a Y Aa [ d d =3 a d'd
‘Wt]ﬂﬂi’illﬁ‘uﬂﬂﬂ !’é)f‘lﬁf‘l‘lelﬂ!’é)ﬁﬂﬂ1i!!ﬁ%ﬂ’J1NWQW91§]1MQQ!5]1W1J‘§€H%‘YIN

Y v A Y d' Y Aa a Vd Aaa
Nﬁﬂ@ﬂ?'mﬂﬂﬂﬁll@\‘]gﬂﬂ'mcl‘lf‘ljﬁﬂ1iﬁ'1ﬂﬂ1i‘ﬂuﬂ1!ﬁﬂ !!ﬂ“lf‘l/‘lﬂ

an v
3

d
nH lavilaey

%mﬁwuﬁégﬂudmﬁﬁwmmiﬁnmmuﬁé’ﬂgm
Ingncansuvuna (nalulagnsusnig)
ABIZ AN NENNIHYHE
aaniuiadiaiauuimsmans

2557



a Y a o d d = a o
ngAnssuduian lendnbaeenmsuazaNuiawela lugamwuIMsna
nadeANuANAvegRMNIFUIMsmemsDunusd ml3iln
A3anual Immisey

AR NN LB

P = = o
ﬂ'lﬂ'ﬁﬂﬂﬂ%ﬂy']'lﬂﬂ']uﬂuﬁ

AYaomans19150

(@3.¥n3 T¥3e3 Tsnl)

=y -y - QA 1 é
amznssumsaeuIneinut Tdinsanudiiiuaunseoyidiilludiunilves

MIfnEInINHANgasIMnImaasIinsa (naTuTadmanusms)

HIOMARTINGT oo A —— Usgsunssums

(A3.4 15 Az Tan)

AITUNIT

31 o
HYIWAITAII5Y

(@3.J803 T¥365 T301d)

SOAMIANTINGY NSSUNS

(@5.1n3nd famiun)

Il A

SOIFVAATIVITY oo eeessersseee e eeassessmsssssesessssssmereon

(93.3%0 gAaMIn)

uNIIANY 2558



UNARED

d' a a J a Y Aa [ o 4 =<
¥OINNHNUS WOANIINAYS Ina tenanvaiesnns uazanuiane laluganin
a d'd 1 v A 9 d' Y a a L4

UIMINARAADANUANAYRIGNAIN IFUTMTaNeM s TuAITE
walaln

A ya o ¢

YorIve UNANATANYA (A1

d‘ a =Y = a

voil3eyan Mendasuriiuda (malulagmsuinig

Umseinmn 2557

[

= A Ao 4 A o o o Y
ﬂ’]ﬁﬁﬂy']ﬁ@\‘]uujﬂﬂﬂﬁzﬁﬂﬂ 1) LW@ﬁ’]ﬁjfﬂﬁﬂ']uﬂ']WIﬂﬂﬂ?klﬂq]ﬂ\iﬁjllﬂﬁaﬂﬂmg

q

4 a = @ 4 s =
Uszannsmans W'E]ﬂﬂiﬁllﬂﬁi%}ﬂiﬂ"li BNANHUDIANIT ﬂ’JHJﬁQW’E)%ﬂHﬂiMﬂ"IWUﬁﬂ”Ii tag
v A 9 A Y Aa a 1 o aay A = [ v J U
ﬂ’NﬁJﬂﬂﬂﬂJ’fNQﬂﬂ?ﬂjﬂfﬂﬁﬂWiﬁWﬂﬂWi‘UuﬂH‘ﬁﬂ uilaln 2) NOANHIANUTUNUTISHIN

@ J a 9y a [ 4 J 2
andauzlsEmInTAIaas WQGlﬂi‘illﬂ'liGl%‘Uiﬂ'li DNANHUDINNIT uazmquwaiﬂu

'
J a a

= A v v A ~ 1 J any @
ﬂ‘mi‘ﬂW’Uiﬂﬁ‘l/liJNﬁGl’E]ﬂ’NiJﬂﬂﬂﬂl’é]\iQﬂﬁH Gl%’]J’iﬂﬁﬁWEJﬂﬁ“lJuﬂM‘ﬁEJ uﬂmwﬂiuﬂwuu Iag

v o 1 a = A ' a
ﬁﬂ‘H'lﬂ')'liJﬁiJWHﬁi$W'ﬂQWi]@]ﬂ‘iﬂJﬂ1§1619$}‘ﬂiﬂ'li ‘VlllNa@@ﬂ'NiJﬁ\?W’E]iiﬂUﬂﬂJﬂ?WUiﬂ'ﬁGU’EN

Y a

a 1 aay 8 o o 9 v . .
emsiuauss uilFiln 3) esarnvoausuus @M URLS T (Executive Recommendations)

U

LGTNmi‘lfﬂfimfﬁamiﬁmmmmﬁﬂaﬂlmgﬂﬁﬁ
Aq o ae L Ayy o 2 a 2 & &
ﬂi$%1ﬂiﬂ1%1u31u3%ﬂﬂidu Vlﬂllﬂ t?ﬁﬂElm‘i%u‘g’iﬂmmz"lﬂuwuﬁﬂﬁ%nqﬂEJLLaz

1 aa a a J 1 d any o ' o ' o
GI)"I'JGI'N‘lﬂﬂﬁGl‘lﬁfjﬂiﬂ'liﬁ'lflﬂ'liﬂuﬂ'lil‘ﬁﬂ uian MHUAVUIANYUAIDYINITIUIU 200 518

A

A A 9 Aav A aaa 9 9 ' aa A aa gy a
mimmﬂclﬂmmnﬂ A0 LUVEOVDIN dDAN I l’l@l,l,ﬂ ADALYINTIUT HASTDADWDI N9

'
9 [ ad (%

4 aa o a3 a 9}c v o w a
3!?]5181’7"11@3Jﬁ1/ﬂ\1ﬁﬂﬁi‘%ﬁﬂillﬂihﬁni%g1J SPSS \‘1']11'3%ﬂﬁﬂ'lﬂuﬂu&lﬁ']ﬂiyﬂ%‘]ﬁﬂﬁ‘ﬂi%ﬂﬂ

k)

0.05



ABSTRACT

Title of Thesis Consumer Behavior, Corporate Identity, and Satisfaction of Service

Quality Affecting Customer Loyalty of Cathay Pacific Airways.

Author Miss Siriluck Laoharaenu
Degree Master of Science (Management Technology)
Year 2014

The objectives of this study are : 1) to survey the general status of variables on demographic
factors, consumption behaviors factors, corporate identity factors, satisfaction of service quality
factors, and the factors of customer loyalty of Cathay Pacific Airways; 2) to study the relations
among demographic factors, consumption behaviors factors, corporate identity factors, satisfaction of
service quality factors affecting current customer loyalty of Cathay Pacific Airways, and to study
the relations of consumption behavior of customer ;and 3) providing executive recommendations
for administration to enhance customer loyalty.

The target population of this study are the passenger who travelling on First and Business
class including Thais and Foreign customers with Cathay Pacific Airways. The sample size are
200 people. This study use questionnaires as research instruments. This statistical tools used in
this study are Percentages, Mean, Standard Deviation, T-test, Anova, Regression and Multiple

Regression analysis. SPSS is used for data at a statistical level of 0.05.



=\ =)
Ananssndszma

a a

& A A Y a o o s =
ANYTUNUDBLTD “Wi]@lﬂﬁiulﬂﬂﬁiﬂﬂ DNANHUBDIANIT LLﬁ%ﬂ'J']iJW\‘lW@Glfﬂﬁluﬂmﬂ']W
a A A [ v A ¥ Y Aa a " an o [ Y
UﬁﬂTﬁﬂMWﬁﬁﬂﬂ?WNﬂﬂﬂﬂl@ﬂQﬂﬂWWi“ﬁUﬁﬂWﬁﬁWﬂﬂWﬁUuﬂ%‘ﬁt’J udasn” ’G’f%ﬁ‘ﬂ@ﬁ’l\illﬂ
A Y = Yo ! A ) o (= D) 0 a g
Luawwm@m&u”lmummm&maa“lumi“lmay,a MUTnyI veuuzi ANNAMTULAS

o w 1 ] A a 1 J aay a Jan {
mm“lﬁ]mﬂuﬂﬂaﬁmﬂqmu Taamnizee1989 a1emsUuasd ulsiln AUTNING ﬁ]@ﬁﬁi(ﬁ

