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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.

Keywords: Customer Loyalty; Airline Business; Passenger
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The Effect of Customer Relationship Management and Corporate Image Toward

Customer Loyalty Commercial Bank Customers Muang District, Surat Thani Province
Yanutchara Decha', Siyathorn Nakphin?, Puangpen Churintr®

Abstract

This research aimed to study the customer relationship management level, the corporate
image level, the customer loyalty level, and the customer relationship management. The corporate
image affects customer loyalty of Commercial Bank in Muang district, Surat Thani province. The
population of this research were customers who applied to the services of Commercial Bank in Muang
District, Surat Thani Province. The 392 samples were calculated by the W.G. Cochran. The
questionnaire was used as a tool. Customer relationship management was at a reliability coefficient of
0.95 while the corporate image and loyalty of the customer was at the reliability coefficient of 0.93. The
data were analyzed, using frequency, percentage, mean, standard deviation, and Multiple Regression
Analysis.

The results showed customer relationship management was an important tool to satisfy the
customers to keep and develop the relationship with the customers at a high level until loyalty to the
bank became for a long term and it also will presently create the advantages of competitive business of
the bank. Therefore, the organization must effectively develop the customer relationship management
and be able to respond to customer requirements that are always changing; then it might affect the
good-corporate image for customers who will return to buy products repeatedly. So it can increase

opportunities to buy across product lines, services, word of mouth and Immunity to attract competitors.
Keywords: Customer Relationship Management; Corporate Image; Customers Loyalty
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Consumer’s Behavior in Pesticide — Free Vegetables and Produce Consumption

in Suratthani Province

Kannikar Kongwarin', Jintanee Roosae®

Abstract

This research aimed to study: 1) behavior among consumers of Pesticide—Free Vegetables and
Produce in Surat Thani Province; 2) psychological factors of consumers’ behavior in Pesticide—Free
Vegetables and Produce in Surat Thani Province; 3) marketing mix factors of consumers’ behavior in
Pesticide—Free Vegetables and Produce in Surat Thani Province and ;4) relationship between socio-
demographic factors, psychological factors and marketing mix factors. The questionnaire was used as a
tool for collecting data. The samples were composed of 415 individuals. The results were analyzed with
descriptive statistics (percentage, mean, standard deviation) and inferential statistics (Chi-Square) with
statistical significance at 0.05.

The results show that the most respondents were female, married, aged 31-40 years old, and
earned a bachelor’s degree, business owners with an income of more than 21,001 baht per month, and
without children in the household. The demographic factors (sex age income education marriage status
and Occupation) were found to be highly correlated to consumer’s behavior in buying Pesticide—Free
Vegetables and Produce in Surat Thani Province with statistical significance at 0.05. Pesticide—Free
Vegetables and Produce were more often bought by females than males. On the other hand, the
number of children in the household had no influence. For psychological factors, the respondents had a
high level of Awareness, motives and attitude, and most showed consent with consuming pesticide—free
vegetables and produce. In summary, the consumers’ behavior was correlated to psychological factors
significantly at the 0.05 level. marketing mix factors were found at high level and, correlated to
consumer’s behavior in consuming Pesticide—Free Vegetables and produce in Surat Thani Province

statistically significant at the 0.05 level.

Keywords: Pesticide free; Pesticide safe; Hydroponics; Consumer’s Behavior; Marketing Mix
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Marketing Mix Factors Influencing Consumer Behavior Of Fruit Juice “Doi Kham”

In Bangkok
Porntip Pengnoo’, Poramate Asawaruangpipop?, Opal Suwunnamek®
Abstract

This research aimed to (1) study consumers' buying behavior on frequency, quantity, and Doi
Kham ready-to-drink fruit juice buying expense classified by personal factors and (2) to study importance
levels of marketing mix factors influencing consumer behavior of Doi Kham ready-to-drink fruit juice in
Bangkok. The studied samples were 400 respondents, who drank Doi Kham ready-to-drink fruit juice in
Bangkok. Multi-stage Sampling was used to select the samples. The tool used to collect data was
questionnaire, statistical records used in assumption testing and primary data analysis are percentage,
mean, and deviation. Inferential Statistics t-test and One-Way ANOVA and Multiple regression Analysis
were applied with statistical significance at the level of 0.05.

