A A 4
INNTHUHNUD

a oA a J d
miﬁﬂ‘H]‘Wﬁ]ﬂﬂiiﬂJm‘iﬂnu‘m]‘uﬂli’)fmwﬂTi‘lJl!‘lJNﬂ?)ﬂ!!’t)‘i!’JEltT
I Y A Y a
uazmmwewa“lwaQiﬁ‘lwmm'sﬂ1ﬂ°lmmmﬂmmmmmﬂmiuu

Jd ¢
UNNDNUDILIEA lﬁuﬂ1\‘i!ﬂ1$ﬁ3§ﬂ

A STUDY OF PERFORMANCE CONDUCT OF BANGKOK
AIRWAYS AND SATISFACTION OF PASSENGERS TOWARD
AIRLINE SERVICE UNDER MONOPOLY OF BANGKOK

AIRWAYS FOR SAMUI ROUTE

U A =)
HINA1IUAS A a3

U

A A v a (Y 4
HUNAINTIAEY HU1INYIAUDHAIATANT

N.fl. 2551



TuSusodIneniinus
TunaInends uwIInendunuasmans

ISHIMAATUNITUTA (A5HTNTATEIN)

Waan

IASHTAART TN IHTUIFART

AL ANV

Ges  MIANEIMGANIIMMIA T UNUYeImeMsTuuNnenues g uazaNuane o

voslFuimsneldmsynuinvesaiomsiivinsnenuesnda idumanzeayy

A Study of Performance Conduct of Bangkok Airways and Satisfaction of Passengers

toward Airline Service under Monopoly of Bangkok Airways for Samui Route

3 o

wngids  weadage #5vh

lanorsanviuvaulae
4 o ¢ ar
21013eMUSnuINensinus an %/AY\MM ’1’«)@3’)
oy a
( SBQﬂ"Iﬂﬂﬂini}H]iWi‘;ﬂl faAan, A.u. )
/
3 a = - _r /
210158M3 A TINENTINUE 32N (:)-gs/ Tl Arens w1l
] do A o I3
( Avemansmsidadon Sunineads, PhD. )
w v a }(/i/f_ __//Z____—————"‘
FIrnmMaimn
g/ d A a o dad
( BIFNAATINZOPFN NABNIAT, Ph.D. )

TUNAING IR NHINNTLABATATAISUTDINAD

e Han

( $0AMNAAINIINYIU 5N, D.Agr. )

- o = A a
AMNUALUNAIN QY

W 29 weu LNOREON L WAL 253



a a J
INITUNUD
A
139N

a o a a o 4
ﬂ"liﬁﬂ“]elTWE]G]ﬂiillﬂ"liﬂ”ILMLN"IH"UE’NﬁWEJﬂ"Ii‘U‘HUNﬂf’JﬂLL’OiL’JEJﬁ LLﬁSﬂ’NNﬁQWE’ﬂ%‘UE’N

a a J J
Aldusmsmeldmsynuavesaemsiuunnenuesndd idumamedye

A Study of Performance Conduct of Bangkok Airways and Satisfaction of Passengers toward

Airline Service under Monopoly of Bangkok Airways for Samui Route

Tagy

v A =)
wneiagm asdh

U

JaudiaIneds urInedunEaIaaas
4 4 1 a @ a 4 a
oANuAVY ISy s HIMaaTuITuTe (ATHFMAATFIN)

W.f. 2551



g AT 2551 msfinymgAnssumsauiuauvesmsmstussnenuesiada wazan
=2 < 9 ) S o ¥
wane lavesdlfusmameldmagnuiavesaenisuuienenuesnia idumunizayy
= w a o o o a a
WSy uassgenaasumudia (ATYIMAAITTING MYUATHFMAATTINY MATN

wsngmend e1nsifUTnuIneiinuingn: sesmans1nsdisnssa naaan, A 158 mi

s ¥
mMs3doaieiiiingUszanlunisfinu fie (1) Ay mgAnssumsduiiuanuniold Tnseadhs

=) s 9 = Y = - g &

amagna (2) Anwinnuiane lsvesdliusnisninms ldusnsvesaonsiivinanenueinda
¥ = @ @ d @ 1 a ] ] = <