@

= =\ a (4 a A Y v a (B4 =
%): HWADIUTINITUUAUTY AMIUYTENY ’JTiﬂWﬁ(W‘]J,):IZ‘Jfﬂﬂﬂ1§ﬁ18ﬂ13ﬂﬂﬂ1l‘ﬁﬂ‘4 TIUDN

q

a 1 d 1 A Y 1 A = o Y =
Rﬁﬂﬂﬁﬁﬁﬂﬂﬂﬁﬂuﬂ%‘ﬁﬂ"l1/!ﬂ‘VITL!ﬂiﬁﬂ’ﬂui’mu@iuﬂﬁﬂ@ﬂlmﬂﬁfJ’UmN FIM INNIIANEN

Y
=

 Aa ¢
ﬂiﬁunmmﬁuujmmwu
Y @ = 4 I Ay v 9
ﬂﬁlﬂu‘llﬂ‘"ﬂﬂWﬁgﬂm Wﬁ.ﬂﬁ.uyﬂﬁ 'J‘;Iﬁﬁijﬁﬂu ﬂ']ﬁ]"lifl“l/llﬁﬂ}l'] VlulﬂﬂEiu']ﬁﬁgl'Ja']ﬂlW

° 2 ) o Y a o A 3 P 0o a A o )
mﬂ?nm%uug VDLUSUN L!,amlaﬂmwumﬂuﬂiﬂﬂﬁvummwnwmuwuﬂunﬂmumu

s 1 A

Yo w 'Y o Aa a
Glaamuclwmaﬂmm@ﬁﬁﬂuiumimmﬂmwu‘ﬁmuumaﬂm Llﬁg"ll’ﬂell@‘]JW5$ﬂmiﬁ.ﬂi.

a d @ o J =2 a anAa S A Y Y o o =2 H dy
Iﬂ'ZI‘VIEJ JAUUN FIU Wﬁ.ﬂi.’g@lhlﬂi JIUATIAG 1/]Ilﬂﬂ?ﬂ‘l11Wﬂ1!£u3u11uﬂ15ﬁﬂ‘ﬂ1ﬂiﬂu
¥ A )

a a ' ) 1
JIUMN ﬂ§m1Wﬁ]'l‘iﬂ!'lLLﬁ3ﬁi?ﬂﬁ@ﬂ3ﬂ81uwu‘ﬁ11’mﬂ@l@\?ﬁﬂﬂvimﬂﬂﬁu

U

4 1 1 o o a @ a P 1
VDUDUNIT AWM ﬂm1ﬂ?iﬂnﬂﬂ'luuﬂﬂaﬂWUmUmcﬂﬁW@Juﬂiﬂ'ﬁﬁTﬁ@iﬂI‘lﬁjﬂﬁ]‘ﬂ’ﬂﬂ
Y Yq ¥ 19 Y Y o o 7 Y Y A
uaxﬁmm’;mﬂmgﬂqmﬂu HAZVRUBUAVLITHUINAUSWAUINITWITNTUYBULASIITUUIN
0 o o AN Y ¥ ! A A ! A A Y} = y A
ﬁ'luﬂﬂiimﬁ'liﬂ?iiwmu’l‘1/]llﬂGlﬁﬂﬁ?uﬂfﬁﬂlﬂﬁ@iuliﬂﬂ@?ﬂs]WLﬂﬂ?ﬂl@Qiuﬂ?iﬁﬂ‘HWﬂ‘i\‘lulﬂu
261490
a @ 4 a [ [ 4 v an v a d o
voup NI AY AMeIml vilugyas punasTal Unudedina anviging Nume

v
=

A A J 9 a d' Y A o [ o w 1 A d'd 9
NIIVY Hosalu HagIno U vadnvel dmsumaslaazanusieviaeni lvinasau

0o < ?1}/ o A a
‘ﬁjﬁlflﬁﬂ lﬁﬁﬂumﬂmauwszﬂm Llaz“]ﬂ’)llﬂ’]_lﬂ’J"Illﬁ"ILSﬂﬂﬂﬁﬂﬂﬂ"lﬂﬂ"lﬁ‘ﬂ"l?‘ﬂﬂ"lﬂ%lﬂ‘g

Q

D.

@ dy 1 = a dy a @ a A ¢ YR J 1 ] YA
AUVULUA AUNYTA FIIAUUAUASAUDNNA DUNTADAY muﬂuﬂmwmmzﬂmummzgvuau‘n

D.

I YA 1 [ A @ o 9 =2 Z dy 0o < Y
LﬂuElj‘ﬂﬂf?ﬂﬁ\?LﬁﬁNllagﬁu‘ﬂﬁuuuﬁliﬂfl@]a@ﬂﬂuﬂTiﬁﬂ]iﬂﬂB]ﬂiﬂuﬂjgﬁﬂWaﬁ]&ﬁﬁ]llﬂ@]”IiJﬂ

2
aala

Aanual @y

UNINY 2558



aIvsy

unAnLo
ABSTRACT

=) =\
fnanssulszma
GARNIL
CARNTIREAN

aIUYMN

unn 1 unin
I o
1.1 anudluyazanudiAgvelym
@ < =
1.2 Jagilszasnueanisdnyn
1.3 AuNAFINYBIMIANK
1.4 YOUIVATDINTANH
P J @
1.5 UszTeminaaineg 185
1.6 Homdnd
= a = a v d' d' k%
UNN 2 1fa NYEHUazNaNIFNNEIVD
2.1 wAnssuAYs Ina
2.2 19nanyaieInns
2.3 AUANUINI
2.4 yuIAANEINUANUANAYDIGNAT
2.5 @0uMIalgAEIMNITUMITU
Awv A ~ 9
2.6 WANUITENNGITD
= a as a v
UNN 3 NIDULUIAA HAZIBNI3IY
3.1 nIpULUIAATIUNITITY
3.2 U3gmninagnguaioe

3.3 1ngedlenldlumsdnu

3
4)
®)
(6)
®)
(12)

10
11
11
12
12
14
14
23
37
42
48
51
60
61
62
63



(7

3.4 MIATIVAOVIAT OB 63
3.5 9en1lsznoUYRMUVAOUD W 64
<
3.6 MINUTIVTINTOYA 65
3.7 mawanadoya 65
aaa a J
3.8 ananlglumsimazidoya 66
a a 5
unii 4 wamsInszridoya 67
a d Y A v o 4
4.1 MminTERYeyameInUdnalszmnImans 68

GIJ’E]QW?:G]@ULLUU’LTE]U’LHM
a <Y A [ a Y a
4.2 fﬂi')l,ﬂ5']8??61183J“mﬂ8?]ﬂﬂ‘1/‘|i]ﬁﬂiihﬂ'lii“]ﬁ_liﬂ1i 71
maﬁﬁammuaamm
a <Y A [ a <3
4.3 MSAATITHUDYAUNYINUAINUAANU 74
1 [ 4 a 1o an
GU’fNEj}ﬁ’f)‘iJL!‘iJ‘iJﬁ"f)‘iJfﬂll@]’l’)L@ﬂﬁﬂ‘]&lm‘ll@\iﬁ"lﬂﬂﬁﬂuﬂ'll‘ﬁEJ wilan
a s Y = o =
4.4 ﬂ'l'i’JLﬂ31$Wﬂlﬂll“alﬂﬂ’3ﬂﬂﬂ313JW\1W@1ﬂ 79
9 Y Y Aa a 4 an
GU’fNQﬁ’f)UL!UUﬁﬂUﬂTNﬂTuﬂmﬂTWﬂﬁTﬁUiﬂ'l'iéllﬂﬁﬁ"lﬂﬂﬁﬂuﬂ'll‘ﬁﬂ wilan

45 MIINTIEHIDYANIIAUNALARAIUANNANG 85

YOIAD VUV D AOVNINADMT IFUT MM iiu

4.6 HAMINATOUAUUAFIU 87
a J Y

4.7 ayduamsuniizrdoya 106
unn 5 a3l efdsewanazderauenuy 115

5.1 agiwansivy 116

5.2 ondsenansIvY 118

5.3 Yolausuue 130

9 =2 ao )

5.4 Yorusuuz lumsAny1Itensae 11 134
VIINYNIN 135
MANUIN 143

MANUIN N Cathay Pacific Airways 144

AMARNUIN U LUVFOUD NN IHIDINGY 147

AMARUIN A LUDFOUDINAIE 1NY 153

UszIndve 159



A3UYNIIN

=).

