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A STUDY OF FACTORS ASSOCIATED WITH THAI PASSENGERS' BEHAVIOR TOWARD

FULL-SERVICE INTERNATIONAL AIRLINES ON ROUTES WITHIN THE ASIAN REGION
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Abstract

The objective of this study was to examine factors associated with the service usage behavior of Thai
passengers using full-service airlines on international routes within the Asian region. The sample consisted of
400 Thai passengers who had used full-service international airline services on Asian routes at least once within
the past year. Data were collected using a questionnaire.

The study findings revealed that: 1) Demographic factors, including gender, age, marital status,
educational level, occupation, and average monthly income, significantly affected airline service usage behavior
at the 0.05 level of statistical significance. 2) Passengers’ service usage behavior regarding the purpose of travel
was at a sometimes level, while frequency of airline usage, influential persons in airline selection, days of travel
during the week, and ticket payment channels were at a frequent level. 3) Perceptions of the airline marketing
mix showed that product, people and personnel, service process, and physical evidence were at the highest
level, whereas price, place (distribution channels), and promotion were at a high level. 4) The marketing mix
factors (7Ps) were found to have a moderate positive correlation with service usage behavior. The marketing
mix elements of product, price, place, promotion, people, and physical evidence showed a moderate
correlation, whereas the process element had a low correlation.

Keywords: Service Usage Behavior, Full-Service Airline, Marketing Mix
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