Wumamezeye (3) Anyinnuduiuiveiledod e Adswadenuiane lvluns 1dusns Tasdnu
wo@anssuM AU g9t w.a. 2547-2550 uaz 1933 MR T MIFanT sauT WA UadAa 199 910
doyanAsninsusmnnenms miwaumig Rinvades uazdeyatguginnuuuseunwi

PwImnnglduimsuazmsdunveifuinisvesmaniaiiuuisnenuesiad

v 9 9 1 £y - ¢ o oo
wamsnemu e ld Inssadeemagniadaalfaonisivusaenuesidais i ly
o ' o A o & : ,
nmafmuasmmlaoms laluszduminn molddasialavmsuinsgmudugefinsunsvudanaeinie
° v ' ] A o ) a A4 da - ¥V a
fmuald s TasasidumanzayslgaiienSvuisotudunsbusuniiszoeniiulndifes
i Taonqudlediedlduinsdaumwelandamsuims seamnnisiadmie msduasy
maana nazuaumsIAuTns yaansuezdnvuzniesnonw Tuvazhanuiameliunade
9

s lavans dniedimudunaiianuduiuiiunnuiane ledmusms Taemwmidaliauddaiy
MIUTMINNIINARIY nazerdwiinnuduiuiiuanuweledensduaiunseatn ueninil
A lumsldimsidauduiuifuanuiowe lslugesmsmsiadmmie Taongudietie
99 9 o a 9 = J 9 o & o l @ o ’ 9 L)
AlFuimannnua lums 1dusmanniu danuddyiu lusesmemsiaimintavas neziduna
Hdq ¥ o da w @ dao - " - g [ @ A ra o @ da
nldusnsnianuduiuisuanuimelareynansdndae daudleivoug lulinudiusiu

o n‘l’ ar . - o Y a " W ¥ d yyclw -

Ay SjanlsdaeTuuazmiveyu inansudsdu ludumanizaye welvd1dusms
aciaansgege vuzifeatumemsiuunenueindaniswanuazdiulssmsanivandm
] ° o o @
aeg Wgldsmafannuianelagage sauimsdmuanagniineadudannlszaumamsaainld

aeandeafiviledodmyanauazwgAnssuni uSnsvesdlaems e imsduiiuaiilszdniam

P

" f
ij,ﬂ/[ﬂ"'j// e rot) 20 M0 5

A A an oA o a a ¢  w
AUUDHDUAR ﬂ'lﬂﬂﬂ"ﬂﬂﬂ'm'liﬂﬂﬂiﬂ'ﬂ’]?ﬂﬂ’]uwuﬁﬂﬁﬂ



Nutdita Srifa 2008: A Study of Performance Conduct of Bangkok Airways and Satisfaction of
Passengers toward Airline Service under Monopoly of Bangkok Airways for Samui Route.
Master of Economics (Business Economics), Major Field: Business Economics, Department of

Economics. Thesis Advisor: Associate Professor Chiraphan Kuladilok, M.Econ. 158 pages.

The objectives for this research was aimed to 1) examine the operational behavior under the
monopoly structure, 2) to investigate the passenger’s satisfaction with serviceability provided by the Bangkok
Airways (Koh Samui Route), and 3) to explore the association between potential factors that have impact on
passenger’s satisfaction with service. The study of operational behavior has been conducted during 2004-
2007. The descriptive analysis and statistic means were implemented. On data collection, primary source of
information has been derived from interviewing with Bangkok Airway executives, the secondary sources of

information included documents and related institutes.

The results have shown that the Monopoly market has somehow empowered the Bangkok Airway to
set the fight ticket price at some degrees under the standardized maximum flight rate required by Department
of Civil Aviation. The flight ticket for Koh Samui route was reported relatively high when compared to other
comparable airway at the same distance. The customers were satisfied with service, distribution channel,
marketing promotion and service process, personal and physical Evidence, whereas they were satisfied with
flight ticket price moderately. The results have found that gender was associated with customer’s satisfaction
on service area; namely, female customers have more valued the service than male customers. In addition,
occupation factor appeared to be associated with customer’s satisfaction for marketing promotion. Frequency
in using service has associated with customer’s satisfaction for distribution channel. The customers with more
frequency in using service have lesser satisfied with distribution channel. The route has associated with

customer’s satisfaction for personal quality, whereas other factors have no association.

