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Abstract
The objectives of this research article were, 1) To examine passenger experience, service
innovation, perceptions of electronic service quality, and passenger loyalty toward low-cost airlines

in Thailand. 2) To analyze the impact of electronic service quality on passenger loyalty toward
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low-cost airlines in Thailand. A quantitative research design was employed. Data were collected
using a questionnaire from a purposive sample of 400 Thai passengers who had previously used
low-cost airlines in Thailand between October 2023 and March 2024. Descriptive statistics and
inferential statistics, specifically multiple regression analysis, were used for data analysis. The research
findings revealed that the overall mean score of passenger opinions regarding service innovation of
low-cost airlines was at the highest level (4.31). Similarly, the overall mean score of passenger
loyalty toward low-cost airlines in Thailand was also at the highest level (4.32). Hypothesis testing
indicated that service innovation had a positive influence on the electronic service quality of
low-cost airlines in Thailand, with a multiple regression coefficient of 0.900, accounting for 90 percent
of the variance. When considering individual factors, the “family service” dimension (B = 0.210)
exerted the greatest influence. Furthermore, the analysis revealed that electronic service quality
significantly influenced passenger loyalty, with a multiple regression coefficient of 0.835, accounting
for 83.50 percent of the variance. Among the dimensions, “efficiency” ([3 = 0.388) had the strongest
influence, statistically significant at the .01 level.

Keywords: Innovation, Service, Experience, Loyalty, Low-Cost Airline
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1MNA1197 5 uanaAade @audeduuInssIL @1 variance Inflation Factors A1 Tolerance
A1 Durbin-Watson szwinsdauustadeamaimnisiiuinmsdidnnsedndiidvinadauanseaiiudng
voslagansanemstusunum nuin ardulssdvsanduiusseninefudsauninuinsdidnnsednd
1) Uszansnnlunisldeu (Efficiency) (x;) 2) AMUANMNNTDUUDITEUU (System Availability) (x,) 3) fu
msiliussaaud s (Fulfilment) (xs) wag 4) Auarsdudiud (Privacy) (x)

(V) flFnogjseming 0.675 - 0.738 FsilanlsitAiu 080 Usznoudumsfiansand VIF i Tolerance
oEj5v1119 0.195 - 0.249 FalsiiAu 10 MsATANTIAY A Durbin-Watson wu3n Durban-Watson #e 2.053
Garaglutng 150 - 2,50 wszaziukanIIreundudaTr vl Bassuansieudiiudves
muusdasglineliintaym Multicollinearity ansnsarihlunaaeuauuRgiumiensiasiauduiusia

ATl 6 Ainsizsianneenvan AanmMsliuinnsBidnnsedndiiavinalduinderuing
yosrlapansansnsiusiusuem

Unstandardized Standardized

AuAWNsIUSMsBLannsating t P

! Coefficients B Coefficients Beta
AAsfl (Constant) 213 1.540 124
1. Usgdnsnlunsldau (Efficiency) 422 388 7.002 000"
2. UANUNEBUTBITLUU (System Availability) 216 212 3.601 000"
3. funsvibiussaaud s (Fulfilment) 196 184 2,931 004"

4. upududiuda (Privacy) 112 .108 1.815 .070
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A58 6 AAsziianaeengn ANNMNISITUINSBLEnnselindlidndnaleuanseninuding
YoIKlAYETa8N1TTUAUN LA (sip)

Unstandardized Standardized

AMAMNMSIRUSAsBIannsetind t P
' Coefficients B Coefficients Beta

R .835°

R Square .698

Adjusted R Square .694

[ o

* IpdnAgeadanszau .05 ** TlpdAgyneadanszau 01

AN 6 MTAATIEiAduUTEANS annoewAaYIIAY 0.835 Taganunsaweinsaitiade
A mnsliuinnsdidnnsedind lunmsaldunnisfosas 83.50 egrefiduddgymsadifisesiu 01
defiarsanAduuszavdnisanneenvaandusiediu wudn Fuuszansamlunislieu (Efficency)
(B = 0.388) suAruNToNUDITZUU (System Availability) (B = 0.212) wazsnumsitbiussaanudnse
(Fulfitment) (B = 0.196) fidsnasonrusnivelasaisaonisiudunusin fadu §iTedewensum
auufgiuil 3 auammsliuinisdidnnselindidviwaduandemnuinfvestlasasanonisdusiunu
fivta 3 Fufluazyfastudueududiu (Privacy) (B = 0.112)