MIN

1.1 seauralszneumivesatemsiunusd ulsin sedil 2555

2.1 Tw¥eenanbaisrng

2.2 MIuLIngugnd

3.1 midulszAniuearhvesaseutnaveuudeUn

4.1 waastuIunegsosazvedao UILUAOUD W UNATNANHE
numudsznnsmans Tasswunngualesesaume

4.2 waastuIunegsosazyeIdao UILUAOUD WS UNATNANHE
nuamulsgnnsmans Tasswunnguales ey

43 waastuunazosazyeadao uIUUAOUD WS UNA AN
nusulsznnsman’d Tasswunngudlodanudya

4.4 yaassunazosazyedao UILUAOUD WS IUNAINAN B
nusmulsznnsman’ TaeswunngualeduauszaumMsany

4.5 waastIunazosazveIdao UILUAOUD WS UNA AN Z
nusulsznnsman’d TasswunngualossnineIsw

4.6 waaI LAz 0saZYOIIAD UILUAOUD W UNANANBZ
madmdszrnsmans Tassuunngusaesamuss ldinge

4.7 ugassnuazosazuoidounUUdo U AN ANTTUMT IFUTMS
T@ﬂii’muﬂﬂ’cjnﬁaatiNmnmméau"lmﬁmﬂm/izﬁ’m?u

4.8 uAAITIIUIEZS Az YDIRADULLUAOUDIWAINNDANTINMS 1FUTNS
TagT W UNNGUAIDEINMINANIIB 18N/ 8L N1VBINTAUN

4.9 udAIIIUIEZS0AZ YRR ULV UDINAINNDANTINMS 1FUTNS
TaosuunnguiiedamuyatlszasfuoInsaung

4.10 HaAITIIULAZ S 08AZUDIRADULLUAOUDINAINNDANTINMS 1FUTNS

Tassuunngualteesauwatlse Tein 185y

24

44

64

68

68

69

69

70

70

71

71

71

72



4.11

4.12

4.13

4.14

4.15

4.16

4.17

4.18

4.19

4.20

4.21

4.22

4.23

4.24

4.25

©)

HEAITIUIULAZ S DIAZYBIFAD LUV DAL INAIUNANTTUMT IFUIMST 73

TAgTUUNNUAIDE A MADIUNINUDIR 1FUT N5

HEAITIUIULAZ S DIAZYBIAADUUU DU INAIUNANTTUMT IFUIMST 73

TagtunNguUAIE1AILBATING 19/A210D

HEAITIUIULAZ S DIAZYBIAD LUV DADUDINAIUNANTIUMT IFUTMST 74
o 1 @ ] ald'd o v Aa dy

Tagdwunngualegaugnisnlumsaaaulaie

1 H _ ] 4 @ a <
waaIAnaY (X ) mmmﬁmmummgm (S.D.) HazITAUANUAALAU 75
VYoa¥0a18M LU (Cathay Pacific’s name)

1 H _ ] 4 @ a <
waaIAunaY (X ) mmmﬁmmummgm (S.D.) HazITAUANUAALAU 76

[ [ 4 a
YoIdyanyaivi0 la IAUeId18n 150U (Cathay Pacific’s symbol or Logotype)

1 H _ ] 4 @ a <

waaIA R (X ) mmmﬁmmummgm (S.D.) HazITAUANUAALAU 77
= =S
Vo INUA/MAT (Colour)

1 H _ ] $ @ a <
waaIA R (X ) mmmﬁmmummgm (S.D.) HazITAUANUAALAU 78
VYOIIATDILAINY (Uniform)

1 d’ — 1 1 d‘ [ =4
HAEAIANNAY (X ) MAIMDBAVUNIATIIU (S.D.) tazszauanunawels 79

I A
aunnuilugdsssuueanIsuing (Tangibility)

1 d’ — 1 1 d‘ [ =4
HAAIANNAY (X ) MAIMDBAVUNIATIIU (S.D.) tazszauanunanels 80
MunNnuFene 1331y (Reliability)

1 d’ — 1 1 d‘ [ =4
HAAIANNAY (X ) MAIMDBAVUNIATIIU (S.D.) tazszauanunanely 82
AUMIADUAUDIADYNAT (Responsiveness)

1 d’ — 1 1 d‘ [ =4
HEAIANNAY (X ) MEIDeAVUNIATIIU (S.D.) tazszauanuianels 83
aumslinnuiulenegnat (Assurance)

1 d‘ — 1 1 d‘ [ =
HAAIAURAY (X ) MaDeuUUNIATIIU (S.D.) azszauanuiawels 84
aums3anuazidnlagnan (Empathy)

1 $ _ ] ] H [ a <
HAAIANNAY (X ) MAIMUDAVUNIATIIY (S.D.) tagszauanuaAaiy - 85
NYINUANUANANDAIINITLY
uaasmmsnfSeuiisuiladeniinadoanudnavosgnalumsldusoms 88

a 1 d an o
aemstuansd ulsn VULUNATUINE

~Aq Y Aa

uaasmmsnfSeuiisuiadeniinanoanudnavesgnarin lduims 89

a 1 o an o
memMsiuansd ulain VULUNATNDY



4.26

4.27

4.28

4.29

4.30

431

4.32

4.33

4.34

4.35

4.36

4.37

4.38

4.39

(10)

'
v A Y A a

uaaammslSeumeudateninasennusnavesanmin lsusnig 90

U

a

a 1 o any o [
memMstiuansd ulsin JULUNNNAYBIN

q Y Aa

uerasammsnfeuiisuaeniinanennudnavesgnmnldusms 91

a 1 o any o @
memMstiuansd ulain ﬂ']L!uﬂﬁ”liJﬁ%ﬂ‘UﬂWﬁﬁﬂ‘H']

uerasammsnfeuiisuadeniinanennudnavesgnmnldusms 91
a 1o an o =

aemstuauss ulEin Swunameamn

uaasmmsifsouiouifaseninanennudnavesgnmnldusms 92
a 1 d any o

memsiuausd diln Suwunawseld

uaasmmsifseuiouifaseninanennudnavesgnmnldusms 93

a 1 o an o J Y o &
IUNITUUAUDY LL“]JGIW\Iﬂ muuﬂmmmmaaullwammmmmu%u

' a o Aa ' o Y dq9 a
Llﬁﬂﬁﬂ'lﬂ'lﬂlﬁ'ﬂﬂlﬂﬂﬂﬂiﬁ]ﬂ%uﬂa@]@ﬂﬂ’mﬂﬂﬂﬂl@ﬂgﬂﬂ'l‘ﬂcl,"]ﬁJiﬂ'li 94

a L4 an o a
UM IUVUAUTY LL“]JG]W‘Iﬂ Fl]'llluﬂﬁ'llli]@Wi3J'lfJ‘]JanJ‘Vn\?/ﬁgf%ﬂ'l\?"lJ@\?ﬂ'lim‘Ll‘]/]'l\‘l

' a o Aa ' o Y dq9 a
Llﬁﬂﬁﬂ'lﬂ'lﬂlﬁ'ﬂﬂlﬂﬂﬂﬂiﬁ]ﬂ%uﬂa@]@ﬂﬂ’mﬂﬂﬂﬂl@ﬂgﬂﬂ'l‘ﬂcl,"]ﬁJiﬂ'li 95

a 1 d any o 4 a
gemstuanse ulsin iﬂl,!,uﬂﬁ1ui}ﬂﬂ5$ﬁﬂﬂﬂlﬂﬂﬂﬁmu1ﬂ1\1

Y a

uerasammsnfseuifisuasniinanennudnavesgnanldusms 96
a 1 Aan o [ 9 d' d'
agmstiuausd nlain uunaudasinsleanud lasmae
uerasammsnfseuiisuiashiinanennudnavesgnminldusms 97
a 1 o Aany o Wd’d o v A dy
agmstiuansd uldin Nuunaugniennylumsaaaulaie
o v d 1 v Y @ L4 4
ANUAUHUTIEHINTITeAIUBNANEAIRIANS 98
[ v A F) A Y A a (4 an
AUANUANAVDIgNAN IFUTMIaeMsTuAss wlFwn
@ v J 1 v 9 = a
ANuduiuFIznINteauaunane la luguamusms 99
[ v A Y A Y Aa A (4 Aan
AUANUANATDIgNAN 1FUTMIaensiuAsd wlawn

o v d J o [ 4 J v 9 =2
ANNFURUTTTHINTITgeNanEl oA SIaz JaseauaNuNane 1o 100

d‘ﬂa a

a [ v A 1 d an
Tugauamusmsnuanuanavesgnm Idusmsaemsiuause wlFwn
saasmmafTeuisuiiteitinaneanuiane la luganimusng 101

a 4 an o 1 [ g}/
YoImemidunused ulain Suunauanuen lnidusiayszaua

Y
YBIgNAN
saasmmafTeuisuiiteitinaneanuiane la luganimusng 102

a 1" o an o
GU’E]\‘]ﬁ'IElﬂ'IﬂJHﬂ'ILﬁEJLHJ“]W\Iﬂ ﬂ']l,!uﬂ*ﬂqﬂﬁiﬂﬁlﬂﬁ'l&l“l/n\i/ﬁgﬂwﬂ'NGU’E'N@'ﬂ‘?S]j']