It’s thus suggested that government should promote and boost the competition for Koh Samui route
to maximize the customer’s welfare and journey. On the same time, the Bangkok Airway should improve the
performance in different area to satisfy the customer need optimally, and develop the market mix strategy to

align with personal factors and customer’s behavior to optimize the performance.
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Consumer Demand Production

Elasticity of demand Technology

Substitutes Raw materials <
Seasonality Unionization

Rate of growth Product durability

Location Location
Lumpiness of order Scale economies

Method of purchase Scope economies

A
Structure

Number of buyer and seller
Barrier to entry of new firms <
Product differentiation
Vertical integration
Diversification Government Policy

A Regulation

h 4 Antitrust
Conduct < Barriers to entry

Advertising Taxes and subsidies
Research and development Investment incentives
Pricing behavior o Employment incentives
Plant investment - Macroeconomic policies
Legal tactics
Product choice
Collusion
Merger and contracts

A

A 4
Performance

Price Production efficiency
Equity Allocative efficiency <
Product quality ~ Technical progress
Profits

MNWN 2.1 Structure, conduct and performance model

117 Carlton and Perloff (2005: 4)
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The Questionnaire of Behavior Study
“A Study of Performance’s Conduct and Satisfaction of Passengers toward Airline Service

under Monopoly Market Structure of Bangkok Airways for Samui Route ”

QA SAGA QA S SA SX G4 SA SA SA ¢

Dear All Participating Passengers

This questionnaire is a part of Thesis about “A Study of Performance’s Conduct and
Satisfaction of Passengers toward Airline Service under Monopoly Market Structure of Bangkok
Airways for Samui Route” by the student of Master Program in Business Economics of Faculty of
Economic at Kasetsart University. This study focuses on the satisfaction, Problems, Opinions and suggest

to service of Bangkok Airways.

This questionnaire has 6 pages which are classified to 4 sections :

Section I is personal information.

Section II is consumer behavior.

Section III is the satisfaction of passengers for Bangkok Airways service (Koh Samui
route)

Section IV is the opinions and suggest to service of Bangkok Airways.

Thank you very much for taking the time to complete this questionnaire.

Section I : Personal Information

Instruction : Please provide the following information about yourself to assist us in analyzing the responses

1. Gender
() Male ( ) Female
2. Age
() under 25 ()26-35 () 36-45
() 46-55 () 56-65 () Over 65
3. Currently

() Single ( ) Married () Divorced/Separated/ Widowed
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4. Education Level
() Under A Bachelor’s Degree () A Bachelor’s Degree ( ) A Master’s Degree

( ) A Doctor’s Degree

5. Occupation
() Student () Government Official / State Enterprise Employee
() Private Company Official () Private Business

() Housewife / Unemployment () Other (Please SPeCify) ..ccvverereirirreeririeeeriereeseeeeseenenas

6. Average Income per month (34 baht per 1 dollar)
() Under $441.18 () $441.21-$735.29 () $735.32-1,029.41
() $1,029.44 —$1,323.53 () $1,323.56 — $1,617.65 () Over $1,617.68

Section II Customer’s behavior toward the use of service delivered by the Bangkok Airways (Koh Samui

Route)

7. Which route do you depart for Koh Samui by Bangkok Airways?
() Bangkok — Samui () Chiang Mai — Samui ( ) Hong Kong — Samui
() Phuket — Samui () Krabi — Samui () Singapore — Samui

() Pattaya — Samui

8. How often do you travel by Bangkok Airways (Koh Samui Route)?
() Less than a time /year ()1 -3 times/year
()4 -7 times/year () 8-10 times /year

() more than 10 times /year (SPecify).......ccccvrvrrernen.

9. By which channel do you buy or book the flight ticket for the Bangkok Airways?
() Internet () Telephone
() Airline () Distributor

() others (SPECIfY)...c.ceeverreiiirerieeieeeeveees

10. Whom do you accompany with when traveled by Bangkok Airways (Koh Samui Route)?
() Alone () Family
() Friends () Couples

() others (SPeCify).....coevveveeverrererrnanes



11. What purpose do you travel by Bangkok Airways (Koh Samui Route)?
() Business () Travel
() Honeymoon () Vacation / Holiday
() Others (SPECITY)..vevevevererrurrerriiiireiieeee s

12. At what session of the time do you usually travel by Bangkok Airways (Koh Samui Route)?
( ) 06.00-09.00 a.m. ( ) 09.01-12.00 a.m.
() 12.01-15.00 p.m. () 15.01-18.00 p.m.
( ) 18.01 -21.00 p.m.

