 0.327
RELIA 0.374
TRADE 0.353
GAMMA

IMAGE
QUALITY 0.906
LOYALTY 0.870

Correlation Matrix of ETA and KSI

QUALITY
QUALITY 1.000
LOYALTY 0.788
IMAGE 0.906

PSI

Note: This matrix is diagonal.

QUALITY LOYALTY

0.179 0.242

LOYALTY

1.000
0.870

IMAGE

1.000
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Regression Matrix ETA on KSI (Standardized)

IMAGE
QUALITY 0.906
LOYALTY 0.870

SEM6

Completely Standardized Solution

LAMBDA-Y
QUALITY LOYALTY
CONCRE 0.768 =%
TRUST 0.932 3
RESPOND 0.822 5o
CREDI 0.852 ==
CARING 0.919 3
INTEN -- 0.657
RECOM = = 0.895
SENSI -- 0.194
LAMBDA-X
IMAGE
PERSON 0.812
RELIA 0.833

TRADE 0.653



GAMMA

IMAGE
QUALITY 0.906
LOYALTY 0.870

Correlation Matrix of ETA and KSI

QUALITY LOYALTY

QUALITY 1.000

LOYALTY 0.788 1.000
IMAGE 0.906 0.870
PSI

Note: This matrix is diagonal.

QUALITY LOYALTY

0.179 0.242

THETA-EPS

IMAGE

CONCRE TRUST RESPOND

CONCRE 0.410

TRUST -- 0.132
RESPOND -- --
CREDI -- - -
CARING -- -0.109

INTEN -- --

1.000

CREDI

0.273

-0.047

CARING

0.155
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0.568



CONCRE TRUST RESPOND CREDI
RECOM - -- - -
SENSI - -- -- -
THETA-EPS (continued)
RECOM SENSI
RECOM 0.198
SENSI =3 0.962
THETA-DELTA
PERSON RELIA TRADE
0.341 0.306 0.573

Regression Matrix ETA on KSI (Standardized)

IMAGE
QUALITY 0.906
LOYALTY 0.870

Time used: 0.000 Seconds
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