Y = 0.213 + 0.227 sruusgdnsamlunislyeau (Efficiency) + 0.388 ATUAMUNS DUVBITLUU
(System Availability) + 0.212 uaz + 0.196 snun1svinliussaaudnsa (Fulfilment) Jadevia 3 §u

a a

1BvSwalauinseruinfavelagansanens iU

afUs1ENa

Faguszaedil 1 uimnssunsU3ns mIsuinuamuinisdidnmseting uasanudniveslagans
aemstudunuilulsemelng

pauil 1 MslleszianuAniuivaduuinnssunisuimsveslasasaisnsouiunuem
Tudsemalne Uszneuse 1) suszutsssiuaiesdusoulall 2) suuinsiadunuuidendng 3) du
weluladflede 4) suuimsivdsaumdu 5) dlusludusazdiuan 6) sulusunsuamndn uas
7) PuUINsdmTuATaUATY

MnsansAnIuI Glasansaenstusunuilulsemdalnedssfuanudndiuse uianssu
MsU3s egluseiuaniign Taslamzludussuuassiuedssiueeulay weluladiiede wazuins
dmsuasaunss dwansliifuinuianssufinaldnareunduiadeddglunisadiauszaunisal
msiiumeialiunglaganslugatiagdu 1) dussuvassieesulat W§uamnudaniulusyfuinnian
axvoudemgAnssuguilaaiayaudumiuagain 590157 LaraIINTOAIUANNTLUIUATAIEALLEA
Feaonadeatuauidoves Khan, M. et al. 1571 “sruvastesulatiiusyansam” Wunilslutade
ddyidmaronnuiimelavesilasarsansnistudunuen Tnslanglunguinifunsifinnuduiu
Aunalulad (Khan, M. et al., 2019) usnannd 2) maluladdofs 4emufweundinduatonisdu
nMsudaseunuudealng wazmsliinsdwitiedolunsdedurdeuansia Sudlunumddalunisasuadis
auazanauelunsiune delasunstusuainauiseves Kim, M. & Lee, C. ‘ﬁizudﬂ ASIHIUN
wannesuiefioanunsaunsyAuUszaunsalvelauans wardwalaunswonnuinAvegnAluany
nsdufunuen (Kim, M. & Lee, C., 2018) 3) uimsdmiuaseuaia Aderdudandauinnssudlasy
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awanla Ineglasanslyimnuddnyifunisdaiitdlndiu msquaiinidn wardssnnemiuazaindiviy
AsaUAS) FedenadaetuIUTes Chung finamia “Family-friendly services” 1dunsAuszneuiiaunse
Wiupulindlasazanusndenususvesanensdulusseen (Chung, Y., 2020) luduwes 4) TusTudu
wagduan wag 5) Wsknsuandn Adutedefiniuddy ulfregluddusesacn udfagviouda
nagnsn1smaIndianansnadaussgelalunislduinisen Tae Tsafarakis, S, et al. wudn nauglagans
Afimnuseulmesaaznevausdsuandediuanydednsuseloviidaiau Tngonzlunanddl
nsutsduguaulssmalg (Tsafarakis, S., et al,, 2018) uenainii 6) UimaEBuLUUIAeNT uffazey
Tudduaudfiidifan uidalszduanuaniveglussduinniigaivuiu Jsaenndesiuiondnual
yosenemstudiunuifiiunnudeveuuazidalonaliglneansidonuinmsmunrmdniu sgslsfnmg
o19feInIMsAeansBsnagnsiiuAniolilnsansdlafsanududvesuimsssnanlsogistaay
(Suhartanto, D. et al., 2018)

