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ABSTRACT

The growing competition in the airline industry has compelled full-service
airlines to revise their service strategies in order to stay competitive with low-cost
carriers, which focus on minimizing operating costs and offering lower fares to
passengers. This study aims to examine the factors influencing the decision of Thai
passengers to choose full-service airlines. The sample consisted of 435 Thai
respondents, including both those who had and had not used Thai Airways—one of
Thailand’s full-service airlines. The sample data were collected through fieldwork using
an online questionnaire and analyzed using logistic regression.

The findings revealed that most respondents traveled by air once a year,
were female, aged between 56 and 65 years, held a bachelor’s degree, worked as
company employees, and had an average monthly income of more than 80,001 baht.
The majority expressed high satisfaction with the service quality of full-service airlines
and indicated a likelihood of choosing this type of airline for future travel.

The logistic regression analysis showed that demographic factors—
specifically gender, age, and occupation—significantly influenced passengers’
decisions to choose full-service airlines. In addition, aspects of service quality in terms

of tangibility such as flight attendant professionalism, overall in-flisht convenience and
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(3)

cabin atmosphere, in-flight services, and duty-free offerings also had a significant

impact on the decision-making process.

Keywords: Full-Service Airlines, Passenger, Decision to Choose
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nsrvIumsinaulagevesuslna ( Consumer Buying Decision Process)

\

n1355u3taym (Problem Recognition)
Ueynn NI9N190ERUNADAIINADINT

(Problem recognition)

Ve

mié’um%’aga (Information Search)

N

a =
NFUSELUUNANI9LEDN

(Evaluation of Alternative)

N

.
[ n159naulade (Purchase Decision)

v

NOANIIUNENGINITTD (Post

Purchase Behavior)

wagi9g . 31N “Marketing in the network economy.” 1ae Achrol and Kotler, 1999,
Journal of marketing, 63(4 suppll), 146-163.
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Logistic Regression Cox & Snell R Squar 0.497
Log Likelihood = 191.118 Nagelkerke R Square 0.735
fausan: msdnduladenlduinsaemstuiliuimasuguuuy
fauus B S.E. Odd ratio | 95% Cl Up. | Sig. (p-value)
THAI 0.809 0.558 2.103 6.697 0.147
FRE 0.2 0.112 3.2 1.019 0.074
SEX 0.967 0.381 6.449 5.551 0.011"
AGE 0.4 0.193 4.282 2.179 0.039"
BAR -0.685 0.437 2.456 1.187 0.117
ocC -0.511 0.247 4.304 0.972 0.038"
INC 0.086 0.098 0.779 1.32 0.378
SQ(TANG 1) 1.7 0.356 22.758 11.008 0.0"
SQ(TANG 2) 1.678 0.646 6.739 18.992 0.009”
SQ(TANG 3) 3.436 0.63 29.759 106.702 0.0"
SQ(TANG 4) 0.713 0.346 4.251 4.016 0.039"
SQ(REL) 0.324 0.604 0.288 4.522 0.592
SQ(RES) -0.893 0.5 3.192 1.091 0.074
SQ(ASSUR) 0.164 0.477 0.118 3.001 0.731
SQ(EMP) 0.519 0.501 1.071 4.49 0.301
DK(PR) 2.748 0.592 21.558 49.793 0.0%*
DK(IS) 0.431 0.374 1.325 3.205 0.25
DK(EA) -0.622 0.531 1.372 1.52 0.241
DK(PD) -0.421 0.452 0.866 1.592 0.352
Constant -38.342 4.991 59.014 0.0

|
o aaa

*udAyneadan 0.05
*qldrAgyn1sanan 0.01
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ANFDALTINTTUUIVDIAIUUTANG)

MA1519% V1

AANUIN U

AIFAMTINTIUUIVOINAININNITUTNIT (Service Quality) lunImsau

ANNINNITUINTS
N Mean sD
TANG 435 4.14 0.527
REL 435 4.55 0.548
RES 435 4.45 0.604
ASSUR 435 4.49 0.619
EMP 435 4.53 0.576
SQ 435 4.43 0.484

Valid N (listwise)

435
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AITAALTINTTAIVOIAANINGITUTNIT (Service Quality) AIUNANFIUNINNIENINYDINTT

U313 (TANG)

AMNINNITUINIS ATUNENFIUNINIEATNVBINITUINIS (TANG)

N Minimum  Maximum Mean SD

TANG1.1 435 1 5 a.47 0.735
TANG1.2 435 1 4.03 0.922
TANG1 435 1 5 4.25 0.703
TANG2.1 435 1 5 4.43 0.500
TANG2.2 435 1 5 4.45 0.743
TANG2.3 435 1 5 4.20 0.675
TANG2.4 435 1 5 3.97 0.792
TANG2 435 1 5 4.26 0.525
TANG3 435 1 5 4.16 0.596
TANG4.1 435 1 5 3.77 0.938
TANG4.2 435 1 5 3.93 0.948
TANG4.3 435 1 5 3.93 0.922
TANG4.4 435 1 5 3.88 0.826
TANG 435 1 5 4.14 0.527
Valid N (listwise) 435
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AITANTINTIUIVOINONINNITUTNIT (Service Quality) Aruauundonalunisliuinis

