PAGE
ABSTRACT ..ottt ettt st st et s ii
ACKNOWLEDGMENTS | . ot ses s i1
CONTENTS ...ttt s st s s ns s v
1. INTRODUCTION.........oooereurereeresresressesesesssssessessesesssssssssnes 1
1.1 Background.............cooeeeeseescsessessensesesssssessessessesssssssssnes 1
1.2 Statement of the Problem,.............ccormrrenrenrensensrreeneenes 2
1.3 Objective of the Study..........coceercenreereenreereemerseessesseeenees 3
1.4 Definitions of Terms...........couermsreesssssessessessessessssssssnenns 3
L5 Variables ..........cuoeennereeresseesesssesseesee e seessesssessees 5
1.6 HyPOLNESIS.......cooureeueeeseesseesenssensseesssessessssesssessessssesssessnns 5
1.7 Scope of the Study..........ocereemeeeessmesseesssesssesssesssesssessnns 5
1.8 Significant of the Study...........ccoreermereeerersreesseesseesseeenns 6
1.9 Organization of the Study..........ccosrrmnmrrisreesnisssesssnnsnns 6
2. REVIEW OF L ITERATURE ..o 8
2.1 The Theory of Customer Satisfaction,................ceeoveenn. 8
2.2 The Concept of Airline Service..........coowermeesreeemseessreenns 9
2.3 The Theory of Interpersonal Communication,, .............. 9
3. METHODOLOGY..........ooorerererresressessessesesssssessessessesssssssssnes 15
3.1 SUDJECLS.....curerssesessesessessesssssssssessesssssesssesssssessssssssessseanes 15
3.2 Materials,..........oereeremereserseenesses e sersessessessssesssssss s 15
3.3 PrOCEdUIES..........cooureueeureerereesessessessessesserssessessessessessseases 15
3.4 Data Analysis..........coccomeurecenmeenmeenseensersseesseessesssesssessseans 16

CONTENTS



4. RESULTS 17

4.1 The Result of Personal Information of Respondents,,.,,,. 18

4.2 The Result of Information from the Respondents 23

4.3 The Result of the Interpersonal Communication,......... 28
with Finnair Passengers
4.4 The Finnair Passengers are Satisfied with the level with30

Interpersonal Communication

4.5 The Result of Hypothesis Testing,...........coruesrirsserasanens 32

5. CONCLUSION, DISCUSSION AND __......coooeeerererrseeenens 36
RECOMMENDATIONS

5.1 Summary of the Study ..........ccccoeveeerreeeersrseesesseesessesesens 36

5.2 Summary of the FINdings,.............ccoveeereersersesseeessesesens 37

5.3 DISCUSSION,.......ceceeeeeeereeeeesserssesesssenssseeessssssesssseessssseessns 40

5.4 ConClUSION. ...t i 41

5.5 Recommendations for Further Research,__..................... 42

REFERENCGES ...t ieevseesssessssessssessssnssssnssesssnsesssssssasssessssssesssssens 43

72N 1 o DI D) B, € O SRR 45

A. Questionnaire in Thai ... e ee e s s 45

B. Questionnaire in English ..o ieeeeeceeeereeeeeeseeen e 50