Tavasu uinnssunisuinsvesansmsdudunusilulszmalnefiamiuaenadesiungingsy
Aasaslugadda Aifuarwazain arundudini waramnudangu nsdaaiuuinnssuimaiiang
sifiulumugiunagnémsdeansuaznisnan Weairsmnndila quen wasilugamsniluszezen
UNAGHG

aoudl 2 mslenesimuitanelasenanmnslfuinsdidnmsetindveslavansmeluusemelne
Useneunay 1) anuusesandnnlunisldeu (Efficiency) 2) Anuanunsauaasszuy (System Availability)
3) snumsvinliussqganudnsa (Fulfilment) waz 4) suaududiud (Privacy)

nsAnuilldvinisiiengieuiiseladenmunmnisliuinsddnnsedndveslngas
meludssinalng Toaiiunisusedivanuianalaly 4 dundn loun 1) dudseansamlunisldan
(Efficiency) 2) nuAungauvaeszuy (System Availability) 3) anunisiiiliussgaaaud s (Fulfiment)
waz 4) druanududiuds (Privacy) nanisfinwwansliiiuinlaesiuuds glasarsiulssnelney
fnnuflswelalusziugsdenmnimnisTiuinsdidnnsednd Tnsamglusuamdudiuda dady
Haduddnilasunislianuddgandlasasdlivinsaemsdusuudnniian venand wut
suaadudiud (Privacy) utedeiiflasanslinudidygean Insamzlugafidoyadiuynaa
firnaundsdlunisgnazifin Msfissuuanunsnsnvieaasafovesdeyaldfozdioiiuanuiulaliiu
flasanslunisléuims mssnwanuibudiudududsiliaunsouesiuld iesnemufaaludod
fnalnonssosziunnufianelavoslduinis dudu matwumaluladuasszuuinwanulasnads
Suaa%’a;ﬂaﬁqLﬁuﬁaﬁﬁaﬂﬁmmﬁﬁmamﬁﬂuﬁqiﬁﬁ]awmiﬁu Feaenadasfunuidoues Hong, W. &
Kim, H. Tuduressunisvitliussqgaiudnsa (Fulfilment) v manisAnwn WU pﬂmamsﬁiﬁi’fﬁmi
aemsDuduruanltnnuddgsensldsuuimsiinsanuanunaniuazsldsudeyaiigndaa
viunan {lasansdesnsfiagldsunsuinisfiasudiunudideants dsnmevilidlasansianinlasu
Asfigosnsannsldusmsdidnnseiindidutladefitnsasuadearnufionelaluszezenild (Hong, W. &
Kim, H., 2019) dsaenndaafusuideves Bai et al dmsuduuszansamlunisldau (Efficiency)
Nan1sANwIMUI Hlawansdeadlinudidyiuussansamlunislduinisdidnvsetind Tneaniznsi
sruvannsaliuinisldesunadeglifigmmanaiaiiilifaaugienlunsldonu ssoudild
Nuldegedivszansnmazigliglagansaiuisaiginssusig 9 lddeuwagazain (Bai, B. et al., 2022)
Feagyliuszaunsainsldusmsinesiuiiudsaonadoafuauisoves Yoon, J. & Kim, J. uazdiu
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AMUNTDUUDITEUU (System Availability) (Yoon, J. & Kim, J., 2021) @onpaifiuinuiieves Lee, S. et al
Adusnuilstiadeddidmademuionelavesilosas wuin mnuwdeuvesszuulunsliuinisiou
sidnnsefindAdnudidylites Wessuvannsarauldnasnalaglidtgndades AGEGRE
wfAndulalunisléuinsuarliifinindenuaivdetefinnaiala 4 Aatu (Lee, S. et al,, 2020)
annsnasUlin menmstufunuidliuinmahuddnmseinddesianuasysulgaisludnudssansam
Tunsldau anunseuvesszuu msvinliussaaudnsa wagnmssnwvianududiudivedlneans
dieasannufienelagean waziiumuanunsalunsudsdulusamanenisduldegiedsdu

poudl 3 MIleTgimuAndiuisaiuaruinveslasasiomenstuiuyuinlulssima
ny Usznoudne 1) flasansiinelivinistosnslasmsiuduledmensdulneinnuyniuuasduen
wardienusslafiagndumnlduinmsdiaemstusiunuitluadsteludususuu 2) flasansiiagld
vinsaemstuiunusilutssimdlne dla aznduanlduinmsdransnsdudunusimnadailidums
uaz 3) flasansiineliuimsanensdudunuiilulssmdlng avvendefsanuduenlunislduing
pghautiusuIzndUNlEUIMITaemstusunusinadsiiiuni

