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Thesis title The Study of Customer Satisfaction on Using E-Commerce Services of Thai
Airways International Public Co.Ltd. (THAI)
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ABSTRACT

The objectives of this survey research were studying 1) the Thai and the foreign
customer’s satisfaction 2) the Thai and the foreign customer’s behavior and 3) the Thai and the
foreign customer’s comments, problems and difficulties of using the Thai Airways International
Plc.( THAI) E-Commerce service .

The sample consisted of 400 people from both the foreign and the Thai 200each.
The instrument used for data collection was a rating-scale questionnaires with its reliability of .83
The SPSS for WINDOWS program was used to analyze the percentage, standard deviation,
average and mean

The study results revealed that (1) The Thai and the foreign customers were highly
satisfied with the promotion , the ticketing price and the channel distribution by internet were
averagely satisfied. The Thai customers were highly satisfied with the product by internet ,the
foreign customers were averagely satisfied with product (2) the majority of the Thai and the
foreign customers behavior were favored to use the service at home for information. The time
spent was approximately 30 minutes /session on .The frequency of using was less than 1-1 times
per month. The Thai knew the service from Thai staffs and their friends. The foreign customers
knew the service by searching the internet themselves 3) The comments, problems and
difficulties were 1) Problems faceed by the Thai customers were many restrictions and nobody
could be advice if required . The greatest suggestions of the Thai customers were to simplify the
processes and setup the help menu, The foreign customers problems and difficulties were the
ticketing fare from the website which were different from travel agencies the greatest

suggestion were to set same ticketing price criteria.

Keywords: The Thai Airways International (Plc), The E-Commercial System, satisfaction, behavior
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& JROYAL e-booking : Travel |
I Elk e e i

SRoyale

Booking O AVAILABILITY @ MYPROFILE & INFORMATION

have a Traveller ID and Password,

T
L —Mas

Traveller 1D [ Ifyou are new to ROYAL e-booking,
you will have to create a Traveller

Password I proflle. Please click on New User,

You can quickly search for Availability and fares,
'
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K Roy al

ooking o AVAILABILITY @ MYPROFILE @ INFORMATION

PERSONAL INFORMATION ‘

ROYAL e-booking nesds certain details to match your preferences and confirm |
your online reservations. Enter the information below and then click on the Save
Frofile button at the end of this page. Mandatory fields are noted by the [Z]

Traveller Information (Passenger's name must match exactly as shown in
the passport)

H@%m " @_ |mr Jilhuu chun |
Lesttlamer [ [chen | E!

& Roy al

ooking o AVAILABILITY o MYPROFLE o INFORMATION

PEsan. ] |

PAYMENT OPTIONS

Payment Methads
@ pay no later than 72 hours after booking s made except as otherwise stated in ¥
the "Last day o Ticket" 5

DELIVERY INFORMATION

_ OElveey Optionie,
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http /res.amadeus.net

a h S'Iﬁes amadeus net{pl/ﬁatalr El s,fen/PrBfile hot

S Roy ale

800 “'l 0 AVAILABILITY © MYPROFILE @ INFORMATION

| No Special Meal = |
r. -
~ * Mot 4ll seat and meal options are offered on all Aights. &
e H
-%"‘ Please note that this departure sirport will appear every time you start a new fight
request, 1

Operated Airline: Merber's Airlinie code 8 Number:

#Jhttps:/ /res.amadeus.ne

O AVAILABILITY & WY PROFWLE @& INFORMATION

CElectronic Ticketing (ET). {Condition)

& Collect your tickets at THAI city office in the country where the journey
commences, (Office list)

PREFERENCES

Esneral Preferences

IND preferen élm i

 * Pleaze note that this option will zutomatically convert all selected Fares and rates to
. your preferred currency.

o Smoking [No Preference [

* Not all seal and meal options are offered on all Aights.
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O AVAILABILITY © MY PROFILE O INFORMATION

