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value and Service Quality Affecting to Loyalty:
A Case Study of Thai Airways Public Company Limited

stract
The objectives of this research were to study value factor and service quality factor

ustomer loyalty and to study consumer behavior of airline. Thai Airways
blic Co,. Ltd. was used as case study. Vatue factor was divided into 4 parts
omic value, social value, material value, and aesthetic value. As for service

affecting 0 €
ternational Pu
consisting of econ

quality factor, it was
assd?ance, and empathy. The research instrument was questionnaire which was collected

erD'\ 400 respondents who used to fly with Thai Airways both domestic and international at
leést one time in year. The usage statistical techniques were frequency, percentage, mean,
standard deviation, and multiple regression analysis. It was shown that most of them use
Thai Airways about 1- 2 years, use Thai Airways 1 time per year, use Thai Airways because of
cleanliness and safety, use Thai Airasia except Thai Arways, and decide to use Thai Airways
by themselves. As for value analysis, it was found that respondents gave most priority to
aesthetic value, the next are material value, economic value, and social value respectively.
About service quality analysis, the respondents gave most priority to tangible, the next are
reliability, assurance, empathy, and responsiveness gradually. Moreover, hypothesis testing
found that value factor and service quality factor affected positively to loyalty. The Adjusted

divided into 5 parts consisting of tangible, reliability, responsiveness,

R Square for this regression is 39.7%

Keywords : Value, Service Quality, Loyalty, Thai Airways Internationat Public Co., Ltd
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