24 MIATHIAUNAIUAENS Journal of Social Science Development | 165

UNANNITY

N15ATISHAMNINUINTENENITTUAUYUAIAIEAMAN YZ

Ya4LluuINaIa1lu’
SERVICE QUALITY ANALYSIS OF LOW COST AIRLINES
USING KANO MODEL ATTRIBUTES

Anany Uszassae’, Syay¥ad Az, 25un’ UasTaus

Supalerk Prawanna’, Thanyarat Khamproh, Warantri Plangwattana
nangasnsdnn1savntngin dardunistuwaliou njunwamiuas Usemelne
Master of Management Program, Civil Aviation Training Center, Bangkok, Thailand

"Corresponding author E-mail: supalerk.t@hotmail.com

UNANED

ndendsiliiumidadasiinu Hiusvasdfiolinsziannmnisliuinisdenudnus
yosuuUTraesnly wazlaueuuIMIMsEUIAuAmNNsHUSMsYesa s stusunumeluUssmea
Ine \ususdeyafmenuuasuay muazmnanglduinsamensdusiunumegnsnsduiuves
AouAsU ld1mau 393 Au Tieszviveyamenuudtasinlu lngldainnud fosaznanisidonuin
A mnsuimslasuenmunadnuny il 1) audnuusiuulifiier 14 aadnve WWud Wil
nsuimsesaiiendu Wnihflarenstudila uazneudnmesgnanldegansuiu arensdu
annsoquaduniszveslagansididueged arensuliuinmadsrduivaende Tneiduluaiy
wmsguaina Huledvasasnisuiideyadifisane aronistuiiduneuiiinedonisaeaiioatuniiu
Fulwd anenstuanansaliuinsidnsanan mmdnvalvesansnisduiianuindede Whmhiidaug
anuanansalumsufifnuetsdiontdn Wwihiawsoduilefuaniunisaiflinafnldd Wi
Tusmsmeauannsielagans n1snevausswazui lilymueslavanslegaiuniei msdanis
S esfeusuisadumsliuinisvesaenisiu uazidminivuied esdududliaugloimnde
2) Aaidnwaziliunning 6 audnuae tun Wmihfiaulaglasasdunoyana TaAuInsiang
aumnauna 1anaienduia Werdudliuinademe duneduiivainvats vinsemnsuas
wsmuuuutssuldumiionty falu Fnstilfaensuaunsoutsiulunaaldlnedaweuanudii

o = <

wolaguihludmnudnauaznisdenliusnisegwaiiodluouian

ANEARY: AMNINUINTS, angn1sTUAUNUA, Wuudtaesaly

"Received 3 February 2025; Revised 27 February 2025; Accepted 28 February 2025



9

sl J o SO
166 | Vol.8 No.2 (February 2025) U 8 aUUN 2 (MUANUS 2568) S

Abstract

This research is a quantitative study with the objective of analyzing service quality based
on the Kano model attributes and proposing strategies to improve the service quality of low-cost
airlines within Thailand. The data collection was carried out using a questionnaire with
convenience sampling, targeting passengers of low-cost airlines, and a total of 393 respondents
were selected based on Cochran’s formula. The collected data was then analyzed using the Kano
model, with percentage frequency values being calculated. The findings of the research indicated
that the service quality of low-cost airlines could be categorized according to specific attributes.
The first category of attributes identified were one-dimensional attributes, consisting of 14
characteristics. These characteristics include airline staff providing equal service to passengers,
ensuring that airline staff understand customer inquiries and offer complete responses, ensuring
proper handling of passenger baggage, providing safe flights that comply with international safety
standards, offering sufficient information on the airline’s website, having a user-friendly flight
booking process on the airline’s website, ensuring that flights are punctual, maintaining a reliable
image for the airline, having staff with professional knowledge and skills, staff effectively managing
unexpected situations, providing polite service to passengers, offering timely responses and
resolutions to passenger issues, handling service complaints efficiently, and ensuring that flight
attendants are willing to assist passengers when necessary. The second category consists of
indifferent attributes, consisting of 6 characteristics. These attributes are staff providing
personalized attention to passengers, offering reasonable service prices, providing favorable flight
schedules, ensuring sufficient flisht availability, offering a variety of flight routes, and offering paid
food and beverage services onboard flights. The results of this study suggest that enhancing these
specific attributes will help low-cost airlines remain competitive in the market. By improving
service quality, airlines can achieve higher levels of customer satisfaction, which will ultimately
lead to greater customer loyalty and continued patronage in the future.

Keywords: Service Quality, Low-cost Airlines, Kano Model
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