LOGIN INFORMATION %
Login Information o

@ rouchun ]

I * Entries must be 2-10 charactars long (only letters and numbers are

=1 1 a ] o
s niheednedu vaasliiiunmsnsendeyadiudivesd Tnoasaiugesiinimua Taog
Tasmsamnsoimuasiariulddrodes

windeyanuysaignasy asuiaumesizaeuiy Tasuaawanuuved ey

S Royéal e

o kE"”g O BOOKINGS 0 MYPROFILE @ MYTRIPS o INFORMATION

Welcome Mr Hou Chun Chen

You have successfully created a profile in ROYAL e-booking !
You may select any of the buttons above to continue updating your
profile,

Click on the BOOK A TRIP tab in order to start a reservation,.

Torms & Conitions
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€] hitps ! //res.amadeus.net/pl/thaiairways/en/Prafile.hot )

—
ﬁRoy_alie K
"
BOO '"8 0 BOOKINGS @ MY PROFILE Q NY TRIPS o9 INFORMATION
FLIGHTS TRIP PLAN
SEARCH » AVAILABILITY » FARES »  TRIPPLAN »  DETAILS »  CONFIRMATION

QUICK SEARCH
Reservations can be made up 72 hour(s) to 11 month(s) from now.

From™: |Phuket, Phuket Int'l (HKT), Thailand i
To*: [Bangkok, Bangkok Int] (BKK), Thailand R
* City f sirport name or cade,
Departing: [Apil  [E][e [E[15:00
Type of trip: @ One way

© Multiple Destinations (Step by step)
C'Round Trip with this Return date

o 3w < o ¥ A . = L] Y
'H'C‘N‘ﬂ'lﬂuuE{TﬂUﬁ'\iﬂﬁ'ﬂl"ﬁﬂ‘i’nﬂ'}i‘ﬂﬂ\il‘lﬂiﬂEll'ﬁ'ﬁlﬂTl Booking LUASADUNWIADINVISLTAINUN

o 1 A 3/ 9 E = o
"ﬂﬂﬂx‘lﬂﬂ"l'JlW'PJiﬁQTﬂElﬁ"l‘iiﬁuﬁljﬂﬂalj'ﬁﬂ"l‘i!ﬂu‘Vl'N“I.l'i’Nﬂ’JLBQ

t/pl/thalairways/en/Profile.hot
0 BOOKINGS 0 MYPROFILE @ MYTRIPS 0 INFORMATION

Boo l'ngi
TRIP FLAN

Select the passenger type for yourself and any accompanying passengers from below,

Mr Chen: [Adult 5]
—

Traveller 3: I i
Traveller 4: I N i

Sant ras'ﬂ;s |Number of connections i

Maodify or Cancel an existing reseryation

heck existing r vations

Terms & Conditions Contact us
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uﬂmmuN‘Iﬂamiﬂﬁmﬁﬂmanmmuu'lﬂmuﬁﬁ'mmsﬁﬂé"m
@https.//res ama

< Royal

Boo\kmg

O BOOKINGS O MYPROFILE o MYTRIPS o INFORMATION

FLIGHTS TRIP PLAN

SEARCH » AYAILABILITY » FARES '» TRIPPLAN » DETAILS » CONFIRMATION

Flights: Phuket, Thailand - Bangkok, Thailand Friday, 9 April 2004

Flights Phuket Int'| (HKT), Phuket, Thailand to Bangkok Int'l (BKK), Bangkok, Thalland
LEGEND! 1 st=First, Biz=Business, Eco=Economy, N/ A=Class does not exist, Ne=4ll seats ful, OP=Flight operated by anolher carrier, R=On
Request E=Electronic Ticketing candidate