Section ITI Customer satisfaction toward service delivered by Bangkok Airways (Koh Samui Airport)

Instruction : Mark \/ in the blank that best suits your feeling.
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L. Level of satisfaction
Description

Completely Quite Neither | Somewhat | Not at all

Service

13. I’m satisfied with ground service

14. I’m satisfied with in flight service

15. Non-discrimination and fairness

16. Opinion toward the Bangkok Airways trademark

Price

17. Flight ticket fare is inclusive of fee

18. Highly perceived service value as compared to price

19. Reasonable price for plane ticket

Place

20. Speediness in issuing the plane ticket

21. I’m satisfied with diverse channels of distribution

22. Convenient and easy to buy ticket anywhere provided

Promotion

23. Commercial advertisement and public relation

24. Sale promotion offered by the Bangkok Airways
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Level of satisfaction
Description

Completely| Quite Neither | Somewhat | Not at all

People

25. Service delivered by terrestrial ground attendants

26. Service delivered by air hostess

27. Polite and honorable behavior of the personnel staff

28. Troubleshooting by the personnel staff

29. Effort is directed to understand the customer need

Process

30. I’m satisfied service process, procedures and system

31. I’m satisfied duration of waiting for the receipt of luggage

32. Confidence in travel safety

33. On-time service delivered by the Bangkok Airways

Physical Evidence

34. Environmental setting at the Samui Airport

35. Employee’s grooming

36. Advance technology application

37. Ancillary service at the Samui Airport

38. Over all satisfaction toward service

39. Of which followings do you think it has potential effect on your satisfaction toward service delivered by

Bangkok Airways (Koh Samui Airport) (You can choose more than one option)
() Service () Price () Distribution Channel
() Marketing Promotion () Service Process () Employee/Personnel

() Physical evidence; for examples, building decoration, employee uniform, etc

40. Does flights provided by the Bangkok Airways (Koh Samui Airport), in your opinion, adequately in
number that meets the customer need?

() Yes ( ) No (' ) No comment

41. Have you ever known or informed of the news about the second airport construction at Koh Samui?
() No

() Yes (Please, specify)

[ ]Relatives, peers, and familiar persons [ ] Public media, for example, newspaper, television

[ 1 Government officials [ ]others (SPECify)..cccuvvrrereecrireriecieeierereeeene,



42. What do you think about the second airport construction at Koh Samui?

() Agreed () Disagreed () No comment

43, What do you think about the monopolization of the Bangkok Airways (Koh Samui route)?

() Agreed ( ) Disagreed () No comment

44. Do you want to have other airlines to contend with the Samui Airport?

() No comment

() Yes, because
[ ] Competition invokes and results in cheaper price for flight ticket
[ ]Passengers have more other alternatives. [ ] Better improved service
[ ] others (Please, SPECILY).....covrvruererererererererriieienineeesesesssessssesesesenas

() No, because
[ The Bangkok Airways already offers powerful service

[ ]others (Please, SPECITY).....cecvrrereiririereririereisieieeesreeessesee e e ssesenas

45. Do you continue to use service at the Bangkok Airways if its ticket fare increases?
( ) Uncertain
() No, because
[ ] unfair matter [ ]unaffordable (too expensive)
[ ]others (Please, SPECITY).....cevirvereerriereriiiieteieieiee et
() Yes, because

[ ] excellent comfortable service [ ]necessity for excursion

[ ]No alternative [ 1 others (Please, SPECIfY).....cccovrvrveverererererenenn.

46. What do you do if you are dissatisfied with the Bangkok Airways (Koh Samui route)?

() Stop using service () Tell friends
() Non-reactive () Filing the Bangkok Airways complaint
() Compensation claim () Legal proceeding for indemnification

() Filing a complaint to governmental or private organization
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Section IV Additional suggestion

47. Problems and obstacles of which you have met.

.................................... Thank you for your participation in this study!
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