From this research, it was found that, (1) age had a significant difference on buying quantity;
(2) occupation had a significant difference on buying frequency, quantity, and expense; (3) importance
levels of marketing mix factors on Product factor and Promotion factor influenced consumer behavior of
Doi Kham ready-to-drink fruit juice on frequency; (4) importance levels of marketing mix factors on Place
factor influenced consumer behavior of Doi Kham ready-to-drink fruit juice on buying quantity; (5)
importance levels of marketing mix factors on Promotion factor influenced consumer behavior of Doi

Kham ready-to-drink fruit juice on buying expense.

Keywords: Fruit Juice; Consumer Behavior; Doi Kham
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The Relationship between Happiness and Work Performance of Production Operators

of Suretex Company Limited

Supit Ritkaew', Somnuk Aujirapongpan? , Utain Pattanapradit®, Jaturon Jutidharabongse*

Abstract

The purpose of this research was to study: 1) the comparison between happiness in workplace
and personal factors; 2) the comparison between happiness in workplace and working environment
factors; 3) the relationship between motivation factors in overall performance and happiness in the
workplace and 4) the relationship between happiness in the workplace and performance of production
operators of Suretex Company Limited. The researcher focused on a sample of 180 Thai employees of
Suretex Company Limited employees who worked for at least 1 year by using a simple sampling method
using data collection and analysis tools. Data using basic statistics are frequency, Chi-Square values.

The result showed: 1) Personal factors with different sex, age, marital status, number of family
members, and average income per month were found to have different happiness; 2) Working
environment factors with different number of overtime hours, leadership styles of supervisors, weather
conditions, lighting levels, and working machinery were found to have different happiness; 3) The
relationship between motivation factors in overall performance and happiness factors showed that the
motivation factors in overall performance no relationship to happiness, such as dimension 1 Happy
Body, 3 Happy Heart, 4 Happy Soul and 7 Happy Brain. In contrast, motivational factors in overall
performance was positively related to the happiness at lowest level in dimension 2 Happy Relax, 5
Happy Family, 6 Happy Society, 8 Happy Money and it was positively related to the happiness at low
level in dimension 9 Happy work-life, with the statistical significant level at 0.05. and 4) The work
performance was positively related to the happiness in the dimension 3, 4 and 5 Happy Family, with the

statistically significant level at 0.05.
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The Relationship Between Organizational Citizenship Behavior And Quality of Work

Life of Employees Narcotics Control Office Region 8 Suratthani Provice
Suwanan Chaikun', Anutida Promkaew?, Tanayu Puwitthayathorn®
Abstract

The objectives of this research were to study organizational citizenship behavior to study quality
of work life balance and the relationship between organizational citizenship behavior and quality of work
life balance of employees of the narcotics control office region 8. Data were collected from a population
of 70 people. The overall reliability coefficient was 0.964. The data were analyzed by using frequency,
percentage, mean, standard deviation, and Pearson Product Moment Correlation Coefficient.

The results showed overall organizational citizenship behavior and overall quality of work life
balance were at a high level. The overall relationship between organizational citizenship behavior and
quality of work life balance of employees of the narcotics control office region 8 was a positive

relationship at a high level.
Keywords: Organizational Citizenship Behavior; Quality of Work Life; Narcotics Control Office Region 8
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A Study and Development of Forecasting Model for The Suitability Characteristics on

The Applying Major Selection by Using Data Mining Techniques

Samran Wanon ', Rojjana Muangsan *

Abstract

The purposes of this research were to: 1) study the model of qualification prediction on applying
major selected by using data mining techniques; 2) compare the performance of the appropriate feature
model on applying major selected subjects and; 3) develop the forecasting information system of new
students to enroll in courses. The data of this study was from the student recruitment data of
Chaiyaphum Rajabhat University. The researcher had used WEKA application for clustering as Simple
K-Mean technique. In addition, finding association rule as Apriori algorithm and evaluate suitability by
five experts, creating a model and evaluating forecasting model with the Decision Tree technique and
Random Forest technique. The highest performance forecasting result of the model was developed for
the information systems.