Thsi Arwsys Il Phuket Int!l (HKT), Phuket, 14140 Bangkok Int'l (BKK), 16105 Momslop
O feeme Thailand i Bangkok, Thailand 333 iy A e Fes
o Thal Alrways Intl Phukeet Int'l (HKT), Phuleet, 15:10 Bangkok Int'l (BKK), 16135 Mon-stop
® Temre Thailand ' Bangkok, Thailand ABS i, (WA e ver
o Thal &irways Iritl p'l\lk!l Int'l (HKT), Phuket, 16:15 Bangkok Intl (BKK), 17140 Non-stop

Toom E Bangkok, Thailand aps eamn (WA v

0 BOCKINGS

FLIGHTS TRIF PLAN

@ NY TRIPS

9 MY PROFILE o INFORMATION

That Alrways Intl Phukel !nl'l (HKT), Phuket, 14125 Changi (SIM), Singapore, 17110 Nor-stop N/ Yes Yes
G 405 ail ERItELE o 8h20mi

in
'l'hal Alrmys Int dungi(sm), Singapore, 21:25 Bangkok Int'l (BKK), 2245 Mon-stop M/A Yes Yes

Singapore Bangkol, Thailand 333

See availability for previous day or next day

Price the itinerary with: C Unrestricted Fare

@ Lowest Fare
Cabin Class: OFirst OBusiness © Economy
Redisplay the results sorting by: |Number of connections i

Start Over
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O BOOKINGS © MY PROFILE 9 MYTRIPS 9 INFORMATION

FLIGHTS TRIP PLAN

1] AMSILABILITY » FARES TRIP PLAN » DETAILS » COMFIRMATION |

FLIGHT ITINERARY & FARES

Class Economy Restricted l
Your selected class of service (Economy Restricted) are fully booked now. The class of service and fare shown I
|

below is the closest available,

Thai Airwsys  Phuket Int] (HKT), Phukel, 15:10 Bangkok Inll (BKK), Barigkok, 16:35 Non-stop
anvd ABS

03 Apr Intl Thailand Thail
16212 E

Itinerary pricing / i

Fare Type Fare Tan Baht (Thailand)

o BOOKINGS O MY PROFILE & MYTRIPS o INFORMATION

Total fare = 2470.00
Last day to ticket: Sunday, 21 March 2004

To approximate fare In another currency: [Setect a cumency 3 _ 21

Conditions: = To snsure that you get this fare, the reservation should be made now. » Specific rules and f I
restrictions may apply to this fare. = Taxes are included except where local airport taxes are collected at

check-in time. = To ensure you obtain the ticket(s) at the quoted Fare(s), they must be purchased in the

country of departure. =

Change passenger types Modify. Itir erary in Progress

Start Over

3 < o v 4 = §
wihvedeuull uaalimiuddasa lasasveuiviiunwiglavms Ididen’] ving

Tasmsseususiasanainnliidenaani Book this Fare
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9 BOOKINGS O MY PROFILE

FLIGHTS TRIP PLAN

SEARCH, » AYAILABILITY P FARES » TRIPPLAN *» DETAILS » COMFIRMATION

o MY TRIPS o INFORMATION

TRIP PLAN

This page contains your travel details. Please check your personal data for accuracy
and make changes below as appropriate.

This is the trip summary for Mr Hou Chun Chen . When you have made all your
selections, click on the Book #button below to continue.

Tatal f—.are for all ﬂnghm 2470, un Baht (Thailand)

i @Mh

- Delete all alr seqments \
Thai Alrways Int TG 212 E

Ecanomy

Phuket /pPhukst Intl (HKT), Phuket, Thalland 15110 Stops: Non-stop
Bangkok /| Banghek Intl (BKK), Bangkok, Thallnd 16:35  Arcraft: AB6

SRoplgs

0 BOOKINGS @ MY PROFILE 9 MY TRIPS & INFORMATION
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FLIGHTS TRIP PLAN
SEARCH b AYAILABILITY » FARES P TRIPPLAN » DETAILS » CONFIRMATICON

Delivery Options
@ Collect your tickets at THAI city office in the country
~ where the journey commences. (Dffice list)

