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AWARENESS AND PERCEPTION RELATED TO AIRLINE SERVICE SAFETY
INFLUENCING DECISION MAKING OF USING AIRLINE SERVICES:
A CASE OF THAI AIRWAYS INTERNATIONAL PUBLIC COMPANY LIMITED
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Abstract

This research aimed at 1) studying demographic characteristics, factors related to
customers’ awareness and perception on airline service safety and decision making of using
Thai airline services, 2) comparing customers’ awareness and perception on airline service
safety and customers’ decision making of using Thai airline services categorized by
demographic characteristics, and 3) studying the influence of awareness and perception on
airline service safety on customers’ decision making of using Thai airline services. The samples
in this research were of 380 customers, who used the Thai Airway service, living in Bangkok
and metropolitan area. Data collection employed the survey questionnaires with convenience
sampling method. Data analysis was based on descriptive statistics including frequency,
percentage, mean and standard deviation; and inferential statistics including independent
sample t-test, One-way ANOVA, multiple linear regression with all enter method at the
significant level of .05.

The results indicated that the customer with different marital status, education level,
monthly income and travel type has different awareness and perception on airline service
safety. In the meantime, the customer with different marital status, education level and
monthly income has different decision making of using Thai airline services. In addition,
awareness and perception on airline service safety in terms of on-board service has an
influence on customers’ decision making of using Thai airline services at the statistically

significant level as of 0.05.

Keywords: Awareness and Perception, Service Safety, Thai Airways International Company,
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namMTIATzsideyatiennsaUsINAgIY
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