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Abstract

Nowadays, there are a number of studies examining airline service quality in various
models. However, there should be a further study to examine this issue for a better understanding
about it. This research’s objectives, therefore, are to 1) explore past studies in regard to airline
service quality in relation to Thailand and international contexts; and 2) to analyze the airline
service quality indictors from past studies in order to obtain the in-depth knowledge and better
understanding of such issues. This research collected the data from online databases and
employed content and descriptive analyses (frequency and percentage) to analyze the data.

Based on the study, it was found that most Thai studies employed SERVQUAL model as
the main model to measure airline service quality while international studies used both SERVQUAL
and other models to measure airline service quality. However, the in-depth analysis revealed that
other models being employed had the major components or indicators developed from the
SERVQUAL. According to the findings, international researchers added or modified certain
components or indicators which were important to the airline business in order to obtain an
appropriate measurement for the airline service quality. The knowledge from this research will be
beneficial to the academic community and airline business.

Keywords: service quality; indicators; airline business; SERVQUAL
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AE0A, 2562: 64-73; inBai wauiu wavAne, 2564: 118-127)

nislutladeiivisduaiudnenmussUsznaunisssfsaenisdulunsustuilagdu Ao nns
Tudnmsiiaanim TaglduuAnluFesnaunimnnsuinis wde service quality (Sangpikul, 2021: 1-12)
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35a111uUN15398 (Research methods)
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uATeildednwfidtnnmninnisuinislugsfiaaisnisdu (airline service quality) Tne
Wisuiflsuniddeiidnunlundunussmalnedusissema el neinumileulazaauunneiiewes
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Nan157398 (Research results)
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PAMUNINNITUINITVBITINIEENTUU

UILANIIUITY FIUIUNUIY
iR lusunlszmalng 21 (43%)
NTeRiFnwluUunAUsTIme 28 (57%)
U 49 (100%)

1NANTIN 1 WUd1 NATENANYITIT IR INNITUSNSYesIhvanen s Tulunwsy

19198U 49 1599 nanuadunuidendnuluusunysewmalnesiuiu 21 1509 Asvdusavay 43 wag
MITeRANwlusUsEmMAI WY 28 1509 Andusesay 57

= ° awv o - 1%
19199 2 LERIIUIUUIRY QWLLUﬂWWNI@JL@@VIUi%QﬂGﬂ%

o STl | sruaunudseildluna 593
UILLNANIUIY - o
Tuwma SERVQUAL au Qunanaulalg) (49)
NAeREnYluUSUNUsTWAlng 19 (96%) 1 (4%) 21 (100%)
RN luusUNsIUsEINA 20 (72%) 8 (28%) 28 (100%)
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dnefinnniauideiidnuludssmalne SeiidiTeerlstheiunnmsiuoonivasinauslumsed 3

[
[y Y [

MITIM 3 WARINITIATIRNWIIENAN WA InAMNINNITUTNISVRIEINEEN s TusluUSUNUseine
InewazsnsUszme

e Uszinnvasanensiuiifne | fadiaamuaimnnsuinnsiivnanld
1. gmSad wanws vl Low-cost airlines reliability, assurance, empathy,
(2561: 125-154) responsiveness, tangible

(luwma SERVQUAL)

2. ?jmaa q@gmﬂaﬂﬂsaj Full-service airlines & low- reliability, assurance, empathy,
(2559: 186-195) cost airlines responsiveness, tangible
3. inBaN wauldy warAu Full-service airlines employees, tangible,
(2564: 118-127) responsiveness, reliability, flight

patterns, availability, empathy
(luma SERVQUAL)

4. Choua et al. Full-service airlines reliability, assurance, empathy,

(2012: 117-128) responsiveness, tangible, flight
patterns (luipasnuuag)

5. Hussain, Nasser, & Hussain | Full-service airlines reliability, responsiveness,

(2015: 167-175) assurance, tangible, security &
safety, communication (luiaa
fnLkuag)

