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ABSTRACT

The objective of this independent study was to analyze and compare the
passenger satisfaction towards low-cost airline services in Chiang Mai province. The data was
collected from questionnaire distributed to 400 low-cost airline passengers. The data was then
analyzed using frequency, percentage, mean, reliability score and T test score.

The results of the study shown that low-cost airline passengers expected in
company employee, process, distribution and place, price, promotion, product and physical
evidence at the high level. Low-cost airline passengers perceived performance of low-cost
airline in company employee, physical evidence, place and promotion at the high level and
perceived performance of low-cost airline in product, price and process at the medium level. The
study of satisfaction by comparing expectations and performance perception of low-cost airline
passengers shown that passengers dissatisfied in every factor of low-cost airline. In each
marketing mix factor the sub-factor which made passengers delighted are flight attendant’s
uniform, decoration design / logo of the aircraft, ground service attendant’s uniform and
decoration design of sale office in airport. Low-cost airline passengers dissatisfied in flight

departure and destination delay, flight changeability and return ticket and fares.



