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ABSTRACT

The purposes of this research were: 1) to study the marketing factors which influenced passengers’
decision making on the selection of the international airlines at Suvarnabhumi International Airport and 2) to
examine passengers’ decision making process on the airline selection at Suvarnabhumi International Airport. The
samples of the study were 400 passengers of the top 5 airlines by passenger numbers in 2009 at Suvarnabhumi
International Airport gained by using accidental sampling. The size of the samples was determined by using the
calculation formula of Taro Yamane at the 95% confidence level and the error of 5%. The tool used to collect
data was a set of questionnaires. Statistics used for data analysis were frequency, percentage, mean and standard

deviation.
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The research results revealed that the majority of passengers who selected the international airlines at
Suvarnabhumi International Airport were females, aged under 30 years, getting married, holding a bachelor’s
degree, working as government officials or state enterprise employees, and earning an average income of more
than 50,001 baht per month. There were 7 marketing factors which had an effect on the passengers’ decision
making on the selection of the international airlines at Suvarnabhumi International Airport. For the marketing
factors which had an effect on the passengers’ decision making on the selection of the international airlines, the
passengers who decided to choose the services of the international airlines at Suvarnabhumi International Airport
placed the highest importance on the staff that provided services and placed the second highest importance on
the product. When considering each aspect of each factor, it was found that, in terms of the staff who provided
services, they placed the highest importance on whether the staffs were willing to be attentive to passengers. In
terms of the product, the passengers placed the highest importance on whether fligsht departures and arrivals
were on time as scheduled. The hypothesis testing showed that the passengers with different gender, age, marital
status, education, occupation, and monthly income did not have different factors which influenced the decision
making on the selection of the international airlines. There were 5 decision making stages in the selection on
services of the international airlines. When considering each stage, it was found that, in terms of the after
purchase evaluation stage, the passengers placed the highest importance on the overall satisfaction with the
services of the airlines. In terms of the purchase stage, they placed the equally highest importance on2 aspects:

affordable airfares and convenient ticket purchase.

Keyword: Passenger’s Decision making
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