4.40

441

4.42

4.43
4.44
4.45
4.46
4.47

4.48

an

paasmmafFeuiieuiateniinanennuiane laluganmusms
a (4 an o 4 a
Yoamensiunusaulain Suunaugalssasnmsaung
saasmmafFeuiieuiateniinanennuiane laluganmusms
a (B4 any o [ 9 ~ A
vodamenstuausaulain Suunauoasimsleanud laamay
uaasmmafSeuiieuiteniinaneanuiane la lugaunimuimsves
a 1 d any o YA o v A dy
aremstuausaunlailn Suwunaugusnalumsdadulade
@ 4
msaydwaanvuzilszmnnimanas
a Y a
MsagUranganIsuMs IFuIms
a ] 1 @ o 4
MsagUranNuAAuaoIENANEADIANT
= a
msagdmannuiane laluganinusms
o Y

MaagUnanAuAAnNUANATEIgNM

msazUnanmInageuaNyAgIv

103

104

105

106
107
108
110
113

114



MN

=h.

1.1

2.1
2.2
2.2
2.4

2.5

2.6

3.1

UYMW

931N VLIIAIVDI GDP magvod lanuay
o v 1 lﬂ' =
NuvKAneane lan 1) 2532-2551
v 9
sUNUUTIA09AINTEAULAZ NMIADUAUDIVDINGANTTUATD
F Y
nszuumsaaduladovesdus Ina 5 uaou
4 [ o 4
04A1sTNOUENANYAIBIANIT
1 1 dd’ ~ J
119 T ANN L ¥ oI 8999ANS
a o [} [} 4 1 a
tuIRagduDUTIARIN NUANNUTILHINGUMNUTNITHAL
Y
anuaslalumsuaaanganssy
1 [ 9Y a g’/ 1 4 d' o a
uaradriag Igveams Iusmsasuamelussams lawinauusns
= Y A o q ¥ s a Y a a
wdagnanhldesdmsiineldiazasay@ula

ﬂi@ﬂllu’)ﬁﬂﬁluﬂWiﬁﬂE1

16
17
27
34
40

47

61



1.1 anmiwnuazanudnyvesifayri

a a

a Y a v 1 A @ g).: 1=~ a 1 =
’Jﬂi]ﬁ@.ﬁﬁ"lﬁﬂiiiJﬂﬁ‘]JuVlmW]mJuE]EJ'NGI’E]LHENH‘]JGNLLG]‘]J 2533 Lﬂﬂ’dx‘iﬂi?ﬂﬂTJLﬂﬂﬁWﬂ

= a Ia [ a A = a Aav A
1 2544 Ramg MmNyl semaanigemsmyae 911 1 2546 AT WdTN 1 2551
Jymnmaiwuyuvesianiuluaaialanissauge vasdyminisszuiavedlsaniuan
weluReunaugunss (SARS) uazluil 2552 madngaaniiunsuluemsnazylsy
Aa a 1 ;:911 PR 1 A I [l [ I
Ingadynuvaiil lddanansenuaegadvnssumstuiuegiann luiezdlumsyzaons
4 4 v 1 g [
AUNNHIOMIBNANMTIAUNI (NTANA AR T, 2551) Ty urarilaeandoanuns
FIINUYDIAWIANUYUAINDINIATENITLINA (The International Air Transport Associate :

Yy K o a A A ¥ J = @ v AA 1
IATA) (31999 lu aanfumsiiunaiSou, 2555) nlanandailatenanninanensanadues

v ) E4
na lsveamagaarnssuaemsdunlan dlsznoulddreauna 3 Uszms aeil Taym

4 '
v A Aa A A

90’ 2 a a 4 a
immmuwmwmmwuqﬁu ﬂfgﬁTJﬂi]G]ﬂWiﬂ!'ﬂNLﬁﬁHﬂﬂ%blugiiiclfu LLﬁZﬂﬂJﬁTﬂTﬁ

Y
=

BTN U NNBT U Tugsnaaens v
a a d‘ Q' dQ! ?)I 3 U ) ﬁ' ]
AngatymluGesmsmvivvesiianiniuluaaialanluszavgeediai linae
1 4 1 Y1 I a a A& a a ' ] A =
Usinguineusiu  nanlaindluingddyminduaasuginenisduniosasiilosauds
Tapiudgedanaldvategeensiuiiuiuninldduazate Taolusaedl 2551 19u dszmst
[ a ' a a <] a
ansgoiin laun demsiueiite (ATA) @1emMsbuuinem (Maxjet) tagaonsiuelag
1 1 a 2 a 1
(Aloha) @autlszinaglsil ldun aremsiiuanesse (Sterling) @18 35Iug31 (Futura) 1az

a <3 4 1 = = A a = . U I Y
aensUuengLea (XL) d@iunitede Ae a1ensiuoodd (Oasis) IUdnInd 1uau

Y
v A a a

Doganis (2010) 1ana12'1371 aunsensluthgiuiigsnvmenisiuna landsdoundninga

Q 9

a a I

E4 1 1 1 1
W UNT NN E‘NWﬁﬂ5$ﬂﬂ@]@‘tjiﬂﬁ]ﬂﬁﬂulﬂu@ﬂﬂu"lﬂ Taga@uIANNITVUTINIDINA

A3

1 9 Jd v 1= 1 a < Y 1 1 %‘ [} %
ser9seime (IATA) llﬂWEnﬂ'iﬂWNLLW]J 2554 MNaA1eMsUUNI lanAea1ea1d 1 us WA

=3 Y = [ A y Y o = Y o a
UINDY 176,000 ULV TIUTHITA HWIoUsTuI 6 DIUAIULIN TagmuIuNs 111N UAY

A A =) [ 1 4 A da! % @ ng o Y 9 1
RAYN 106.5 (MIYYAWIFIADUITLIA INNITIWUVYUUBDITIATUINUUY mlamlsoneluaiu



o (L ' a @ I § o 1 { a a
Youiniugunnnam e udouminau nmedludunuinlidadugengavesginomsiu
[ 1 Y

a g 9 o Aa g A = o 2 A A
ﬂﬂlﬂuﬁﬂﬁ?uiﬁ]ﬂag 34 VNAUNUNITANUUUNIITNINNA LiJ'E]LlI%EJ'UWIEJ“]JﬂTJ 6 ']_Iﬂ@u o °]J 2545

v 3

v A a3 @ 1 1 o A 1 g’;
Aunuaniniuaalludadiuiowniooas 13 vesdunumsduiiunmsmniu nua Tidudedu
1ddewansgnuasgsnamsiuedrann dewaliwalsznoumsvianu wu @remsiung
] < = = I a = v 9 ~ A A =
anuluginsatusnuesd) 2551 Hutuinde 7 wuawum lusagiaensdudue il
] 3 A o o A ] [ I g
anunerewesruaunlumsisuauneanuegsealunatsgluuulineziu 1) msau
3 A o J = ¥ o A 9 Y Aa
1A Taea1snset1uan153suHoniiu (Surcharge) 30T UMITI0 IAIET NN
1 1 a a o 14 4 a 4 4 a
A1sssuion U aremsduemsiu ued lad aenmsduweadl ues latl uazarenisiu
<3 4 4 1) I 1 s Y- g’; v a =
ANy ues law 4aq lddsemanuaisssuiiouning lasmssulszrdaiutuuinda 25
~ o A d a + A ' + A v a a
wiseyansga nsasnounsziihluiaes anszidhusnuins 19w TaeluAaaisssuiion
@ 2 X g a o < a @
w30 2) myvu luwiudTaeasduniluazsugine Taewannawedlmiiluaenmsdiuszauga
@ { 4 g’/ [ 1 {
(Premium Carrier) IagUSulasunagnsnnniudlasarsyuilszuda ligdlaoarsndl
1% A A ' . . A a a a A g
ANN NG ¥30NT8NI1 High-Yield Customers %30 3) missnaniieriumeiunisan
1 1 o A 4 A { a aol o o
aldaeuaz 4) g5 lUdimadnlfnsesdunus Inatniunnnie 5) mstaaminauuaz
a A a a IS 4 4 @ a
mMsaaRuwfou 019 aemsdug ludaued laddszmelaaniinau 1,100 au een1siiv

a o @ a 4
AauAuuAadsemMalaaniinaIu 3,000 AU LATAI8NITUULDINT Y (AirTran Airways) 19

