NIINANNANAVDY éﬁﬂﬂaﬁé’m%'uqsﬁamﬂnﬁﬁu

nsoinn@as dne’, Tludan lualediny 3@
UNANLd

wlm'luﬁﬁnmﬁ%ﬁ"ﬁ%f@mwn”nﬁmaapj’[@ﬂmsﬁm%’ugiﬁamﬂmiﬁu 198137V AATIER
L RIATZAIWIS AT 8 I@mLauaﬂaﬁ‘y‘*’ﬁr’s”@mmﬁnﬁmaagnﬁﬂﬁlﬁmwLﬁmﬁaaﬁugsﬁamsﬁﬂu
ﬂﬁ]ﬁ;ﬁuﬁmﬁ'ﬂul,mmvlﬂ TagnanieTasaifaninadomsaaaulauazenudunninuww lduvassonis
fuludagtn amnnsfnswuh MmylawuumIkaanauszniiauaduazngdnssusaunsnldiaany
n”nﬁmaag"’[@ﬂmiawmiﬁuvlﬁ fivanua 3 du Ao NABAALAZWNOANITUABNITLININAWLALN
mMsusSmMILwizain uazuSnswasfisain

Wik HITppatanauwzdn guinisdisuIinisgndrduiusvasmensdualminnamids g
LﬁﬂW”@Nmmﬂﬁu%m‘saﬂwmamqunn@‘ﬁu I@mL“ﬁiulv\”mwﬁﬂﬂ”ﬁglumsu%miaﬂﬁﬂL‘flwiai"nmn‘i‘fu
TagtanzluauwmIssasunmsene Lﬁalﬁaa@ﬂﬁaaﬁqu@niwLLazﬁ'ﬂuﬂamaaa"’[mmimnﬁqﬂ

adan: mylaanunndvesgnal, sunsiu, glassns

A wa ' & o o
%agmmmauwmw: NIWANGI ANAN
E-mail: Pornpaktra.sak@sru.ac.th

(Received: January 10, 2018; Revised: July 24, 2018; Accepted: October 29, 2019)

I dgsenaanansd Inendswnmdnisvanien amIneaunsagns) i E-mail: Pornpaktra.sak@sru.ac.th
2 {FumananTd 93, AEINgINIIINMI WM INENAETTAJUATNTINY E-mail:Chotima_y@hotmail.com



a o ad o o
213815INYINTIANTT TN 7 iU 1 (2563)
Journal of Management Sciences, Vol.7 (1) (2020)
mMyinanuinfzasdlasarsdmsugsnoangnisin

Measuring Customer Loyalty for Airline Business

Pornapaktra Sakdaar', Chotima Chaiwongkeat®

Abstract

This article aims to propose factors measuring airline business customer loyalty. Prevalent
previous research papers were systematically studied, analyzed and synthesized. From offering
customer loyalty factors that are relevant to today's changing aviation business and by discussing factors
that influence decisions and relationships with current airline trends the study found that a combination
of attitude and behavior can be used to measure loyalty of airline passengers in 3 aspects: pre-flight
service factor, in-flight service factors and post-flight service factor.

The researcher suggests that Airline Customer Service Executives should find various
measures in order to develop a comprehensive service. Focusing on customer service is more
important, especially in the field of sales promotion in order to be in the most accordance with the

behavior and attitude of the passengers.
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