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Abstract

This quantitative research aims to (1) investigate the level of speech strategies used by

airline staff to create customer impressions and the level of airline customer satisfaction in
Thailand, and (2) analyze the relationship between these speech strategies and customer
satisfaction. The study utilizes Hayley's (2016) impression management speech strategies
concept and Millet's (2012) customer satisfaction concept. Data was collected from 400
domestic airline passengers in Bangkok, selected through purposive sampling. Questionnaires
were used as the research instrument. Data analysis involved frequency, percentage, mean,
standard deviation, and multiple regression analysis, with statistical significance set at p<0.05.

The findings indicate that:

1. Regarding objective 1, the overall level of speech strategies employed by airline
staff to create customer impressions was highest. When considering individual aspects, all were
at the highest level, with expertise being the most prominent, followed by demeanor and
reflection. Similarly, overall airline customer satisfaction in Thailand was at the highest level.
Analyzing individual aspects, all were at the highest level, with continuous service being the
most significant, followed by equitable service, timely service, universal service, and
progressive service, respectively.

2. Regarding objective 2, the impression management speech strategies that
significantly influenced airline customer satisfaction in Thailand were expertise and demeanor,
in that order.

A key new insight from this study is that while friendliness and positive demeanor are
important in airline service, customer satisfaction is "more" influenced by staff demonstrating
expertise and effectively resolving issues. Customers prioritize the "expertise" of staff over their

"demeanor."
Keywords: Speech Strategies, Customer Impression Management, Customer Satisfaction
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