wan1sfnwi uandliiiufsseduanudnfvesilagarsseasnisduduyuailussmnelne
Fenuilpemuudglasansianusnfluseauann lnsamgluduiiiedestunnudidafivendunld
U339 wagmsuendeivnduATeIUINsluLYBITIA LAY ALAEAINALTY KaMIANWEaTiou
famnudfyreanisadiannuduiusiadugndriulssaun1salfifuazanudualunislduinng
Geannsailugnmasnfuaznisuusdildtudduld 1) mnadslafiagndunnlduinisd: nsiiglasans
felaay ﬂa“Ull’ﬂflj‘Uiﬂ’ﬁﬁ’W‘EJﬂ’]i‘Uum‘LWlum’WlﬂﬂiQ‘VIL@‘LW]’N memmmmwmm’mm’quwala
Tuvszaunsainslduinig nansfnwnilaenndesfusuideres Chen & Tsai Genudn aufienels
wazaruazanauiglunmsliuinisinadeaudilafiagnduanlduinis Tnsnisaiaszaunisaiia
Mnnmsliuimsiiduauasiinunmazdiefinlonalumsinwigiugniuasiiinsefuausnalidu
aem30u 2) msuenseianuANAT namsAnwInuIY lasansiaeldusnisaenistusduyusiily
Usaalveduwiliuiiasuendefnnuduailumslduims Aslasioufmuddyuesnmsadanusing
Tuszazerminunisliusnnsfimileanuaianune (Chen, C. F. & Tsai, D. H., 2020) daduiladodday
Tumsasreduuzihangnludaidu msvenderduiniesiensnmsnaniinsands Tnstanglugsia
fifinnsudeduge wu anensTudumuei Fsflasansiinazdadulennduurinagdinnnglduinseis
way 3) mnugniutuuing flasansiiaslduimsdetnslasasinuivlsdaenstulneuardni
drnyniuduiing uandifiudsansenuresmsiitesmamssminefiazmnuazditems mslitesma
ooulaiflunsdotnslasanstisfinmuasmnaunenarainesnugmiuiugnén (Kim, M. & Lee, C, 2018)
Fsannndoaiuauiduves Bai, B. et al. Anudn desmsnsmiteesulatiagnsiivszaumsaliiagein
wazsIIaunsadaasenuinivesgnd Tnstanizlunainanenisdudunusndiglnoansainn s
Usgdnd mwLLavmmavmﬂiumi%ammi (Bai, B. et al., 2022)

anunsaaguliin aemstudunusinlusemedlneanansaairsanusnianglasansldtiumsueu
Uszaunsaifiauazauan Seliifiondnsliuinisia widirulufsemsmsdmineiiazanauieuay
nsaseauduiusiemuutugnéEunmsuendewas mandualduinise

auNAgiudl 1 winnssunmsuinsiidvnaauandenunimuinisdidnnsedndvosanenisdu
Funuslulszimelng
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NANTSANUT NI NMTUREUD WIBNTTUUSNT NRBUEUBIAIILADINISHATES MANNFZAINAUNEY

o

uilagans Wudaduddnlunsenseiuamnmuinisdidnnsedindvesanenstusunuiilulssmalne
msltmaluladifeifiuuszansnmlunislviuing wu suuaesieeulad msliuimsatuiidendne
videmsliuinmsdmiuaseunid duuddutladeiveglidlaeasianlasuemazmnauiouazdu
snntu maiuilusludusazdiuan Ssfelunagnidiussansnmlunsisgagné esmnatenisiu
Funuandnnsudsduiigs uazilagasinazuesmanuduailunisiiums Fsaenadesiunuiteves
Zhou, X. et al. uanannil weluladilede Aflunumddalunisadrsszaunisalnisiiumsiinvu
TaetaelvgflasansanunsadnnisiFowing q esefiesinuanivlny feagioudauunlidumslduinms
soulaulunn q fuvestinuszaniu (Zhou, X. et al,, 2022)

