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KANOKRAT CHIMDEE: ONLINE DISTRIBUTION CHANNELS DEVELOPMENT FOR
INDOCHINA MARKET OF AIRASIA
THESIS ADVISOR: KANOK SARSITHITHUM, Tech. Ed. D., 182 PP

This study was aimed to find out the factors that have an effect on the development of
an on-line distribution channels for Indochina market of Airasia. The sample group were 400
service users and experienced operators involved in the management of online distribution
channels of Indochina markets. The questionnaire and interview were used to gather the data.
The result indicated that 1) the factors resulting in the development of online distribution channels
for Indochina market were dependent on its marketing mix as follows: promotion, places, prices
and products. It was suggested to increase the payment channels to serve the specific purpose of
travel; 2) the behavior of ticket selling channels of online distribution of Indochina market, it was
found out that the majority of the population reserved the seats through the agencies by paying in
cash because of convenience and safety. Regarding the guideline of developing the online ticket
selling, it was suggested that the airfare needs to be the same price in every channel in order to
create the consumers’ confidence, to build up a good network in cooperation with other products
including the banks that have for their policy of strengthening the development of online
payment. In addition, the competitive capacity can be developed depending on the behavior of the

on-line distribution that always changes.
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Tl wmt'hmiwmunnuﬁmmn'ﬂ'ﬂu
dsznng +1% +2% +3% +4% +5% +10%

500 - - - - 222 83
1,000 - - - 385 286 91
1,500 - - 638 441 361 94
2,000 - - 718 476 333 95
2,500 - 1,250 769 500 345 96
3,000 - 1,364 811 517 353 97
3,500 - 1,458 843 530 359 97
4,000 - 1,538 870 541 364 98
4,500 - 1,607 891 549 367 98
5,000 - 1,667 909 556 370 98
6,000 - 1,765 . 938 566 375 98
7,000 - 1,842 959 © 574 378 99
8,000 - 1,905 976 580 381 99
9,000 - 1,957 989 584 383 99
10,000 5,000 2,000 1,000 588 385 99
15,000 6,000 2,143 1,034 600 390 99
é&,unn 6,667 2,222 1,053 606 392 100
25,000 7,143 2,273 1,064 610 394 100
50,000 8,333 2,381 1,087 617 397 100
100,000 9,091 2,439 1,099 621 398 100

> 100,000 10,000 2,600 1,111 626 400 100
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CIVIL AVIATION TRAINING CENTER

Research Questionnaire
Research name:

Online Distribution Channels Development for Indochina Market of AirAsia

Instruction:

Questionnaire for the research of Online Distribution Channels Development for
Indochina Market of AirAsia aim to survey general information from respondents, the behavior
using of Online Distribution Channels Development for Indochina Market of AirAsia. This
research result will be a guideline for Online Distribution Channel belongs to AirAsia. It would
be a pleasure to receive information according to your point of view for each question.

Questionnaire break into 5 parts, comprised of:

Part 1 General information of respondents

Part 2 Factors which affect to online distribution channels using, analyzed by Marketing Mix
(4Ps)

Part 3 Behavior related to Online Distribution Channels Development for Indochina Market of AirAsia
Part 4 Behavior related to Electronic Commerce using within Indochina Country

Part 5 Online Distribution Channel Development for Indochina Market of AirAsia

This questionnaire only made for research purpose as stated above and research results

will not affect to respondents who done answering this questionnaires

Thank you so much for your cooperation

Kanokrat Chimdee
Master of Business Management

Civil Aviation Training Center



Part 1: General information of respondent

Instruction: Please put X sign in checkboxes

1. Age
= <20 years old [20-29 years old
[a0-49 years old Cs0-59 years old

2. Estimated basic Salary/month
1 <=300UsD [1301-600 USD
[1901-1,200 USD [11.201-1,500 USD

3. Nationality

D Vietnamese DBurmese

4. Ticket purchasing day before departure date
17 Days [12-3 Weeks

[] 2-3 Months [ 14-5 Months

5. Travelling purposes
] Travelling L Education

O cousin and family visiting ClBusiness purposes

6. Which kinds of ticketing service you purchased

D Promotion ticket
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[ 30-39 years old
> =60 years old

