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Abstract

This research was titled as “Marketing
Strategies of Commercial Airlines Affecting Service
Quality Perception of Thai Passengers: A Comparative
Case Study of Thai Smile Airlines and Other Low-
cost Airlines”

The researcher employed survey research
methodology using questionnaire technique for
data collection from 400 samples of Thai passengers
with non-probability sampling using convenience
sampling technique, of which samples of Thai
passengers traveling on either domestic or
international flight were randomly selected.

Results from this research revealed that
passengers were satisfied with all 5 dimension of
service quality perception of airlines in general,
which included (SEQ1) Reliability and Trustworthiness,
(SEQ2) Responsiveness, (SEQ3) Assurances,
(SEQ4) Empathy (average high level), and (SEQ5)
Services cape. Regarding factors of the business
type of commercial airlines affecting service
quality perception of passengers, research
results revealed that there was no difference in an
average of passenger satisfaction level.
Regarding the 7 aspects of service marketing mix
factors, which were product, price, place,
promotion, people, physical, and process, they

were found to be correlated with service quality

perception of passengers, in terms of reliability
and trustworthiness, responsiveness, assurance,

empathy, and servicescape.

Keywords: Low-cost Airlines, service quality,

service marketing mix factors
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