sunRgud 2 aunmnsliinsdidnsetindidvnaBsuindornudnveslnsansanenisiy
Fumus

nansAnwILTug Bsnnud e msliusmsiislussansam uaz msilszuuiindouaue
Fadutedondnlumaaduairennusinivesdlneas msliudnsfiaunsonevausinudesnnsves
Alapanslaviuil 19y nsaesiiisinigy msdadusitussulat vienmsdansnisiiumasiiazainauie
wwrhliilasansiAnfinelavasdunliunduinlduinie nsuimsssuuifianundonlumsliuing
\Jusndadeiflavanslinnuddny Wewinanuliiaissvesszuuetsairennulsifiswolauayils
Hlasanstienudnlisulalunmsliuimsluadsily Ssaenndesivanuideves Santos, J. & Fernandes, J.
Kucukusta, D. et al. inanainnsfianududiuda Wlsdsnsnareaiudnienaasiisidesiudnvas
yosanansiuduyus deglasansenalimanisnisliuinsfiwiunnududiusinnin iosinate
mstudunuainiuinissE s iivssndauazdun mslianuddyiunnasnssuasanuagnin
Tunmsiunsonddynitnnududuslumemuesilnsarsnguil (Santos, J. & Femandes, ., 2020)
(Kucukusta, D. et al. , 2020)

ajUuazdaiauauue

MNnuansIsenuIn flasansanenisudunueiludsemelnefissfuanuAniudenunimn
yesUIMsBidnnsednduazanudnd eglusziuunniian lnefitadoddgiidmaideuindonnuing
lown Uszaunsalflagans winnssunsusnis waen1ssuinanmuinisdidnnsednd aenisduaast
ARy AumsiaL seuundudalusf@ (Self Checkdn System) seuuanaiuiisduyarauuei osdy
(In-flight Entertainment) uag 13nsuaviuen (Chatbot Service) Wasaniduuimsiitiefisansazninauie
waradUszaunsaiiinunglasarsesauiatauenand mafauuianssunisuinsiineulandgdnu
ANUALATATATAINAUIY (U uiAnavieadien Msuinnssasu-deauiudy uazszuuuimsdnnig
fupounaifumadenuesiuiiefs wwtissnssdulszaumaniilasasliaonadastunginssunisly
welulagludinusedriuludiu anunseauvesssuy (System Availability) 6liusnismasiaaudeay
fueanaiiesvesiuled woundindunazszuundatuy eadunudesiuazanaulsifiemelaain
dymmamaia vusdsrfuasuszuduiusgaduresuimsiidey 1wy svuuidndudaludinio
wiianavieaiiien inutesnsseulatedseiio uileaiiansiuiuaziiunaainisuimsluyuuedves
AlGaE UoNNNEHANSITF MU USMIunaUsewam Wi szuuansilunti (Facial Recognition), UM%
Wi-Fi manags wazermsmudauuedestu Selildfumnudidyannguilaeansanenisusuu i
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Femsdaliifuuinisnasy (Optional Service) figlngansanuisaidond e uduldmuaudosnis
Tngaguuda wamsifedlidui aunmuinisdidnnseding (E-Service Quality) Wlutladuddniddvina
MoANUANAYDINLALANT (Passenger Loyalty) ﬁaﬁ?umamsﬁuﬁunuﬁmuﬂizLwﬂlmmﬂﬁmmﬁﬁm
Aumstaumeluladfdnanvgiunisairsuszaunisaiflasansifinudn ieadisanudsdums
nsudstulugnaivnssunisiu detausuuy venenguiieg1dlvinseuaquainatediienglazniinig
midensarelUmsfiusunulasemaINaBTeINaNF 087 WU NauElnEasTIweR NauEeY
wIenguKlneanslugiiniamig 9 LWEﬂﬁlmauawamauuuumuqumﬂiimUﬂmwafmwmamnmﬁuu