[J601-900 USD

> =1.501 usD

D Cambodian DLaotian

I:l 1 Month

D> = 6 Months

ClMedical Check-up

Lothers/Please specify

CdLow fare ticket which need to buy other service; baggage, seats meals

[ Value Pack ticket which gave you 20 kg. , baggage, meals and fiee seat selection

C Premium Flex ticket with free of charge for premium seat, baggage, meals and travel date change



Part 2 Factors effect to online distribution channels by using Marketing Mix (4Ps)
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Instruction: Please put X sign in provided checkboxes (You can select more than 1 answers)

Marketing Mix which related to Online Distribution Appropriated
Channels Very | Good | Moderate | Poor | Very
good Poor
Product

1. Variety of travel classes; Promo fare, Low Fare, Value Pack

2. Seat Booking processes convenient and easily use

3. Variety of payment channels (Credit Card, Debit card, Cash)

Price

4. Ticket price had competitive fare compared with others low

cost airlines

5. Online Distribution Channel provide clear detail of shown

fare

6. Variety of ticket price can satisfy your travel purpose

7. Variety of added on services (Baggage, Seats, Hotels & car

rental, Travel Insurance)

Place

8. Online Distribution Channel (Website, Mobile Application

etc.) has easy platform to use

9. Booking application by using Mobile phone, Tablet and

Desktop

10. Stability of mobile network during booking process

11. Stability of internet network during booking process

Promotion

12. Variety of add on services (Hotel, Car Rental, Baggage,

Travel Insurance and Meal

13. Terms and Conditions of ticket related to Change flight and

travel date change conditions

14. Advertising shown on Website, Mobile Application

15. Advertising shown on partner’s website There are banks,

search engine etc.
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Part3 Behavior related to Distribution Channels Development for Indochina Market of AirAsia

Instruction: Please put X sign in provided checkboxes (You can select more than 1 answers)

1. Which sales channel you booked your flight?

| AirAsia Website, Mobile Application

[ Online travel agency (Expedia, Trip Advisor, Sky Scanner, Google Flight etc)
O Airport Sales Counter

O Third party Agency (Travel Agent, Government, Corporate)

L] aTsc (AirAsia Travel Service Center)

| Group Booking

2. Why you choose those booking channels?

[ Convenience and accessibility

| Variety of added on service (Baggage weight, seat selection etc)
[ promotion and variety of fare level are valuable

| Booking platform more persuade than other airlines

3. Which booking channels are popular within your country?

[ AirAsia Website, Mobile Application

[ online travel agency (Expedia, Trip Advisor, Sky Scanner, Google Flight etc)
] Airport Sales Counter

L Third party Agency (Travel Agent, Government, Corporate)

L] ATsc (AirAsia Travel Service Center)

] Group Booking

4. What kind of problems you found when using AirAsia’s booking channels?
O Speediness of website and mobile application are delayed when do booking
L] Booking platforms are complicated

O System error on website and mobile application found

[ cannot hold booking to make payment [ No problems found

5. How do you think about air ticket prize for flight you flied with?

[ Ticket price from all booking channels have same rate

[ Ticket price from online booking and from third party are different

[ Ticket price from online booking cheaper than booking from third party
[ Ticket price from third party booking cheaper than booking by online
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Part3 Behavior related to Distribution Channels Development for Indochina Market of AirAsia (Continued)

Instruction: Please put X sign in provided checkboxes (You can select more than 1 answers)

6. What kinds of added on service you purchased via online booking channels?

[ Food and beverage [ Seat Selection ] Baggage weight
| Travel Insurance | Hotel | Car rental
[ Wi-Fi on-board [ No added on service purchased

7. What kinds of payment channels you used when buying air ticket ?

[ cash [ Credit Card
[ Debit Card | Pay Later
[ internet Banking/ Direct Debit LI E-Gift Voucher

] Mobile Banking
8. What do you think about AirAsia’s payment channels?
| Variety of payment channels can serve your needs

[ A few of payment channels and limitation to use that payment channels can’t satisfied you

9. Does online booking channel popular within your country ?

O Very popular L] Probably popular [ Not popular

10. If purchasing air ticket via online, how do you think about AirAsia’s ticket price compared
with other low cost airline ?