C Electronic Ticketing (ET). (Condition)

@ pay no later than 72 hours after booking is made
except as otherwise stated In the "Last day to Ticket"

ent method can

I

& MY PROFILE

FLIGHTS TRIP PLAN

'~ only be applied when Electronic Ticketing (ET) is

O NYTRIPS @ INFORMATION

21 m

NE DT credi artl Used s pa LIS
- also travel. Failure to present this card at check-in
- may result denied boarding.
Mandatory fields are noted by the [£,

Credtcardype:  [Amerivan Express B

number : E] ]

validuntil rvp): @[ |
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FLIGHTS TRIP PLAN

NAME OF YOUR TRAVEL

If you want to name your travel, please enter it below:

| g(belween S and 30 characters)

IMPORTANT RULES

< Payment for electronic ticket through credit card will be subsequently
validated. Therefore, you must always check our confirmation message
in your e-mail

- Credit card holder must travel in all flight segments. His or her name
as appeared in the passport, as shown on the credit card, and as
advised when making reservation must be exactly identical,

- Credit card used for purchase of the electronic ticket and passport
must always be presented at the check-in counter,

“BRoyale

Booking O BOOKINGS O MYPROFILE @ MYTRIPS o INFORMATION

FLIGHTS TRIP PLAN

- Credit card holder must travel in all flight segments, His or her pame
as appeared in the passport, as shown on the credit card, and as
advised when making reservation must be exactly identical,

- Credit card used for purchase of the electronic ticket and passport
must always be presented at the check-in caunter.

- Far paper ticket, the payment must be made and ticket collected at
THaI city office in the country where the journey commences within 72
hours of making reservation except as otherwise stated in the "Last day
to Ticket"

You may check your E-ticket status at http://www.checkmytrip.com

[gnor is

ndenmiudeu lumssiszBua Tnsasuazmseaniiag lavasnazgnuaasuuntiaeda

11 Taod Tavasdeudonadni Confirm Mindudumsauniatiadu
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. FLIGHTS TRIP PLAN

SEARCH » AVAILAEILITY » FARES » TRIPPLAM » DETRIS 'p CONFIRMATION

TRIP PLAN

Please print or make a note of the confirmation code(s). You will also receive your
reservation by e-mail.

P .
*  For Hou Chun Chen [RARrFRe :

T

Total fare for all flights : 2470.00 Baht (Tha:land]

Thai Airways Ind TG 212 E
| Economy
‘ Phuket /phuket Intl (HKT), Phuket, Thalland
‘Bangkok /Bangkok Intl (BKK), Bangkak, Thallsnd

E]https / fres. amadeus.net/p

https://res.amadeus nst/plfhalalrways/enhnt - B ]

<3 Roy aI

BOO ing 5 BOOKINGS 0 MYPROFILE © MYTRIPS & INFORMATION

FLIGHTS TRIP PLAN

fare conditions

IMPORTANT RULES v

et for electroric
re, Yol must abvay

igh credit card will b
fe our confirmation mes

ubsecuently validated,
ge I your e-mail,

d holder must ravel in all flight segments. His or her name as appeared
in the passport, as shawn on the credit card, and as advised when making
reservation rmust be exactly identical,

- Cradit card used for purchasa of the electronic ticket and passport must always
e presented at the check-in counter.