Uszmmitonansi) 2551 Mvzaaiudouminaualasmasiosas 10 Tagludiudusnms oz

] [
= @ [ o

am’imﬁauiué’mmmﬂiw ﬁﬂ%}@ﬂﬁz 15 mmz‘nwummizﬂummmwaﬂﬁmﬁ@umﬁ'@ﬂﬂdw

' v 1
a A a A A

A =) 9 A a 9 A a AaA tg A A a
ADINYITDYAL 5 13D 6) msgﬂaﬂuhlﬂclsumimuumﬂizﬁmmwmmu Tagnsoadunnan

'
A A

v A a A Y 9o’ o 1 d’ a 4' dd‘ Y G
Tutiuidseansamlumsdszndarinduunniuasesdunnanie 40 Ynuai vise 7)

q
9

° o A a A v A g o a A 9 o ' dy ? o
M3aaminngeliunie 8) Miduieunusiasmeaitediuisaesedlumsdeniniuly
d"o 9 A 2 a A a a g’u o Y A a
IMAdaaey 9) Yszmsganiens maiuilszaninmszuuIngmstiviiuezsilvinsostiv
a a o 3 ' v ¥ o 1
aunsoduludunniuaselidamnelatsnis Wumssrelsevdatiniwiuediaun
o £ o £ A 2 v ~ ' d' a v
(gnsena AaneadIad, 2551) wonileninuuudauil 2553 nsznsramaneuieazim1a
y y 1 v A a
srwnuagldmansgnuonnmsdiusianiniuiy Tnaaenisaaaula@unives
o 1 ~ =\ A a a v 1 o Y A a 1
UNNOUNYINNIIFEAOUIVBNANMIIAUNIY tazdidenan1via lagasn3ealiuge1ig

A da{ v ] [ PR a o dy 1 v o Y
ﬂi$lﬂﬁlwuﬂlullﬁgﬁﬂWﬁ@]ﬂﬂ'lﬁl“]f%'lflcluﬂ'ﬁlﬂuﬂ'l\i ﬁﬁ]ﬁ]ﬂuﬂﬁNﬁﬂizﬂﬂiﬂﬂﬂﬂ@lﬂizﬂﬂiw%

o J d' 9 d'
"U'ENLlﬂﬂ’leﬂEJ'JI@fl?j‘]ulﬂﬂ'lﬂﬂ'lW‘ﬂ 1.1



12.0

GDP growth rate (%)

10.0

B World arrivals growth rate (%)

2532
2533
2534
2535
2536
2537
2538
2539
2540
2541
2542
2543
2544
2545
2546
2547
2548
2549
2550
2551

MNN 1.1 9731915 V862IU09 GDP magvsd lan tazduiutinneainedlan 1 2532-2551

UHAININ: NTTNITINTNDAUNSIAZAN, 2553,

A [ 1 @ @ 1 a @ 4
MR 11 naaldiiua 1inoasinisveisalvesyaswandusinie luilszing
H v
(GDP) v04 lanuazaasimsvensaivestinneuned Tlanlusgnangd) 2532-255110u wun Tag
MNIWMTAUNNNe U TiNAN 1 deandoInuMsveIeaInIaAsTEgne ondulunedln
a S 1 A < 9 [ = 9 a
NAANTINAIHANIENUARAN TN UM UMV apansIzinaliNITIAUNIIvD
@ J A o A ] a 1 J A = Ia
UnNeuneIrzasdIMIvanad U Msinaanwelesimelull 2544 ignisalI AT
Tuansgewsnmluil 2546 maszinaveslsamauaumelaReundugunse (SARS) 111 2551
a a o a a = I FY 1 A =
AngadoumsRulueminuazylsl 1 2552 dludu (nsznsremsnesiieinaznim, 2553)
1 < A 9 1 A < ' o Y

0819 15na1n anud@ssauany bigsunemsidioslunateq Uszmaneiadawaiildsnn

[

g 4 &l a 4 d Q' 2 5 a { a o
H"IZJ‘L!LGH’E)LWQQTJSUG]’JLWM%H (ﬁﬂ”l'lJHﬂ”li‘]Jl!Wﬁﬁ'i’]u, 2555) Tuvazivareaien1siunas

a [ %

a @ 4 @ ? o oa A Z 1 ] [
m%aﬂmuﬂtymﬁmmsﬂimwmumu‘ﬁmuqauu ﬂijllﬁ"lflﬂ"liﬂuﬁg'«]u@ﬂﬂﬂﬁ"l\iﬂﬁ’ﬂllllllﬁjiﬂ
d' [ %’ 7 = a A = 9 =
Nﬁﬂiz‘ﬂﬂﬂ"lﬂﬂ"l'«]gLiE’Nﬂ"liﬂiﬂi"lﬂ”ll!"llluiﬁmllﬂﬂﬂﬂ"I'Jxlﬁi‘]elﬁﬂﬂ%‘ﬂfﬂl%]@ﬂﬂ?ﬂl‘lﬁli?gﬂﬂ'ﬂﬂ
H A v g J a @ o
1S eunndunusinniniu g ldniniuudinguarenistiuag Jusennarenauauism
Aa A ag Y 1 A 1 a [ &/ %l @ Y
Waﬂﬁﬂﬂﬁiﬁ&ﬂuiﬂﬂWﬁ Na1ING ﬂ’qnmﬂmiuum’maaﬂﬂmdmmmcﬁau1uu"l@1u51ﬂ1gﬂ
] 9
Lﬁ'ﬁ]\i%'lﬂfll\‘]u‘l/]u?‘iHW i')llﬁ\‘]ﬂijllﬂ'lflﬂWi‘UH@W'Ju@@ﬂﬂa'l\‘]ﬁlﬂuﬁﬂﬁialuﬁﬂuﬁaﬂﬂ %ﬂ‘VNEN

[

< U A Aa 9 [ Y [ EY] a Aa A
Lﬂuﬂ’qumﬂmmu‘nu NYNTINAITUNIDUNUINUIY mwa“lwmmmwu“lu‘giﬂi]miuunmm

1 a [ (2

9 9 da! a ] Y A A a a =)
FJULTUVNUVHNINUVUNIUAY DINLBU ¥29a1 2551 NHIUVIFIINTTUBNINUANAUNE



! Y H ] Y A
Usznoumshadiunenunanihduimugus iy AU sz aod 1o AT HgNY

[

g}/ Ay [ a v A o 1 Y =)
m“lunmwuqiﬁﬂuammgmmm Tﬂﬂﬂ’JLﬁﬂJWiﬂNﬁﬂWl’lﬁﬂﬁ%N'lmﬂ’JW 970 MUNTIY AN I

9
9

9 H v v ]
Wio1lszua 32,010 a1 lne e Rnedanuiieaun 103 fudauail 2546) alananiu

v 9 ] Y 1 [
Lléjﬁﬂ@‘Mﬁ18ﬂ131Juﬂ%’J1!ﬂ@ﬂﬂa'N‘t’J\‘]LWiJﬂ'liaQﬂﬂﬂiiMTWW'ﬁiﬂﬂﬂﬁﬁﬂ‘%@ Lﬂ%mmgamegﬁ

[ A o 14

Y v 9
43,000 gWuLW%t’JﬂJyﬁWTﬁ"I MNUTHNUOIUH taz 1udg ‘ENul“]Jﬂ’JTLJuﬂiji]ﬁ']ﬂﬂ']ﬁﬂuﬂg’JU’f)’f)ﬂ

%9

a 9 a

k4 )
nandslimsasnugineau Tadaandsuasdusimisernma ganunsoniesiuiugsnson

A a

o . a @ Y I a 1 a
'1J’|§\1lﬂ§@\°|l|u1/] allﬁ’lﬂﬂ’lillug’l3'J‘Ll@'[’]ﬂﬂa’lﬁiﬂﬂ’)’luﬁuiﬁ]lﬂu‘w&ﬁﬂ Iﬂﬂﬂquﬁ’]ﬂﬂ’]ﬁﬂu

Q

[ [] [ I o a § Y 4 4
Glg’J‘Ll’ﬁ]'ﬁ]ﬂﬂﬁ'l\?lql\?W'J\“Iﬂ'lilﬂufjfuﬂﬂa'l\“lﬂ'lﬁ‘]Juﬁﬂﬁ‘]Jﬂ'JuﬁiJ‘]Juimu‘Uﬂ i]'lﬂﬂ’ﬂlllﬂa@uhlﬂﬂ"u’ﬂﬁ

a a @ 4 Yy ¥ v a Y o a ¥ o v
‘ﬁﬁﬂﬁ]ﬁ’lﬂﬂ’lfl'lluV’I3'Ju@'E]ﬂﬂaTQHHI‘],@]ﬁi1\1ﬂ'NllW'Ju')@ﬂGh/fﬂUﬁ’lﬂﬂTiUu“ﬁuu’]ﬂl@ﬂIaﬂ]‘lmﬂ