[ valuable price if compared with other low cost airlines

1 More expensive than other low cost airlines

O Cheaper than other low cost airlines

D Don’t know

11. Any limitation to use online booking channels?

O] Low internet speed

| Booking system are not stable

[ Limitation of payment channels for booking done via online
O Skill to use online booking channels

| Booking platform are complicated to use

[ Do not believe in security of payment channels via online
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Part3 Behavior related to Distribution Channels Development for Indochina Market of AirAsia (Continued)

Instruction: Please put X sign in provided checkboxes (You can select more than 1 answers)

12. How can online booking channels should be developed?
O Easy platform of online booking system

[ Stable of booking system

13. How can online booking channels should be developed?

O Security of personal information

[ Valuable of ticket price if compared with other booking channels (Travel Agency)
] Variety of promotion

O Provide Hold Booking to make payment

] Booking methods which can save time

] Variety of payment channels

14. How do you think about term &condition of air ticket via online channels?
[ Term and condition are appropriate because we can do Manage My Booking
[ Term and condition are not appropriate because travel date changing, flight time can not be changed

[ Term and condition are not appropriate because the extra charge of added on service

15. Media advertising does any influence to book with online channel?
] Yes, media advertisement influence the decision to booking via online

D No, media advertisement does not effect the decision and can’t influence to book via online

16. Which media advertisement can attract you to book via online?

D Social Media for example Facebook, Line, Viber etc

[ Television and radio [ Leaflet

L] Newspapers ] Magazine with local language version and English version

[ Bill board [ Website of business partners

17. Which kind of branding you prefer to show on AirAsia’s advertisement?
[ Preferred restaurant for example, point collection with KFC, Starbuck etc.
[ Ticket promotion for travel purpose of health check up

O Baggage tag can be the discount for the travel booking for the next time

[ Discount baggage fare for 20% if payment made via coordinated banks
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Part3 Behavior related to Distribution Channels Development for Indochina Market of AirAsia (Continued)

Instruction: Please put X sign in provided checkboxes (You can select more than 1 answers)

18. Which kind of advertisement can influent you to book AirAsia’s ticket?

| Focus on air ticket price

[ Focus on social responsibility

D Focus on partner (banks, restaurants, others business)

[ with celebrity appeared

[ Focus on promotion of added on service (Discount of baggage weight charge, seat selection charge etc)

[ with CEO Branding (Picture of CEO appeared)

Part 4 Information related to Electronic Commerce within Indochina Country

Instruction: Please put X sign in provided checkboxes (You can select more than 1 answers)

1. Goods and services purchasing via online channels are popular within your country or not?

O Popular within country because of convenience cheaper price and have many payment channels
O Popular within country because goods and service purchased via online are growing up in country
[ Not popular because of online business are not that well known

[ Not popular because of the limitation of payment channels
2. What is your opinion about online purchasing development in your country?
O Having more because of economic policy from government
] Having more popularity because of online industry is going to grow and more well know
[ can not be developed because online industry is not popular at all
[ can not be developed because of no supportive policy from government
L No opinion
3. What do you think about development direction of financial transaction?
L] Having more financial transaction activities
(Having more variety of payment channels)
[ Financial transaction will be developed because of technology development
[ Financial transaction will not be developed because of
the limitation of technology development

[ No direction of financial transaction development because no supportive activity from government
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Part 4 Information related to Electronic Commerce within Indochina Country (Continued)

