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Abstract

This independent study aims to (1) compare satisfaction of Thai Lion Air passengers,
classified by personal factors, and (2) analyze service quality affecting passenger satisfaction
of Thai Lion Air flight of Nan Route.

This study was a survey research. The population was un-known passengers who had
used Thai Lion Air flights on route to Nan Province. The sample size was calculated for 400
people. The descriptive statistics used were frequency, percentage, mean, and standard
deviation. Inferential statistics include analysis of variance and multiple regression analysis.

The result of the study found that (1) passengers of different ages, occupations, and
average monthly incomes had difference in service satisfaction at statistically significance of
0.05 level. (2) Service quality in terms of reliability and confide in service replication, physical
appearance, confidence building and the aspect of kenning and understanding customers
affected passenger satisfaction at statistical significance of 0.05. Together, they predict
passenger satisfaction on Thai Lion Air's Nan province routes at percentage of 60.20.

Keywords: Service Quality, Passenger Satisfaction, Thai Lion Air
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