Q

A

=

1 Y ' a o A Y a 9 3
dosaofiifen uenmilonintiudinguaiemsiuaztueennatundunedulduiniu

3 4 ] a @ . Y a [
WaINMA1e YLD TBITUMIIAUNIING laoa13snamnyu Tan Famsversdun1aiuveangy

a [ ?1‘/ A Y B~ " A Y a a g’/ o a v 9
Memstiuazitesnnaniune IdIntumsugaFsgrugnaravnnadiemstusui lUilsdos

(Toyubom, 2551)
133l 2551 9INMTIPNUVBIAVIAVYUAININOIMATZHINUTZMA JATA) T2YN
a [ { % Y J a =Y

HANSETNUIINIATHINIaNTgNvzaoal lddinanogaamnssumsiu TaolSuiudlaods

a

Yoseemsdunannngiimaanas Tuglining Tsdmsvudad laeasvesaemsiuegniooas

q U

] ! o @ a 1 1
71.7 aaasdooaz 1.6 dudlumsasaunniiga dmsumemsiuluedelimsaudedlasaisog

]
=

n3ooaz 75.2 anasdosny 0.1 aumenisiuluenisnunileogniosas 74 anasdosas 0.5
memsduaziuvonnaisiesay 72.6 aaadiesas 0.9 lasniaonsinsay Tnved laods
! ? A { 1 A <
mlanluilfegnlszumdosas 5 anasdosay 7.4 voulliuda dewaliaremsiunalan
ANUNT 6,100 AIUWIBYANTY (Toyubom, 2551) UBNIMBININARTHFNVANSFNFLAD
@ Y v a Aa a a A Y a & g}/ a o
audrdunadIngmasugnaluglsy naawaliinaniizoanesninigiainglsl uazezds
[ 1 A [ a A Y a @ Y o o ~ ?,‘, dy
dawansznvaetilod ldigininoug ldinamsyzaoaimuuindonnvwaiilsnanas nail
aamé’mﬁwﬁ’ay‘amﬂ Airport Council International World Report ﬂizﬁuﬁauﬂiﬂgmn 2555
@ 1 a a J f g < {0 1 4
18Tvveruz 1491 Jymangamssivii luavang Tstiu dulymnaswansgnuaeiiosld
[ a d‘ Ty a 9 [ g’u =3 LY 9
gursHgNIveszmeadne nazgAIm1egInavey 1sldie Ay USmamsvuaaduainig
=y 1 1 [ o a
pimavelUSuaanauaz bilsmwzdsanaluglsy nadsnansgnlUfequdnasgineg

1 g’; a a A a = any a a o Y A
ﬂauiaﬂ‘ﬂﬂugumﬂmmmmua gummammgﬂcﬁwmmzawummm ‘Vlﬂ'ﬁﬂillﬁllﬂ1i

vugaduMmeemeaanad llde (@aniumstunaisen, 2555)



atsgaheniinasonailshasasvesningaamnssuaienisdunilanfe ns

]
=

v Y
pustulugsneenemsduninnugunsangadu 91nmsseauved IATAldnan 133 ms

oA 2 2 I @ = a
piT U UL IIuE WnziuraanmIszasivelTnaaudeInsiAuN 1IN e IN e

Y Y
A A X v @ a1

y a [} 4

TuvaznlSnamswandug lnosTmuuniu a9y d1emsiua1egJsdesiauinagns
S A A a A A 9 1 ~

“I/IN‘ﬁ’iﬂﬂLW’é]‘IfNGINaﬂﬂm,a nagnsnNdszansninae nagniauIIAarMIduaIy

A13Aa1A E1UFY A18n15TU ImelnsiasadSuansininiaalagaisad inainuaa

anuausalumsuvavuluvazersundudana linam lsanasanlUdqe (@oiums

A a

a é Y [ a A o a d' 9 Y1 a
VUNALIOU, 2555) %Qﬁ@ﬂﬂaﬂﬁﬂﬂllwuﬁﬁﬂﬁ]ﬂlfN‘]JTH‘V]ﬂ”Ii‘]J‘L!ll“l/lf]ﬂllﬂﬁiﬂll’ll’ﬂ FININITVU

q

]
A 9Y a =

GInUNTYNUAN1IZMTHITUNgULTIedNaoiilod Tuvazndus Inalugiuiinow

U

9 t:i =\ t:i [] <3 @ 2’; 1 a A KR A
deamsnvainvatsuazinislasunilatedasiaia AUy nguEINaIaNIsTUIINAIY
o I o 1 o a o @ o o a a
sufludesdsunldsusduvulumsdutdvamnlaglianudidgiunsduiugsne 1d
Y
ATOUAGUUDZADLAUBIAIINABINITVDIGNAINNNGUAAIA (Segment) NNV 1FU E1on15DU
1 & any 9 d o a [ a I 9 ?1‘/ a
ausd wlainlyasneuuesimstivlunainlussauginin Wuau wonainiu argmsiiu

Y v ! 1 T
6151!1311/1’JTﬁﬂ‘(’NidJfﬂi@ﬂlu‘L!fﬂiLﬁ@ﬁ@ﬂ'ﬂiJL’(?f‘(’Ni]1ﬂﬂTiN’LJN’JUGlUﬂ1iﬁ\1W1i1EJulﬁ}inﬂ‘ljiﬂi]

[
[

< Y o A a A 1 [ @
GU’LJ’(?NWﬁ@ﬂﬁﬁlﬂﬂﬂﬁﬂﬁ}’wmiLLﬁNWﬂ’ﬂm’dGllmﬁmLuuﬁiﬂi]VILﬁEJ’JGIQJ}mGIN”] U AIUNUY

[
v =

minnganaz Tsausy Vsnisaeuiedivuazs

'
o ' 7

vueIAs Iaea1s UIN15A1509NUI U

a [ I a o a o w o g’/ <
TR MIMIVUAIATUINNT (Logistics) Tudy (Ui‘H‘i/]ﬂﬁ"U‘Llll‘ﬂEJ 1NA, 2556) ANUU ILINU

o A

9 Y '
ul@ﬂhﬁjiﬂi]i"ﬂElfﬂi°U‘L!G]ﬂ!uHJfﬂi@Lli‘L!LLGINGU‘L!’E]EJN’(,;fxiLﬁ’f]ﬂ'Nllﬂgiﬂﬂigﬁj1ﬁﬁ1ﬂﬂ1iﬂu@ﬂ1}'§8

@ J 1 o

o g @ a @ i a ° ' I <
ﬂummﬁ’auu ﬂqﬁ}mmmmﬂummdmﬂﬂpmmwmmuﬁ’unumuﬁ’amxLﬂuﬂuammmmm

o U

'
a 9 o

v 9 Y

Fansiav Tavesdrenisiuaunuaniviinldnsudeiuvesgsnatinsversnannauniull
' Y 9 ' !

msimdunaiurazveregativaniy saununusmasestulugeiv Tugiduuonms

9
L@]‘]JI@]%TJEJ@]‘L!L@QLMSﬂ”li'i’Jll‘VJLlﬂ‘]Jﬁ"IEJﬂ"IS‘]J‘LHJi’N‘]JSZWIﬂ‘L!u‘] N13534NANIT  (Airline

1 @ o a o . @ a { a <
Consolidation) ﬂ?ﬂﬂ"lﬂﬂﬂﬂ”liﬂ”l‘tjiﬂﬁlifmﬂu (Joint Venture) Aumemstuniusmaay
sUUDUNAUTUGINIWI0619019UIY (Legacy  Airline) INOINUANGNINUAZVOIBAAIANTS

a

" oo A Y1 3 a CK) o a ) v 3}; 1 @ a
u,mwuaa”lm"nﬂuimwaﬂwummuammi‘uumﬂwmmﬂsummﬂwm (@OI1IUUNTUU

NalgoU, 2555)

mﬂmiﬁumu,ﬁ' wl&7n ue$id (Cathay Pacific Airways) fudnesAnisnilaves

a

= % U 1 = 1 % d = IS
‘ﬁiﬂﬁ]ﬂﬁﬂu mamua Lﬂu‘ﬂiﬁ]ﬂ‘ﬂﬂiﬁﬂ WIUIUNN 67 1 Iﬂﬁlﬂﬁ)@]ﬂmﬁ)ﬂ 2489 nammgﬂu

u

Audnaramstiu el wanua 138 dwazdahismmniesdufivzduiiunsnsesdauoudn

o o o a 1 A a 1 o s A Y Aa 1 a 9 @
IUIU 92 41 NMNITUUNI 1,000 L‘VIEJ’J“]Juﬁ@ﬁﬂﬂﬂ’iLW@114°]Jiﬂﬁﬂluﬁﬂ&ﬁﬂﬂﬁﬁllﬁ%ﬁuﬂﬂ‘IJEN