The results from the research found for all 6 clusters of the association rule it selected two
interesting association rules from each cluster. It was found that the overall suitability was at the highest
level. Performance model comparison was divided into 2 techniques; Decision Tree and Random Forest.
As a result, the highest accuracy is Random Forest at 74.67%. It is an acceptable prediction model and
applied to the development of the information systems for forecasting the number of new students and

promoting proactive of public relations policies.
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Economic Benefits of Community-Based Tourism’s Management:

A Case Study of Ban Bua, Muang District Phayao
Ariya Phaokrueng’, Akarapong Untong?, Piroonput Poonoi®
Abstract

This article aimed to evaluate the economic benefits of community-based tourism management
by applying qualitative research guidelines to collect and check the reliability and accuracy of data
obtained from the in-depth interviews with community leaders and stakeholders in activities related to
community-based tourism of Ban Bua community in Phayao Province. The content analysis was applied
to study the distribution of benefits, and the cost-benefit analysis was used to analyze economic
benefits. The results found that community-based tourism in Ban Bua community is managed by
decentralized management through the Learning Center. There was a committee to set service fees and
the allocation of occurring benefits. The benefits were divided through three sectors: learning center,
food group, and homestay group.

The result from the economic benefit estimation showed that the activities related to community-
based tourism in Ban Bua community earn about 1.5 million baht per year. The activity which created
the highest return was the food group while the homestay received the net present value of 0.77-1.87
hundred thousand Baht (depending on the investments). In addition, the return that each activity owner
receives consisted of gross profit and wage, which account for more than 60 percent of total revenue
(except Learning Center). However, the revenues as mentioned were direct effects that do not include
the indirect effects resulting from multipliers of visitor expense. The significant suggestions from this
study were relevant agencies should provide priority to the distribution of benefits and encourage
activities that have low investment and mainly use household labor. These findings were important
information for other communities interested in tourism development, to be used in planning for the

community to earn worthwhile returns and develop sustainable community-based tourism.

Keywords: Economic Benefits; Allocate Benefits; Community-Based Tourism; Ban Bua; Phayao
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An Economics Valuation of Recreational Benefits of Coral Reef at Mu Kho Ang Thong

National Park, Surat Thani Province

Manolee Sripaoraya Penpong ', Darin Rungklin®

Abstract

This research aimed to study tourism behavior, economic cost of tourism and valuation of
recreational benefits of Coral Reef at Mu Kho Ang Thong National Park, Surat Thani Province. The data
used in this study were data from interviews with Thai tourists using 400 sample questionnaires. The
statistics used for analysis were mean, standard deviation, percent, and regression analysis. Economic
evaluation of recreational used Incentive Travel and Corporate Meetings (ITCM)

The results showed that decision to visit Mu Kho Ang Thong National Park, Surat Thani found
that friends as the reason for their decision to travel was 31.80 percent. The main purpose of the trip
was to relax at 80.00 percent. The main incentive for this trip is that Mu Kho Ang Thong National Park in
Surat Thani Province has beautiful corals at 29.60 percent. The recreational activity was snorkeling at
24.30 percent. The total cost of travel was 16,901.70 baht, direct cost 13,928.65 baht and indirect cost
2,973.05 baht. The regression analysis showed that the number of tourists at Mu Kho Ang Thong
National Park affected the economic cost of the tour. There was an inverse relationship at the
significance level of 0.01. The value of recreational coral resources of tourists traveling is valued at
32,873,950.76 baht per year. Recreation value in research showed that Mu Kho Ang Thong National
Park created high economic and psychological value. Therefore, government agencies and people in all

sectors should pay special attention to preserving such areas in harmony with Thailand.