6. Namukasa (2013: 520-532) Full-service airlines reliability, responsiveness,

tangible, courtesy, language
skills, timeliness
Qapannudad)
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AR Uszinnvasanensiufifnw | fadiaamuaimnnsuinnsiivnanld
7. Wu & Cheng, C. Full-service airlines interaction quality, physical
(2013: 13-22) environment quality, outcome
quality, access quality (Imma?iu)
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(including timeliness) Toya
-ANUATIHBLIAN

-M3nwdyitugnan

2. Empathy -anudilagnAr/ananiulagnd -
-m3guatenlaldanen

3. Assurance -ANUALDA -
(including security & safety) | -A381U1587 ANODULDUVDINTINIY
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W9

-ANUanAst

4. Responsiveness —m'ﬁmauauamaqﬂﬁ’l -

-MsAUININTINGT
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5. Tangible AUIAABUYIIAEAIN -
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-AUUUIUSIIU

-9UNI0l/AAT0930/A981UIAUATAIN

6. Flight patterns -5 duINz Al -
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medt 4 SeldReodunmfiolinsun Fi¥aursifusiasgnisdelsimioululuna SERVQUAL us
AudnuarresnmnmnITUInsildTaduiinuadoadetuluina SERVQUAL 1u #iiade 9
interaction quality M%@ﬁ?%jfﬂsﬁa 10 physical environment quality Hudu
2Aius18NaN13338 (Research discussion)

wgradiinderarnlnsuazissemeldiag inamninmsuinislugsinansnsduiiuanes
fuluthe enavenenulédn suiteuiniesenalddifuuuuresluina SERVOUAL Havaalunisia
AuANNsUINMslugsAsaenslu Faflidneunisisenugasjsvanevesiise egradu gm¥md
WA ImMNal (2561: 125-154) uag an19m Uayay1aensal (2559: 186-195) Tdlama SERVQUAL Tunismn
fmouiitnisermualy luvasiinuidoursdesersldduna SERVQUAL ursdruniodulng uasld
fiTnddusaudefiomdineunisitefiunniseenty wieiledsudiuamniwnisuinislugsinany
miﬁ‘uiﬁﬁmmLawmmzmLLazmmmmzauﬁ’ué’ﬂwm:ﬁﬁuaqmw%mﬂuqiﬁﬁ]mEJm'iﬁumm@'asﬁu
9¢1949U Choua et al. (2012: 117-128) wag Hussain et al. (2015: 167-175) inguaa19:duins1gin
l3ia SERVQUAL ﬂﬂgﬂﬁﬂ"?émmssmmzi’umm%msaﬁﬁmméaumaﬂmLmaﬁ Wy UNIINSUIILINTal
Tawaa SERVQUAL gnitaundsusdusniuainnisléinamninnisuinisvesssfadiunisduuay
n13deans (finance and telecom munition services) @laflgnsuinisuuulugmamnssunsvieaiiod
wudsenfelunsuazaiussudeulunisdeusugnan Wsefisundn hospitality services (Olorunniwo,
Hsu, & Udo, 2003: 57-72) Fati mﬁm@mmwmiu%mﬁahjm%mﬁauﬁuﬁwm 57189 UNIWINS
U19v1A9150i31 Taea SERVQUAL 91amnmianizianyas (specific measurements) flagldfugsiadiu
mMsvieaisanaznslsausy e1evilillannsaiaquainnsuinslugsiamvieniioldegnamnzay
wIoATUIIUaNYTal (Wu & Ko, 2013: 218-244) é’wm@wammﬂf 399199 AN LAY TLLNATIUIY
wnlddpudasiadianmuamnsuinislugsieasnisdulunaisdnuae Tnsenauiududdfnilaiily
Tumadaiy (SERVQUAL) a1 flight pattern, outcome quality %50 access quality Hugu iieliinide
aunsodmaunsiteldnaiidmualy

2eAr1U3Tl#91nNn533e (Research knowledge)

1. eddeililfdlaamefitnifesnneuassmmsUssmadouldluna SERVOUAL Tums
Uszilupunmnnsuinslugsieanenistu ilesnnifulumaiifiusslov wazaninsauszndldliosis
N9 elugnaIMnIsNNITUING ﬁmﬁgﬂqiﬁamamsﬁu
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tnifeernhesdniuianauifeluafidludnviiufnlunuidodatmaiiovesed
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