172 Annenusialu 39 Uszma Twedes wersni g1l ewsnunievas Towaiie U
yaansialan 29,900 au tazd 1ATU5197aA199 1INE ©1M1BU Best Airline, Best International
Lounges, Airline Business Technology Award Top Service Award, Outstanding Brand Award,
I o a (4
Cargo Airline of the Year and Best Frequent Flyer Program Wudu hldamemsiuauss
an a I A Y Aa [ v Y
wlan Banuuamnanazivannuamusalumsnusmsszauguaueu dawalvaiy
a 1 o an 3 A A A < 9 Y Aa A A
mMstuauss wlan Wuniisutazsusevvssaunilanludmumslvuimsnangalulan
I A a a A A da! % a a & (B < %
Aunamaredidiun mndngadyminnedunugsnamstundlan lineziunsdsy
Y o o a = A 2
iy anwlumiveuainasygna Tasmwiz ludszmag Tsduazsaw lddamsnu
Y] 1w Y A ° o A a v 2 9
YOIANINLIAGO UMM THUITU Ianuanuend1uinlunsautiugsne Jyrunaiilla
1 =1 a 1 o any Aﬂ'Q a 1 [ =< =)
aanansznuINallseneumsvoIa1gn1suuA1sd nlsWnnanauaaaenuuIune 23 910

v A

MsszmearalsneunsvesUs Enauaz s Enges i 2555

g



M35199 1.1 T1enuRallszneumsvesaemsuuause wlsin szl 2555

2012 2011 2010
Result Change
Thai Baht Thai Baht

Turnover HKS$ million= 99,376 410,422.88 98,406 406,416.78 +1.0% 89,524

: (Passenger service) (70,133) (67,778) (59,354)

: (Cargo services) (24,555) (25,980) (25,901)

: (Catering recoveries and other services) (4,688) (4,648) (4,269)
Profit attributable to the owners of Cathay HKS$ million= 916 3,783.08 5,501 22,719.13 -83.3% 14,048
Earnings per share HKS$ cents= 23.3 96.22 139.8 577.37 -83.3% 357.1
Dividend per share HKS$ = 0.08 33 0.52 2.14 -84.6% 1.11
Profit margin % 0.9 5.6 -4.7%pt 15.7
Financial Position
Funds attributable to the owners of Cathay HK$ million= 57,186 236,178.18 55,809 230,491.17 +2.5% 54,274
Net borrowings HKS$ million= 35,364 146,053.32 23,738 98,037.94 +4.9% 15,435
Shareholders' funds per share HKS$S 14.5 59.88 14.2 58.64 +2.1% 13.8
Net debt/equity ratio % 0.62 0.43 +0.19 times 0.28
Operating Statistics-Cathay Pacific and Dragonair 26,383
Available tonne kilometres ("ATK") Million 26,250 108,412.50 126,340 521,784.20 -0.5% 24,461
Available seat kilometres ("ATK") Million 129,595 535,227.35 27,581 113,909.53 +2.6% 115,748
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2012 2011 2010

Result Change
Thai Baht Thai Baht

Passenger carried '000 28,961 80.4 +5.0% 26,796
Passenger load factor % 80.1 80.4 -0.3%pt 83.4
Passenger yield HK cents 67.3 277.94 66.5 274.64 +1.2% 61.2
Cargo and mail carried ‘000 tonnes 1,563 1,649 -5.2% 1,804
cargo and mail load factor % 64.2 67.2 -3.0% 75.7
cargo and mail yield HKS$ 2.42 9.99 2.42 9.99 - 2.33
Cost per ATK (with fuel) HKS$ 3.64 15.03 3.45 14.25 +5.5% 3.16
Cost per ATK (without fuel) HKS$ 2.13 8.79 2.01 8.30 +6.0% 2.02
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Corporate Identification Checklist

1. Stationery

2. Literature

3. Transportation

4. Packing

5. Architecture

6. Sign
7. Marketing

/Sales

Letterhead(General,Executive),Businesscard(General,Executive),
Envelope(Executive), Envelope Window, Statement, Purchase Form, Office Memo,
Acknowledgment, Shipping Papers, News release, Name, Phone, Address Change
Mailer.

Annual Report, Quarterly Report, Capabilities and Services Brochure, Catalog Binder,
Catalog Pages, Replacement Pages, Public Relations Information, Sales Bullentin, -
“Literature You Requestes”, Newsletter, Corporate Identity Manual, Specification
Sheets, External House Organ

Truck Cab, Pick-Up Van, Trailer Body, Parking Lost Decal, Business car, Company
Aircraft, Ship, Freight and Tank Car, Materials-Handling Equipment, Bumper
Stickers.

Folding Carton, Label, Flexible Packing (Bags, Sheets, Wraps), Paper Bag, Wrapping
Paper, Plastic Container, Glass Containers, Can, Tube, Rigid Containers, Closure,
Hang Tag, Cloth Label, Gift bBx, Product Indentification (Nameplate) , Shipping
Containers (Crate, Corrugated Box), Tape, Decal, Stencil, Stamp.

Exterior Design, Interior Design, Interior Lobby, Office, Showroom, Store Furnishing,
and Fixture Décor, Landscaping.

Exterior (Fascial, Pylon), Interior, Directional, Directory, Decals, Remote.

Sales Manual, Uniform, Lapel Pin, Audio-Visual, Portable Exhibits and Displays,
Permanent Exhibits and Displays, Radio Scripts, Newspaper Advertisements,
Television Advertisements, Magazines, Trade and Business, Booklets and Brochures,
Direct Mail, Posters, Outdoors Boards, Yellow Pages Advertising, Shopping Carts,

Logo Sheets, Co-op Materials, Window Displays, Merchandising Aids, Giveaways.

urasnu: Gregory and Wiechmann, 1991.
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CATHAY PACIFIC AIRWAYS

Founded: 24 September 1946

Hubs: Hong Kong International Airport

Frequent Flyer Program: Asia Miles, The Marco Polo Club

Airport Lounge: The Bridge, The Arrival, The Pier, The Wing, The Cabin, G 16 Lounge
Alliance: Oneworld (13 Airlines)

Destinations: 172 destinations in 39 countries

Employees: 29,900 worldwide (more than 22,800 in Hongkong)

Aircrafts: 138 aircraft

Key People: Christipher Pratt (Chairman), John Slosar (CEO), Tin Loren (Executive Director),
and Van Chu (COO)

Website: www.cathaypacific.com

Logo: Brushstroke (The Brushwing) = A wing of bird about to take flight.

Cathay’s Signature Color: Pantone Green No. 323 .



Cathay Pacific Airways Organization Chart

Cathay Pacific Airways

Hong Kong Office

Headquater of Cathay Pacific (Cathay Pacific City)

Ticketing Department

uriaann: http://www.cogmap.com/chart/cathay-pacific-airways

Finance & Accounting Tour Operation Subsidiaries Airline Engineering Human Resources Passenger Services
Department Department Department Department Department
Dargonair Air Hong Kong
Airline Airline Cabin Crew Inflight Catering
Mangement & Passenger Department
Training Services
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Part 1: Personal Information. (Please mark v in[] or write down additional explanations in .......

1.Gender O Male U Female
2.Age L 25-34 Q3544 Qas-sa [ Abovess
3.Nationality (| Hong Kong Q Japan (| Singapore Q China
Ucolombia  Dindia U France Q Italy
U Australia Qusa Quk Uother.........
4.Education O Below Undergraduate Degree

Q Undergraduate Degree
Q Postgraduate Degree
5.0ccupation
Employee Level : O Executive Manager Q Supervisor Q Operational
Owners/ Holder : Entrepreneur Q Partnership Q Corporation Q others.........
6. Income per month Q so1-7s0usp U 751-1,000 USD

U 1,001-1250 usp L Above 1,250 USD

Part 2 : Passenger Behavior. (Please mark v in [] or write down additional explanations in ......)
7. In which class do you travel mostly? U Business Class  ( First Class
8. What is your main route? Q) Asia Route 0 1ntercontinental Route
9. What is your purpose of travel? L Business Q Holidays
(| Visiting Friends/Relatives Q) others ..oooovoven

10. What are your main reasons for choosing Cathay Pacific?

U Scheduled route Q Frequencies on routes DLength of travel time

(| Safety and security U value for money 0 Good Service

(| Quality of food and beverage on board L others.....coovovene.
11.Have you traveled with Cathay Pacific Airways?