Ti'b- ]f-' KBy COMMEnces \mﬂnr'\ 72 m,ur= of I'IH)‘ \nq
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R Roy,a-l e

800\[“"8 0 BOOKINGS O MYPROFILE O MYTRIPS o0 INFORMATION
' FLIGHTS
T oty the credit card, and as advised when making I-
identical, |
ase of the electronic ticket and pas lavays

counter.

nent must be made and

office in the
reservation

You may check your E-ticket status at http://www.checkmytrip.com ul
Thark you for using ROYAL e-booking! ‘ 5

Cancal this Raservation | digplay Trip /

¥
ludupeugatiio PNR dlasaisuazdeyamsdunisazgnuaasuuytiine uazving laeas

= = 3 3 o 3
AvansiuzgivaziBeananuadnasa Nideng 14N Display Trip Details

& Royale

Boo r'ng O BOOKINGS O MYPROFILE © MYTRIPS o INFORMATION
FLIGHT ITINERARY & FARES !;‘}
Total fare for all flights: 2470.00 Baht (Thailand) (3) '

s
Flight 1 Friday, 9 April 2004/ ':i

Thai Airways Ind TG 212 E -

= Contumed
Phuket Int'l (HKT), Phuket, Thailand 15:10 Stops: Mon-stop
Bangkok Int'l (BKK), Bangkok, Thailand 16:35 Aircraft: ABG

fara conditions

1
Delivery Options ||l

Collect your tickets at THAI city office in the country where the journey commences,
(Office list) Have your confirmation code ready.
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» AVAILABILITY » FARES » TRIPPLANM » DETAILS » COMEIRMATION :
I
TRIP PLAN DETAILS (1 ) |
To print this page, please use the print function in your browser. K {
= = il
For Hou Chun Chen {RaRrEg I
|
Mr Hou Chun Chen (2) ‘
e Adult i
» Home Phone: B8625850314 / 4
* Business Phone: 886912206141 M
« E-Mail 1: chc0316@ms3.hinet.net ,"J
* Meal:No Special Meal i
+ Seat: Non Smoking (Phuket(HKT), Bangkok(BKK)) airline TG *with status*: :|

S Roy al
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making re 3tion en&-pt S D!J'\e: wise statad | the "Last day P
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‘You may check your E-ticket status at
http:/ /www.checkmytrip.com

Thank you for using ROYAL e-booking!
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Questionnaire

The questionnaire is focused on research about satisfaction in using e-commerce of

www.thaiairways.com website service. Your information will be used to investigate about

customer’s requirement and improve our service to meet customer’s satisfaction.

Part 1 Interviewee’s information

Explanation Could you please mark down in the blank O

1

Home town

O Thailand

Age
O Less than 20 years old

O 31 — 40 years old

Gender

O Male

Occupation
O Government officer
O Business owner

O Agent tours/Hotel staffs

Salary
O Less than10,000 Bht.

0O 20,001 — 30,000 Bht.

O Foreign,............ ( please, specify)

O 20-30 years old

O More than 40 years old

O Female

O Company’s employee
O House’s wife / Student

O Others, ............ ( please, specify)

0O 10,000 — 20,000 Bht.

O More than 30,000 Bht.
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Part 2 Customer behavior toward Electronic service

Explanation Could you mark down in the blank O (More than 1 answer is acceptable)

A) Which Thai Airways International Electronic services have you always use?

O Reservation through www.thaiairways.com website

O Electronic-Ticket through www.thaiairways.com website

O Find information from www.thaiairways.com website

O Find information of Royal Orchid Holiday (ROH) packages from
www.thaiairways.com website

O Check flight schedule/ ticket price from www.thaiairways.com website

O Apply for Royal Orchid Plus member (ROP) from
www.thaiairways.com website

O Check Mileage Plus, passenger benefit, news, and promotion programs

www.thaiairways.com website

B ) Explanation Could you please mark down in the blank O

1 Where do you use WWW.thaiairways.com?

O Home O Internet café
O Library O Office
O Others,.....ccenn.... (Please, specify)
2 How did you know about thaiairwys.com website? (More than 1 answer is acceptable)

O By myself through Internet search

O Leaflet, brochure, bulletin

O My friends, Thai Airways International’s staff

O Newspaper, news report, magazine, advertisement

O Mail, e-mail
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3 How frequently do you use www.thaiairways.com website ?
O Less than 1-1 time per month
O 2 or 3 times per month
O 4-6 times per month

O More than 7 times per month

4 How long do you use www.thaiairways.com website for average?
O 15 minutes
O 30 minutes
O 45 minutes
O 60 minutes

O More than 1 hour

Thank you for your kind cooperation.
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Part 3 The satisfaction toward the electronic commercial service of Thai Airways

Please mark down in only one LEVEL as your satisfaction on the electric

commercial service.