Keywords: Valuation; Recreation; Mu Kho Ang Thong; Tourists; Coral
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Recommendations for Authors

Journal of Management Science Suratthani Rajabhat University

Publication Purpose

1. To promote and develop management science in the form of academic articles and research
meting the quality requirements of the journal.

2. To promote the production of quality academic work in the field of management science.

3. For the benefit of bringing knowledge from academic articles and research for use in
teaching, research, and the development of the potential of teachers and students.

4. To be the channel for disseminating knowledge in management science.

Publication Period

Journal of Management Science SRU Journal of Management Sciences is a journal publishing
two issues per year, each issue consists of 6 to 10 articles, which are scheduled to be published as follows:

No. 1 January — June

Announcement for Articles from January 1 - 31 March

Published in June

2nd edition, July — December

Announcement for Articles from July 1 - September 30

Published by December
Articles in Management Science

Management Science consists of 8 disciplines: Business Administration (Marketing, General
Management, and Human resource management), Finance and Banking, Business Computing, Logistics
Management, Communication Arts, Department of Accounting, Economics and tourism management

Types of Articles to Select

Thai and English Articles, Research Articles, and Book Reviews.
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The Article will be Published in the Journal

1. The article proposed for publication must never have been published before and must not be
presented for publication in other journals.

2. The proposed article will be subject to editorial and expert review. The peer review involves at least
2 people. The article must be approved by a qualified person before publication.The results of the
editorial review are final.

3. The author must agree to abide by the terms of the Journal of Management Science Journal and the
author must allow the editorial staff to finalize the article before publication.

4. The Journal of Management Science will not accept articles if the article proponents do not meet the
conditions as set.

5. Articles published in the Journal of Management Science, Suratthani Rajabhat University must never
have been published or be in the process of being published. If editors found or the writer wants to
cancel the article. The authors will be responsible for the costs incurred by the Journal of Management
Science.

6. Referenced in the article should be no older than 10 years.

Copyright Protection and Copying

Copying text or content from another source without reference is a serious ethical violation and
a copyright violation under the Copyright Act 2537.If any litigation arises, the authors of the article are

solely responsible in law.
Article Composition

1. All articles must have in both Thai and English a title, all names of authors, an abstract, and
keywords.
2. All names of authors, E-mail address, and telephone number (footnote) in both Thai and English are
required.
3. If there are sources of research funding, articles should include footnotes in both Thai and English.
4. Abstracts (250 words or less) and 3 to 5 keywords in both Thai and English are required.
5. Content
5.1. Academic Articles

- Title in Thai and English

- Abstracts in Thai and English

- Keywords in Thai and English
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- Introduction

- Text

- Conclusion

- Reference

5.2 Research Articles

- Abstracts both Thai and English consist of introduction of research objectives, research
methodology, results of the study, and the importance of the article and should cover the topic in full
with no more than 250 words, with 3 to 5 words keywords.

- Introduction identifies the importance of the situation linked to research issues.

- Objective

- Literature review and conceptual framework and assumptionsand Hypothesis, if any.

- Research Methodology specify the population, sample size, scope, variables,data
collection, analysis, results.

- Results and discussion: display research results based on objectives and discussions
should compare research findings with other research related issues.

- Summary of findings and recommendations, conclusion of the research objectives,
linking research results to policy recommendations or suggestions to make use of the research results.

- Acknowledgments

- References (According to the journal format designated APA 6)

5.3 book reviews

- Title of the book in both Thai and English

- Author's name, full name in both Thai and English including the institution where the
author is affiliated with, as the footnote of the home page.

- Name of reviewer, name of organization, email, address

- Review of Content: the story is commented on and detailed in the review and presents
strangeness and weakness of the article, critical / rational criticism.

- Conclusion is a summary of all ideas that criticise and provide useful terms or

comments to the reader.

Preparation of Manuscript

1. The article has a length of not more than 25 pages on single page B5 paper with a spacing of 1.5 x
1.5 cm. Enter the number on the right-hand corner of every page, except for the first page.
2. Fonts using BrowalliaUPC font size 14, 1 cm spacing only

3. Equations using BrowalliaUPC Fonts 14
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4. The lines in each line are both left and right aligned beautifully.

