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THITIWORADA CHAILEE: GUIDELINES TO ENHANCE AIRLINE SERVICES BASE
ON SONGKHLA PROVINCE RESIDENT NEEDS ALONG THE CUSTOMER JOURNEY
FROM HAT YAI INTERNATIONAL AIRPORT TO SECONDARY CITIES

THESIS ADVISOR: KONGSAK CHOMCHUM, Ph.D., 97 PP

The purpose of this research were to 1) study the level of demand of Songkhla province
resident for using airline services from Hat Yai International Airport, Songkhla province to
secondary cities in the south. 2) study the factors affecting the demand of Songkhla province
resident for using airline services from Hat Yai International Airport, Songkhla province to
secondary cities in the south. And 3) propose guidelines to enhance airline services according to
the demand of Songkhla province resident from Hat Yai International Airport, Songkhla province
to secondary cities in the south. This research is a quantitative research. The sample were 400
people and the statistics using for analysis are percentage, mean, standard deviation and multiple
linear regression analysis.

The results of the research found that 1) most of the respondents were female, aged 51-60
years, and graduated in bachelor's degree. The frequency of traveling with airlines was 1-2 times
per year. In addition, the study found that passengers agreed with all 5A customer journey. When
considering each aspect, it was found that passengers agreed that decision -making (Act),_ys\upport
(Advocate), product liking (Appeal), inquiry and response (Ask), and product knowledge (Aware)
respectively. 2) the study of the factors affecting the demand of Songkhla province resident for
using airline services found that all variables of the 5A customer journey had a positive
relationship with the decision to use airline services, especially in terms of d ecision (Act) and
product liking (Appeal), which had the highest effect. 3) Guidelines to enhance airline services
are to focus on improving product preference and decision-making strategies by setting
appropriate prices, increasing the number of routes and flights, and developing ticket distribution

channels to effectively meet the needs of Songkhla province resident.
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