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Independence Study title: Expectation and Perception of Thai Passenger’s toward Service Quality
of Qatar Airways

Author: Miss Wimonrat Sangliamthong; ID: 2543001615; Degree: Master of Business Administration

(Marketing); Independence Study advisor: Chatchai Loirittiwuthikrai, Associate Professor;

Academic year: 2012

Abstract

The objectives of this Independence study were: (1) to study the characteristic of
Qatar Airways’s thai customer who use Airline’s service; (2) to study the Expectation and
perception of consumer and quality service received; and (3) to compare the differential between
the expectation and perception of the quality service level received.

The population of this research is the customers who use the Airline Service of Qatar
Airways. The Sampling size is Non-probability Sampling with the sampling error leave 0.05. The
questionnaire has been used for collecting the data from 400 populations. Survey results will be
analyze and process with statistic process for the descriptive data in view of consist of percentage;
frequency; mean; and standard deviation. T-test and F-test to be used for inferential statistic data.

The conclusion of this research are (1) Almost of the respondents are female, age
between 26-35 yrs old, single and working with the company as an officer.; (2) Customer
expected on the service quality at high level and their perception are mostly at high level except
the dimension of responsiveness and empathy; and (3) Different characteristic, different in both
expectation and perception at the level of Significance at 0.05. Different occupation, different
expectation and perception in quality of service. Different education, pretty similar in expectation

but different in perception.

Keywords: Expectation; Perception; Service quality; Qatar Airways.
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iiesan lannsanswsnnuiumiveuveslszanns (Non Probability) veaf Ingais
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L] ' (3 dy
w9y 4 523 A9
o = G A J
1. dseuAnyIneuilate wiomeum
2. ouilSyan (1ha.) viehieum
3. 5ganes

~

4. ganmlsyas



43

L

i & (Nominal Scale) Taguiiailu

A = Y v v 9 @
UDN 5 DIBNW Gl"]ﬁgﬂﬂﬂﬁlijﬂsuﬂuuaﬂiglﬂﬂu'lll 3]

o

6 U521AN MO

v A

1. iniseu /infAne
2. N51wmM3 / winUSTIamng
3. WHANUUTEHNONTU
4. szneugsnvaIuad
1 9 LK)
5. WeM / udu
6. ouq (Tlsaszy)
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(Statistic Package for Social Sciences 130 SPSS)
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aa A . . .. Y a < Y a
1. A0AWINTIUUL (Descriptive Statistics) 19 1UMTAATIEHUVDYAFIUITEY
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2.2 63 Wiauz [17] na1191 ANDeUUULIATFIY (Standard Deviation) 1
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e F LUNY AIMTHANUIIVOI F
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