(| First Time Passenger a Regular Passenger Q Never
12.0n average, how often do you travel with Cathay Pacific Airways?

0 once in 2-3 years [ times/year Q53 times/year

Qo2 times/year L More than 12 times/year
13.Who made the decision for you to travel with Cathay Pacific this time?

(| Myself (| Family Q Secretary DCompany 0 Travel Agent O others .oovvvv.....
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Part 3 : Passenger’s Attitude towards Corporate Identity of Cathay Pacific Airline.

(Please mark v at the level of satisfaction which is straight to your feeling.)
14. In each item, which level of agreement and satisfaction do you have in various aspects of corporate

identity of Cathay Pacific Airline?

1) Cathay Pacific’s name [ 1= Strong disagree], [2 = Disagree| , [ 3 = Neutral |, [4 = Agree] , [ 5 = Strongly agree]|
1. Cathay Pacific’s name is unique. Lz |3 |4 15
2. Cathay Pacific’s is easy to remember. 1 203 |4 |5
3. Cathay Pacific’s name is easy to spell. Lp2 13 |4 15
4. Cathay Pacific’s name is clear and not confuse with the other’s Airline name. Lpz |3 |4 15
5. Cathay Pacific’s name is clear and not confuse with the other’s Airline name. Lp2 13 |4 15

2) Cathay Pacific’s symbol or Logotype

[ 1 =Strong disagree], [2 = Disagree] , [ 3 = Neutral ], [4 = Agree] , [ 5 = Strongly agree]

1. Cathay Pacific Symbol or Logotype is unique. Lp2 13 |4 15
2. Cathay Pacific Symbol or Logotype is simply. 1 203 |4 |5
3. Cathay Pacific Symbol or Logotype is easy to remember. 1 203 |4 |5

4. Cathay Pacific Symbol or Logotype is clear and not confuse with the others’ Symbol or 1 2 3 4 5

Logotype’s name.

5. Please rate your overall satisfaction about Cathay Pacific’s symbol or Logotype. Lp2 13 |4 15

3) Colour | 1 =Strong disagree], [2 = Disagree| , [ 3 = Neutral ], [4 = Agree] , [ 5 = Strongly agree]

1. Cathay Pacific aircrafts using white and gray color across earth-tone color design that feel | ! 2 3 4 5
simply.

2. Cathay Pacific aircrafts using white and gray color across earth-tone color design that feel | ! 2 3 4 5
relaxing.

3. The Decoration of First Class and Business Class Lounge look modern. L2z (3 |4 |5

4. The Decoration of First Class and Business Class Lounge look relaxing. 1 2 3 4 5

5. Using red color in Cathay Pacific on board staff’s uniform looks active or energetic. L2 13 |4 15

6. Please rate your overall satisfaction about corporate design visual identity especially in the | ! 2 3 4 5
using colour tone or colour shade.
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4) Uniform [ 1=Strong disagree], [2 = Disagree] , [ 3 = Neutral |, [4 = Agree] , [ 5 = Strongly agree]

1. Cathay Pacific on board staff’s uniform is unique. Lpz 13 |4 15
2. Cathay Pacific on board staff’s uniform looks modern. L2 )3 |4 15
3. Cathay Pacific on board staff’s uniform looks elegant. Lp2z |3 |4 15
4. Cathay Pacific on board staff’s uniform is credible. Lpz 13 |4 15
5. Cathay Pacific on board staff’s uniform looks professional. L2 )3 |4 15
6. Please rate your overall satisfaction about the Cathay Pacific on board staff’s uniform. Lpz 13 |4 15

Part 4: Passenger’s Attitude regarding Quality of services .
(Please mark v at the level of satisfaction which is straight to your feeling)
15. In each item, which level of satisfaction do you have in various aspects of service quality of Cathay

Pacific Airline

1) Tangibility
[ 1 =Totally Dissatisfied |2 = Dissatisfied | 3 = Fair | 4 = Satisfied | 5= Totally satisfied |
1. The cleanliness of blankets, pillows and cushions on board. Lyz2 13 |14 15
2. The cleanliness of the lavatories on board. Lz g3 1495
3. The variety of newspapers and magazines on board. Ly2 13 |14 15
4. The quality of in-flight food and beverage on board. L2 13 1415
5. Seat comfort. L2 13 1415
6. The Facilities on cabin can be used in which to sleep, dine, work, read, watch TV. or 1 2 |3 |4 |5
simply or relax.
7. Cathay Pacific on board staff have a good manner. Ly2 13 |14 15
8. Please rate your overall satisfaction about Tangibility. L2 13 |14 15
2) Reliability

[ 1 = Totally Dissatisfied |2 = Dissatisfied | 3 = Fair | 4 = Satisfied | S = Totally satisfied ]

1.Cathay Pacific airways is credible in intention of Customer’s Problems Solving. 1 2 3 4 5
2.Cathay Pacific airways is credible in keeping the promises with the customers. L2 13 14 s
3.Cathay Pacific airways is credible in performs the service right the first time. L2 13 14 s

4.Cathay Pacific airways is credible in excellent service every times.

5.Cathay Pacific airways is credible in arrival punctuality every times. L2z (3 14 |5

6. Please rate your overall satisfaction about Reliability. L2z 13 |45
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3) Responsiveness

[ 1 =Totally Dissatisfied |2 = Dissatisfied | 3 = Fair | 4 = Satisfied | 5 = Totally satisfied |

1. The queuing time at the check-in counter. Lyz 13 |14 15
2. The queuing time at the boarding Gate. Lyz 13 |14 15
3. The waiting time at baggage claim. L2 13 1415
4. Cathay Pacific gives the right information in the case of flight delays or flight cancel. L2 13 |14 15
5. The employees of Cathay Pacific are always ready to serve customers. L2 13 |14 15
6. Please rate your overall satisfaction about Responsiveness. L2 13 1415

4) Assurance

[ 1 =Totally Dissatisfied |2 = Dissatisfied | 3 = Fair | 4 = Satisfied | 5 = Totally satisfied |

1. Cathay Pacific on board staffs have the knowledge and skills especially in excellent Ly2 93 |14 15
service.

2. Cathay Pacific on board staffs have the knowledge and skills in solving urgent problems. 1 203 |4 |5

3. Cathay Pacific airways make the confident in safety as there rarely got accident. Ly2 13 |14 15

4. Cathay Pacific airways has received many world-class excellence awards. L2 93 1415

5. Cathay Pacific airways make the confident in keeping in privacy of customer’s Ly2 93 |14 15
personal information.

6. Please rate your overall satisfaction about Assurance. L2 13 1415
5) Empathy

[ 1 = Totally Dissatisfied |2 = Dissatisfied | 3 = Fair | 4 = Satisfied | 5 = Totally satisfied |

1. Cathay Pacific on board staffs take care customers individually. L2 13 1415
2. Cathay Pacific on board staffs pay attention in servicing customers. Ly2 13 |14 15
3. Ground staffs of Cathay Pacific understand the specific needs of customers such as special | ! 2 3 4 5

meal requests or wheelchair requests.

4. Cathay Pacific on ground staff can solve the customer problem as individually. L2 13 14 s

5. Cathay Pacific has an easy way for customers to complain easily and comfortably. L2z (3 14 |5

6. Please rate your overall satisfaction about Empathy. Lz |3 145
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Part 5 : Passenger’s Attitude regarding Loyalty with Cathay Pacific.
(Please mark v at the level of satisfaction which is straight to your feeling)

16. In each item, which level of loyalty do you have towards Cathay Pacific Airline?

Loyalty

(1 =Not at all True | 2 = Not very True | 3 = Some what True | 4 = Very True |5 = Extremely True)

1. Your overall satisfaction with Cathay Pacific Airways. Ly2 13 |14 15

2. When you compare with the other airlines, you are proud to be Cathay Pacific Airways’s 1 203 |4 |5

customer.

3. You intend to continue using Cathay Pacific Airways. Lz 13 |14 15

4. If the price of the air ticket increases, you are still using Cathay Pacific Airways. Ly2 13 |14 15

5. You have suggested Cathay Pacific Airways to your relatives, friends or acquaintances. Lz 13 |14 15
1 2 3 4 5

6. You have talked positively about the Cathay Pacific Airways.

Part 6 : Your Suggestions

17. From your experiences in using Cathay Pacific Airline, what would you like to suggest?
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