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Abstract

This research aimed to study the level of attitudes towards service quality affecting
loyalty of Thai Air Asia Airline’s passengers, to study the level of loyalty of Thai Air Asia’s
passengers based on the demographics and to study the relationship between attitudes and
service quality affecting loyalty of Thai Air Asia’s passengers by using 7 aspects of main
services as l.route network and flight schedule, 2.additional service, 3.price, 4.sales and
distribution channel, 5.advertising and sales promotion, 6.customer service and 7.flight safety
and security. These 7 aspects were used as independent variables measuring the level of the
passengers’ attitude towards service quality and compared with the relationship in term of 3
loyalty aspects as cognitive, affective and behavioral attitude components towards Thai Air
Asia. The researcher applied and distributed the questionnaires to 400 sampled Thai Air
Asia’s passengers. The research analysis was frequency, percentage, mean, standard
deviation, F-test and T-test. The study found that the sampled Thai Air Asia’s passengers
were 207 females (=51.8%) and 193 males (=48.2%), their ages between 17-24 years old
(=47%) and ages between 25-32 years old (=33%), their educational level were bachelor
degree (74.6%), the occupation were school and university students (=57.8%), their average
monthly salary were less than 10,000 Baht (=38.8%). The overall attitude towards service
quality of Thai Air Asia was at a high level (Mean = 3.59), the loyalty was at a high level
(Mean = 3.56), and the relationship between attitude and loyalty was positive and the
correlation value was 0.777.

Keywords: Attitude, Service Quality, Loyalty, Airline
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