(REL)
AMNTWANTUINS Auadnsnindedalunisliuinis (REL)
N Minimum  Maximum  Mean SD
REL1 435 1 5 4.59 0.653
RELZ 435 1 4.62 0.608
REL3 435 1 5 4.49 0.700
REL4 435 1 5 4.51 0.697
REL 435 1 5 4.55 0.548
Valid N (listwise) 435

A519% V4

AITAIINTSANIVEIANINAITUTNIT (Service Quality) AIUNTITHOUFUBIADAIINUABINIT

1735U3173 (RES)

AMININNITUINIT AUNITABUEUBIRBAIINABINITNITUINTT (RES)

N Minimum  Maximum Mean SD
RES1 435 it 5 4.40 0.679
RES2 435 1 4.39 0.718
RES3 435 1 5 4.55 0.702
RES 435 1 5 4.45 0.604
Valid N (listwise) 435
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AIFAMTINTIUUIVOINANINNITUTNIT (Service Quality) Arunisasadmeiilalun

H19UTNIT (ASSUR)

AMNINNITUINIS Aumsaieanudulaliunglduinis (ASSUR)

Y a

N Minimum  Maximum Mean SD
ASSUR1 435 1 5 4.43 0.747
ASSUR2 435 1 4.51 0.680
ASSUR3 435 1 5 4.53 0.759
ASSUR 435 1 5 4.49 0.619
Valid N (listwise) 435

A519% V6

AIFAMTINTIUIVOINOININNITUTNIT (Service Quality) AruaIelald (EMP)

AMNINNITUINIS AuAdtentald (EMP)

N Minimum  Maximum Mean SD
EMP1 435 1 5 4.53 0.659
EMP2 435 1 4.60 0.623
EMP3 435 il 5 4.46 0.725
EMP 435 1 5 4.53 0.576
Valid N (listwise) 435
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AIFDATINTSOIUIYDINTEUIUNITIREaURIAaNTUSNIT (DK) TunIwsIy

nszulunsanauladanldusnisg

N Mean SD
PR 435 4.38 0.600
IS 435 4.25 0.675
EA 435 4.34 0.604
PD 435 4.36 0.619
DK 435 4.33 0.530
Valid N (listwise) 435

A1519% U8

106

AIFDRTINTSIUIYDINTEUIUNISARAULIRAaNITUTNIT (DK) AI1UNITATEUNGan 111N 89A 75

(PR)
nszuaumsanaulatdanldusnis Aun1snserinaenu@aens (PR)
N Minimum  Maximum Mean SD

PR1 435 1 5 4.57 0.623
PR2 435 1 4.45 0.727
PR3 435 1 5 4.13 0.903
PR 435 1 5 4.38 0.600
Valid N (listwise) 435
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AIaamdINs s IYeInsEUIUN I SRFUlaAeNTUTNIS (DK) munIsAumYeya (IS)

nszurumsandulaidenlduing dunisdumdaya (IS)

N Minimum  Maximum Mean SD
IS1 435 1 5 4.32 0.789
IS2 435 1 4.04 0.915
1S3 435 1 5 4.38 0.760
IS 435 1 5 4.25 0.675
Valid N (listwise) 435

15197 V10

aa a

AIAOLTINT T YIS

yIunsanaulaaanlausnig (DK) munsusudueanaasn (EA)

nszuaunsanauladanldusnis arunisuseilivnaniaaan (EA)

N Minimum  Maximum Mean SD
EA1 435 1 5 4.44 0.707
EA2 435 1 4.11 0.913
EA3 435 il 5) 4.54 0.699
EA4 435 il 5 a.27 0.792
EA 435 1 5 4.34 0.604
Valid N (listwise) 435

Ref. code: 25676733140104FMQ
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AIFDRTINTSOIUIYDINTEUIUNISIRAUlRAaNITUSNIT (DK) munisandulaleusnis (PD)

nszulumsanguladanldusnis arunisandulaldusnis (PD)

N Minimum  Maximum Mean SD
PD1 435 1 5 4.37 0.739
PD2 435 1 4.33 0.801
PD3 435 1 5 4.39 0.764
PD 435 1 5 4.36 0.619

Valid N (listwise) 435

A519% V12

aa a

Araaadans v siaduludenleusnsaren s TuiliuIn AUz UkUY (DFSA)

Frequency Percent Valid Cumulative
Percent  Percent
Ldenlduins 109 25057 25057 25057
lgusng 326 74.943  74.943  100.000
Total 435 100.00 100.0

Ref. code: 25676733140104FMQ
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=
M1919N Al