Description Text Size Format Type
Title (Thai) 16 Align left Bold
Title (English) 16 Align left Bold
Author name 14 Align left Bold
Position,Organization,email (Footnote) 12 Align left Regular
Abstract 16 Align left Bold
Content of abstract 14 Align left Regular
Keywords 14 Align left Bold
Topics (not numbered) 14 Align left Bold
Subheading 14 Align left Bold
Content 14 Align left Regular
Reference 16 Align left Bold
Table name (listed on the table) 14 Align left Bold
Picture Name (listed below) 14 Align left Bold

Image Processing

1. All the characters in the picture must be large, readable and not less than the characters in the story.
2. All pictures must have combined numbers and captionsnot exceeding 2 lines.

3. The line must be black ink. The photos should be black and white and sharp. Pictures should be as
detailed as needed and for the sake of beauty, leave one line above the image and leave one line below

the caption.

Equation Writing

1. All equationsmust be numbered within parentheses and correct sort. The position of the equation
number must be on the right side of the column as in the example.

2. Leave one line above the equation and leave one line under the equation.

Charting and Scheduling

1. Characters in the table must be smaller than characters in content 14 font without a borderline.

2. All table numbers and captions should not exceed 2 lines in the caption above the table.
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3. Leave one line above the table caption and leave one line under the table.
4. Graphs and tables should be used in reports when data is correlated or a set of numbers is more

easily understood and systematic.

Document Reference

1. References in content to tell the source of the message use the naming-year reference method
include the author's name, year of publication, and page number of the document, e.g., Chan (2003: 51)
or (Chan Chan, 2003: 51) specify the author's last name or editor, BCE printed and page numbers e.g.
Powell (2003) or (Williams & Webb, 1994: 18-19).
2. References at the end of the article should be in alphabetical order. The APA 6 reference model is as
follows:
2.1 Journals and magazines
Format: Author's name. (Year of publication) Title, Journal, Year (Issue), Frist - Last page
Example:
Sudman, S. (1980). Improving the Quality of Shopping Center Sampling. Journal of Marketing Research,
61, 423-431.
2.2 Books
Format: Author's name. (Year of publication). Publisher: Publisher.
Example:
Philip Kotler. (2003). Marketing Management. New Jersey: Prentice Hall.
2.3 Seminar or Academic Seminar Report
Format:
Author's name. (Year of publication). Title of the document, including the name of the meeting, the date of
the place, the city: publication name.
Example:
Atan, R & Abdul Halim, N.A. (2011). Corporate Social Responsibility: The Perception of Muslim
Consumers. Proceeding of the 8th International Conference on Islamic Economics and Finance.
Doha, Qotar.
2.4 Articles from the newspaper
Format: Author's name. (Year of publication, month, date).
2.5 Thesis

Format: Author's name. (Year of publication). Thesis Title. Degree, Institute of Education.

Example:



a o ay o
2MIF13INYINTIANTT UN 7 20U 1 (2563)
Journal of Management Sciences, Vol.7 (1) (2020)

Recommendations for Authors

Gillett, J.C. (2011). Monetizing truck freight and the cost of delay for major truck routes in Georgia.
Master thesis, School of Civil and Environmental Engineering, Georgia Institute of Technology.
2.6 Electronic Media
Example:
Virginia Department of Transport (VDOT). (2005). Freight diversity and Forecast technical report: 1-81
Corridor improvement study. A tier one Draft Environmental Impact Statement (DEIS). Retrieved

August 05,2013. From http://www.virginiadot.org/projects/resources/Freight%20Final.pdf.
Article Submission

Authors must fill in a form for publication in the Journal of Management Science and attach it to

the original article.
Submit Articles for Publication

The article can be sent online by accessing the journal's website.
https://tci-thaijo.org/index.php/ms;j
If you have any questions or need more information please contact Miss Siritorn Kesornsit

Tel. 0 7791 3369 # 1313
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