Instruction: Please put X sign in provided checkboxes (You can select more than 1 answers)

4. In your own opinion, what is the main factor of online business development?

L Good public relation from business owner and government section to population
[ Growth and development of advanced technology

[ Economic development and economic policy from government sectors

| Knowledge and ability related with online business

[ public relation channels to have effective communication to target customers

5. Which banks in your country you prefer to do financial transaction?

Myanmar [ Kanbawza Bank
O Ayeyarwady Bank
O Co-operative Bank
] Myanma Apex Bank
O Myawaddy Bank
Vietnam [ Vietcombank

D Vietinbank
1 BIDV
[] acB

D Techcombank

Cambodia [ canadia Bank
| Campu Bank

ANZ Royal

ABA Bank

FTB Bank

Bank Pour Le Commercial Exterieur

Lao Viet Bank

Lao Development bank

e
OO0 Oooao

Agriculture Promotion Bank



Part 5 Online Distribution Channel Development for Indochina Market of AirAsia

Instruction: Please put X sign in given table

means  Definitely agree

means  Agree

means  Neither agree nor disagree
means Disagree

—_— N W A~ W

means Definitely disagree
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Online Distribution Channel Development for Indochina Market of
AirAsia

Agree

1. AirAsia having varieties of Booking channels can serve different of
customer needs

2. Online booking channels having convenience platform and not
complicated

3. Varieties of added on service like car rental, hotel request can serve
customer needs

4. Online booking channels can use with all electronic devices (Mobile
phone, laptop etc)

5. Online booking channels having faster booking process and less error
of the system

6. Can hold booking within 24 hours should be applied so that you can
have time for payment

7. Varieties of fare levels which can serve your needs

8. Equality of fare between online and third party booking channel can
bring your trustworthy

9. Having added on services like varieties of baggage weight, meals, seat
selection

10. Variety of added on service price can serve your needs

11. Having variety of payment channels for online booking

12. Having public relation activities related to variety of booking channels

13. Fare shown in online booking having competitiveness with other low
cost airlines

14. Having media communication to educate how to book via online

15. Effective security related to confidential of personal information if
booking done via online

16. Appropriate of ticket’s term and condition like travel date changing
with fees

17. Media advertisement can build up attraction to use online booking
channels

18. Media advertisement; billboard and advertisement on social media are
outstanding shown

19. Coordinate with other businesses and partner to have discount when
payment made with coordinate bank and discount with restaurant etc.

20. Having media advertisement, focus on celebrities, promotion and
social responsibility branding

21. Payment channel with popular banks in your countries
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Suggestion

Do you have any recommendation for Online Distribution Channels Development for Indochina

Market Of AirAsia?

Thank you so much for your great supportive
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§ 3

—_——

CIVIL AVIATION TRAINING CENTER

Research Interview
Research name:

Online Distribution Channels Development for Indochina Market

Instruction:

Interview for the research of Online Distribution Channels Development for Indochina
Market aim to survey general information from respondents, the behavior using of Online
Distribution Channels Development for Indochina Market. This research result will be a guideline
for Online Distribution Channel belong to Indochina Market. It would be a pleasure to receive
information according to your point of view for each question.

This interview only made for research purpose as stated above and research results will

not affect to respondents who done answering this questionnaires

Thank you so much for your cooperation

Kanokrat Chimdee
Master of Business Management

Civil Aviation Training Center
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1. In term of Marketing Mix (4Ps), What are factors which effect to Online Distribution

Development within Indochina country?

2. What can influence Indochina Market to purchase ticket by using Online Distribution

Channels?

3. Are there any threat to develop Online Distribution Channels for low cost carriers within

Indochina Market?




164

4. In your opinion, how can Online Distribution Channels of low cost carrier within Indochina

Country will be developed?

5. In your point of view, any other suggestion you would like to propose for Online Distribution

Channels Development within Indochina Country ?

Thank you so much for your great supportive
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