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Abstract

The objectives of this research were (1) to study the image and service quality of Thai AirAsia
Airline, (2) to study the service usage behavior of Thai AirAsia Airline’s passengers, and (3) to study
the effects of Thai AirAsia Airline’s image and service quality on passengers’ service usage behavior.
The methodology used in this research was a non-experimental design in case study. The research
tools were questionnaires. The sample size was 400 Thai AirAsia Airline passengers. Statistics used
in analysis were percentage, mean, standard deviation, Pearson Correlation and stepwise multiple
regression analysis. The overall opinion of the sample group toward image and service quality were
at the highest level. The sample group’s average usage of Thai AirAsia Airline was 5 times a year. The
usage behavior of word of mouth advertising and restage (return customer) were at the highest level.

The research findings indicated that image (x ) and service quality (x ) of Thai AirAsia Airline affected
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the service usage behavior of passengers (y) with a statistically significant level of 0.05.

Keywords: image, service quality, service usage behavior, Thai Air Asia airline
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PALAIsLATegRAALTY

3.5 aruaudtunsiduinig awanwal
lagsan (x) wazauawnslivinislaesiy (x) 4
angnasengfnssunslduinisvesdlauansaiu

aad

audtunislduinis (y,) etadidudrdgnieadfi
sedu 0.05 Taswuirdnmdnuallngsaniuiu o
dsnalsimgAnssunislduinisvesilasansduaud
Tumsldusnmaiiindu damnmnsliuinisias
Futy azdmalingnssunislivinisvesdlneans
Fruauilunslduinisidiudu

HANIINAADUANUAFIUAING1ITIOY wana
FIEABEARINITI 7 - 11

nmanvaluagaalnmnisliusnmsleesaiiaiuisodiuldidudanemnsainginssunislouinisvesulngars

AIUNITUINA D
Unstandardized Standardized t Sig
Coefficients Coefficients
B std. Error Beta
AAil 1.375 552 2.457 014
andnwallaysan (x) 11.185 1.012 4.637 11.054 .000
AN IMNISIRUINISTAESI (x ) 9.903 960 4.328 10.316 .000

R=.546 R =.298 AdjustR*=.294

Yy, =1357+11.185 (Xl) + 9.903 (xz)
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1919 8

nmanvaluagaalnmnisliusnmsteesaiiaiuisodinldidudanemnsainginssunislovinisvesulngas
AIunInavalvuingse) 91dlenta

Unstandardized Standardized t Sig
Coefficients Coefficients
B std. Error Beta
AAsil 202 086 2.349 019
nndnwallagsan (x) 2.063 157 2.134 13.118 .000
AanmnsliusnIslaesau (x) 1.102 149 1.202 7.388 .000
R=.946 R°=.894 Adjust R’ = .894 }72 =202 + 2.063 (x ) + 1.102 (x )

M1379 9
nmanwaluasnainimn1slivinislagsaiiausauldidudanensalnginssunislavinisvesylnears
AU snavnlduingse Aagmarugniu

Unstandardized Standardized t Sig
Coefficients Coefficients
B std. Error Beta
Al 160 063 2.545 0.11
nndnuallagsan (x) 591 115 515 5.128 .000
AanmsliusnIslaesau (x) 1.623 109 1.491 14.836 .000

R=.980 R°=.960 AdjustR’=.959 ¥ =.160+ 591 (x)+ 1.623 (x)

71919 10
nmanvaluagmalnimnisldusnmsieesaiiaiuisodinldidudanemnsainginssunislovinisvesulngas
AIUNIINAUNINTUTNITYI UI192UTUTIAIGITUNIUN1ILATYFNT

Unstandardized Standardized t Sig
Coefficients Coefficients
B std. Error Beta
AAsil 046 012 3.887 000
awanwallagsan (x) 123 022 118 5.685 .000
Aanmnsliuinslaesau (x) 868 012 881 42.304 .000

R=.999 R*=.998 AdjustR®=.998 Y, =086 +.123 (x ) + 868 (x)
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nmanvaluagmalnmnisliusnmsteesaiiaiuisodiuldidudanemnsainginssunislovinisvesulngas

fuAmuslunslgusnIg

Unstandardized

Coefficients

Standardized t Sig

Coefficients

B std. Error Beta
A9l 072 053 1.348 026
A manwallagsiu (x) 1.478 .098 1.460 15.106 .000
Aanmnsliusnslaesau (x) 463 093 482 4.989 .000
R=.981 R'=.963 AdjustR’ =963 ¥ =.072+ 1.478(x)+ 463 (x)
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