No.| Topic Satisfy level
Most High/Average| Fair | Very fair
Product
1A It give clearly detail and up to date. 5 4 3 2 1
2A Reservation (E-Booking) through the website 5 4 3 2 1
3A[Royal Orchid Holiday tour by the website 5 4 3 2 1
4A Royal Orchid Plus( ROP) membership by the website 5 4 3 2 1
5A(There is clear explaination available of reservation 5 4 3 2 1
through the website
6A [The using method is deeply explained and easy to 5 4 3 2 1
understand or help menu is served as the requirement
7A The duration of replying confirmation is effective 5 4 3 2 1
8A The duration of replying reservation is effective 5 4 3 2 1
9A The timetable is effective and clear explanation 5 4 3 2 1
Price
1B(The airfare was clear and reasonable 5 4 3 2 1
2B Fare is variable 5 4 3 2 1
3B The exchange rates nowaday 5 4 3 2 1
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No. Topic Satisfy level
Promotion Most|High |Average| Fair | Very fair
1C{The complementary programs were offered to 5 4 3 2 1
ROP's members
2C|The promotions are offered through internet to 5 4 3 2 1
ROP's members
3C[The frequent presentation of up dated news 5 4 3 2 1
4C|[The application for Royal Orchid Plus (ROP) 5 4 3 2 1
5C|The special promotion discount rate on domestic routh 5 4 3 2 1
and the international routes commencement from bangkok
Place (How are you satisfied with the following distribution chanels)
1DAgency 5 4 3 2 1
2D Thai Airway office 5 4 3 2 1
3D |Web site 5 4 3 2 1




138

Part 4 e-comercial problem and suggestion

Please mark down in the blank [l as your truth

4.1 Have you ever had problem about e-comercial service from thaiairways website?

[] Never (Finish your questionnaire)

] Ever problem as followings (Can mark more than 1)
|:| 1 I cannot use the computer.

|:| 2 I never know that I can buy the ticket via online website.
] 3 I never know how to buy a ticket via the online website.

[] 4 1 think that the method about how to buy a ticket is quite complicate.

] 5 I am afraid that your system is not safe if I give you my credit card details.

[] 6 I am afraid that your exchange rate might higher than the public bank as you do not

mention the exchange rate on your website.

] 7 1 found that your price for international flight is higher than other agents.

[] 8 I think that you have much limitation when I would like to buy E-ticket and also

cannot ask the information from your staff.

[] 9 1 would like to talk with anyone who can answer my wonder.
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[] 10 I think that your system do not have any explaination when I miss some method.

] 11 1 do not believe that your rate is equal to the agent rate.

] 12 I wait a long time for your confirmation.

] 13 1do not have a computer at my home.

[] 14 Do not have any example about how to buy a ticket via online website.

[] 15 When the flight was fully booked I cannot reserve as on waiting list .

[] 16 I have to spend a long time when I would like to buy E-ticket and too many details.

] 17 Others (Please specify)

4.2 Any suggestion about electronic service thorugh website

Thank you very much for your kind cooperation.
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® Window on Asia Statistics (® THAISphere Stataistics (® How many Online

WINDOW ON ASIA  #urce

http:/www.thaiairways.com

Statistics during October 2003 — February 2004

Thai Cooperate website (Thaiair.com + Thaiairways.com)

@ Access Statistics
P Website Scorecards

Thaiair + Thaiairways.com

80,000,000+

72,514,767
70,000,000 +—H

60,000,000 +—

50,000,000+—— ]

40,000,000+

30,000,000

20,182,200

20,000,000
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