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This independent study on “Service Quality of Domestic Flight, Low Cost Airline Case
Study: Chiang Mai — Bangkok Flight Path” had the objectives of studying 1) the quality of service of
low cost airline’s domestic flights, 2) customers’ expectations towards the service of domestic flights
of local airlines when compared with the actual service received, and 3) the problems and
inconvenience of the service by low cost airlines’s domestic flights.

The sample groups were 300 passengers of low cost domestic flights on the routes of:
Chiang Mai — Suvarnabhumi (CNX-BKK) and Chiang Mai — Don Mueang (CNX-DMK) using a
questionnaire as the instrument of the study.

The study results were as follows:

1) The in-flight service of the domestic flight of low cost airlines that were the most
satisfactory was the ability to give instructions to customers about the safety equipment. The services
that were of the most satisfactory level were the honesty and equality of service given to passengers.

2) The customers of the domestic flights of low cost airlines had very high expectations
towards the service, including clear passenger seat numbering. The actual service received which was
at a fairly high level was the clear passenger seat numbering.

3) The problems and inconvenience of the domestic flight service of low cost airlines were
for example, the flight attendance’s inability to respond to customer’s immediate problems and their
not being available for the customers to make an inquiry whereas the ground crews’ service was not
impressive as they tended to grant privileges to only VIP passengers, treat foreign passengers better
than Thais, including time consuming web site ticketing, flight delays and slow check-ins as well as

inconveniences during the flight.





