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ABSTRACT

This independent study aimed to study the passengers’ opinions towards web
site design for budget domestic airlines. Questionnaires were distributed and answered by
passengers of domestic low-cost airlines who got their tickets via website purchase. A passenger .
who was qualified to answer the questionnaires must take at least three flights from one airline.
Data were collected by questionnaires from 150 respondents and using quota sampling from
passengers who picked up their tickets at the selling points of the three domestic low-cost airlines.
Therefore, the sample included 50 customers of One-Two-Go, 50 customers of Thai Air Asia and
50 customers of Nok Air. The collected data were statistically analyzed using frequency,
percentage and mean.

Results showed that most respondents were male, aged between 21-30 years old,
holding bachelor degrees, private employees, monthly income betwec-.;l 20,001-30,000 baht. Most
of them had experienced in using internet for more than 4 years and like to take Thai Ajr Asi.a
more than any other airline mentioned. They used to buy tickets via Thai Air Asia’s website.
Furthermore, most of them take any low-cost airline about 3-4 flights per year in average; the 3-4
flights are in accordance with the number of ticket reservation of low-cost airline via online. In
* each flight, the ticket reservation would be reserved only one seat and the ticket reservation was

ordered from their office.



This study was also found that the respondents propose their opinion towards the
three airlines’ website design as follows: the passengers had opinion that the three airlines website
were ranked as “agree” on the following issue: the reliability of the data or content, the proper
classification of topics and content, the déta up-date, the proper payment by credit cards, daily 24-
hour ticket reservation, less time consuming, having sufficient information for ticket decision
making, website connected speed, usual content improvement, easily data searching, the fluency
in turning on website and finally the easy explanation of the fare.

The respondents ranked the following issues as “neither agree nor disagree”: the
adjustability of the automatically reserved date, the services given to the visitors for
communicating and exchanging opinions, the capability of connecting websites to the other
organization involved, the capability to contact to system controller, the use of customer’s
background knowledge efficiently without the customer’s refilling up his or her data, the use of
suitable color and sound and the searching of suitable words for needed data-searching.

The respondents had different opinion on the following issues: the investigation
of efficiently ordering condition, the chance given to the passengers via website, the adjustability
of the content to fit the customers’ needs, the beauty in the website’s design, the front page’s
design for easy understanding, the identity of the website and the website’s chart for searching

any needed data.



