Fac. of Grad. Studies, Mahidol Univ. Thesis /iv

THE INVESTIGATION OF THE FACTORS AFFECTING CUSTOMER LOYALTY
IN THE AIRLINE INDUSTRY

KANTATOUJ AMARANONTA 5238808 ICMA/M

M.B.A. (BUSINESS MODELING AND ANALYSIS)

THESIS ADVISORY COMMITTEE: CHANIN YOOPETCH, Ph.D.,
ORNLATCHA SIVARAK, Ph.D.

ABSTRACT

The main objectives of this study are to examine the relationships among
service performance, servicescape, perceived value, customer satisfaction and
customer loyalty of foreign passengers travel with a full service airlines, and to
explore the relationships between demographic factors and selected factors including,
service performance, servicescape, perceived value, customer satisfaction, and
customer loyalty of foreign passengers travel by full service airlines. The primary data
was collected by distributing a self-administered questionnaire based on the systematic
sampling technique to 406 foreign passengers travelling by full service airlines at the
Suvarnabhumi International Airport. The data was analyzed by t-test, one-way
analysis of variance (ANOVA), and correlation analysis.

The findings in this study identified differences in some airline passengers’
demographic factors which lead to the differences in service performance,
servicescape, perceived value, customer satisfaction, and customer loyalty. In addition,
the strongly positive relationships among service performance, servicescape, perceived

value, customer satisfaction and customer loyalty are also revealed in this study.
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