1) Wisuisusgninsaenstuduyuiiuamenstuniflon msAnwieauandisves Jadeiifinasie
A muINsBldnnsetindseninamenslufunusiiuaenistuluy Full-service Ssagdagliidnla
aumanianazdnvrrealasasudarnguldfis iy 2) AnvudedndungAnssudlaasuas
weluladineulandianzngy nuddesely awnsaiufnwinginssuglasansilinaluladiams
Mobile App, Chatbot %38 Self-service kiosk Iilnanaanuiiswelanazanuinfognglsluszaudaian
3) Anwwansznuvesnsiasunlasmanaluladlusseren WesnngAnssunsiduiniseeulad
fnswasuulasednsinigs msiimsiaaamaluszezen (Longitudinal Study) teguualiiunissensy
wialulaglul o 1w Al, biometrics #3035z UUSRLULRAILDUAA

LONE1T919D4

U3 viemiaeulng $adn (uvnwu). (2566). Senuaaausesil 2566, Senldifle 28 wwey 2568
910 https://shorturl.asia/palx5

Airports of Thailand Public Company Limited (AOT). (2018). Annual Report 2018. Retrieved April
28, 2025, from https://investor.airportthai.co.th/ar.ntml

Bai, B. et al. (2022). The impact of fulfillment on passenger satisfaction in the airline industry.
Journal of Hospitality and Tourism Research, 46(3), 542-560.

Berk, R. A. (1984). A guide to criterion-referenced test construction. Baltimore: The Johns Hopkins
University Press.

Chen, C. F. & Tsai, D. H. (2020). The effects of service quality on customer satisfaction and loyalty
in the airline industry. Journal of Air Transport Management, 85(2020), 12-19.

Chung, Y. (2020). The influence of family-friendly services on airline customer retention. Journal
of Hospitality and Tourism Insights, 3(2), 221-238.

George, D. & Mallery, P. (2003). SPSS for Windows step by step: A simple guide and reference. (4th ed.).
New York: Allyn & Bacon.

Hong, W. & Kim, H. (2019). Privacy concerns and customer trust in airline services. International
Journal of Information Management, 45(2019), 56-67.

International Air Transport Association (IATA). (2023). Annual Safety Report 2023. Retrieved April
28, 2025, from https://www.iata.org/en/publications/safety-report/

International Civil Aviation Organization (ICAQ). (2023). Annual Safety Report 2023. Retrieved April
28, 2025, from https://shorturl.asia/UjHdq



}
§

LY

308 | Vol.12 No.10 (October 2025) U 12 atuil 10 (Ranau 2568)%'\
!

Khan, M. et al. (2019). Online booking systems and passenger satisfaction in low-cost airlines.
Journal of Air Transport Management, 75(2019), 55-62.

Kim, M. & Lee, C. (2018). Mobile service quality and its influence on user satisfaction in the airline
industry. International Journal of Tourism Sciences, 18(3), 144-157.

Kucukusta, D. et al. (2020). Privacy and service quality in low-cost carriers: What matters to consumers.
Journal of Travel and Tourism Marketing, 37(1), 55-70.

Lee, S. et al. (2020). Prevalent insomnia concerns among direct-care workers JAG. Journal of
Applied Gerontology, 41(1), 1-11.

Nunnally, J. C. (1978). Psychometric theory. (2nd.). New York: McGraw-Hill.

Santos, J. & Fernandes, J. (2020). The influence of service quality on loyalty in the low-cost airline
industry. Journal of Marketing Management, 21(6), 99-112.

Suhartanto, D. et al. (2018). Understanding customer loyalty in the airline industry: The role of
price fairness, frequent flyer programs and in-flicht service. Tourism Management Perspectives,
28(2018), 102-109.

Tsafarakis, S. et al. (2018). A multiple criteria approach for airline passenger satisfaction measurement
and service quality improvement. Journal of Air Transport Management, 68, 61-75. https://
doi.org/10.1016/j.jairtraman.2017.09.010

Yamane, T. (1973). Statistics: An Introductory Analysis. (3rd ed.). New York: Harper and Row Publications.

Yoon, J. & Kim, J. (2021). The role of technology in low-cost airline customer satisfaction. Journal
of Air Transport Management, 78(2021), 1-10.

Zhou, X. et al. (2022). Pricing strategies in low-cost carriers: The impact of promotions and discounts

on customer loyalty. Journal of Marketing Research, 29(4), 456-470.