109

nIsuUaNAITEAUINAYINTUssdiuA Ieds A e 1Ay lun 1T ImTIzin 100 aeladadn

[y

SERUANUAALTU

SYEU AZLLUU

JEAU 1 Taiwiudng 1.00 - 1.80

AU 2 Wiumeiioy 1.81 - 2.60

AU 3 WumeUIunas 2.61 - 3.40

AU 4 \UANN 3.41-4.20

JZAU 5 iusheanndiae 4.21 - 5.00
Uady N Mean SEAU
TANG1.1 435 a.47 1niian
TANG1.2 435 4.03 1
TANG1 435 4.25 1niign
TANG2.1 435 4.43 1niign
TANG2.2 435 4.45 1niian
TANG2.3 435 4.20 1
TANG2.4 435 3.97 1
TANG2 435 4.26 1niign
TANG3 435 4.16 1
TANGA. 1 435 3.77 1
TANGA.2 435 3.93 1
TANGA.3 435 3.93 1
TANGA.4 435 3.88 1
TANG 435 a.14 1
REL1 435 4.59 1niign
REL2 435 4.62 1nilan

Ref. code: 25676733140104FMQ
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wavmszaunavinsuszdun uadenaAylun TiATIzvR 0900 ladann (ss)

Uade N Mean SEAU
REL3 435 4.49 TRRUER)
REL4 435 451 TRRUER)
REL 435 4.55 1niign
RES1 435 4.40 1niign
RES2 435 4.39 1niign
RES3 435 4.55 1niign
REL 435 4.45 1niian
ASSUR1 435 4.43 1niian
ASSUR2 435 4,51 1niign
ASSUR3 435 4.53 1niign
ASSUR 435 4.49 1niian
EMP1 435 4.53 1niign
EMP2 435 4.60 1niign
EMP3 435 4.46 1nitgn
EMP 435 4.53 1niian
PRI 435 4.57 1niian
PR2 435 4.45 1niign
PR3 435 4.13 110

PR 435 4.38 1niign
1 435 4.32 1niian
152 435 4.0 1

1S3 435 4.38 1niign
IS 435 4.25 mnﬁqm
FA1 435 a.44 1niign
EA2 435 a.11 1
EA3 435 4.54 1nilan

Ref. code: 25676733140104FMQ
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wavmszaunavinsuszdun uadenaAylun TiATIzvR 0900 ladann (ss)

Uade N Mean SEAU

EAd 435 4.27 TRRUER)
EA 435 4.34 TRRUER)
PD1 435 4.37 1niign
PD2 435 4.33 1niign
PD3 435 4.39 1niign
PD 435 4.36 mnﬁqm

ﬁ']'i']\‘iﬁ A2

KAANSAIAOANITIATIEYIAINITON0BEATANN

Model Summary

Step

-2 Log likelihood

Cox & Snell R Square

Nagelkerke R Square

1

191.118°

0.497

0.735

a. Estimation terminated at iteration number 8 because parameter estimates

changed by less than .001.

Hosmer and Lemeshow Test

Step

Chi-square df

Sig.

8.338 8

0.401

Ref. code: 25676733140104FMQ



Variables in the Equation

112

95% C.|.for EXP(B)

B SE.  Wald df Sig. Exp(B) Lower  Upper
Step 1 THAI 0.809 0.558 2.103 1 0147 2.245 0.753 6.697
FRE -0.200 0.112  3.200 1 0.074 0.819 0.658 1.019
SEX 0.967 0.381 6.449 1 0011 2631 1.247 5.551
AGE 0.400 0.193 4.282 1 0039 1.492 1.021 2.179
BAR -0.685 0.437  2.456 1 0117 0.504 0.214 1.187
OCC -0.511 0.247 4.304 1 0.038 0.600 0.370 0.972
INC 0.086 0.098 0.779 1 0378 1.090 0.900 1.320
TANG1 1.700 0.356 22.758 1 0.000 5474 2.723  11.008
TANG2 1.678 0.646  6.739 1 0.009 5.352 1.508  18.992
TANG3 3.436 0.630 29.759 1 0.000 31.052 9.037 106.702
TANG4 0.713 0.346 4.251 1 0.039 2.040 1.036 4.016
REL 0.324 0.604 0.288 1 0592 1.383 0.423 4.522
RES -0.893 0.500 3.192 1 0.074 0.409 0.154 1.091
ASSUR 0.164 0.477 0.118 1 0731 1.178 0.463 3.001
EMP 0.519 0501 1.071 1 0301 1.680 0.629 4.490
PR 2.748 0.592 21.558 1 0.000 15.610 4894  49.793
IS 0.431 0.374 1.325 1 0250 1.539 0.739 3.205
EA -0.622 0.531 1372 1 0241 0.537 0.190 1.520
PD -0.421 0.452  0.866 1 0352 0.657 0.271 1.592
Constant  -38342 4.991 59.014 1 0.000 0.000

a. Variable(s) entered on step 1: THAI, FRE, SEX, AGE, BAR, OCC, INC, TANG1, TANG2,
TANG3, TANG4, REL, RES, ASSUR, EMP, PR, IS, EA, PD

Ref. code: 25676733140104FMQ





