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Abstract

The research on Relationship between Expectation, Satisfaction and Using
Behaviors on Fly’n’Ride serviced provided by Nok Air Public Company Limited aims to
study the exposure, expectation, satisfaction and using behavior on Fly’n’Ride serviced
provided by Nok Air Public Company Limited. Quantitative research was applied. The
questionnaire was used as a tool for data collection. The samples used in this study
were those traveling by Nok Air and used "Fly'n'Ride" service of Nok Air Public Company
Limited, whose age were 18-60 years. The researcher set a sample size of 390 people
using mixed method, based on Probability Sampling, for surveying and interviewing
passengers on a daily basis and each route. The researcher used systematic sampling by
asking 15 passengers who were going on board at the passenger lounge for each route
to 26 destinations. One of every 5 passenger was selected for interview. For example, in
the first 5 interviews, the 3™ passenger was selected; the next one was g 13" and 18™
and so on until the 78". Survey period was 4 weeks or 13 days. The hypothesis was
tested by using inference data analysis, Pearson Correlation, in order to find the
correlation between the variables, at significance level of 0.05. It can be summarized as
follows:

Most of the samples were females, age of 34-41 years. The highest level of
education was the bachelor degree. They earned a monthly income of 30,001 baht or
more and received news about the service 5 times / month by Line application (Nok Air
Line Official Account), followed by Facebook (www.facebook.com/nokair.com). In terms
of expectations for the service, it was found that service users expectation on product,
pricing, distribution channels, marketing promotion, person or employee, process, and
the creation and presentation of the physical characteristics of the "Fly'n'Ride" service
was at the highest level. In terms of service using behavior, it was found that the
frequency of service usage was 2 times per year. The route, which the service is mostly

used, is Surin Province, followed by Uttaradit Province. In term of satisfaction on service,

JURRANY ANEINTESFERSLALEDANTUIATUY



it was found that the users satisfied with product, pricing, distribution channels,
marketing promotion, person or employee, process, and the creation and presentation
of the physical characteristics at the high level. The tendency to repeat the service of

Fly’n’Ride was in the moderate level.

Hypothesis test showed that exposure from the media with the top three
responses was not correlated with the overall expectation of Fly'n'Ride. Overall
expectations were not correlated with the frequency (times per year) for the "Fly'n'Ride".
Also, the frequency (times per year) in the service was not related to the satisfaction on
marketing promotion, person or employee, process, and the creation and presentation
of the physical characteristics, but it was related to pricing and distribution channels, at
the low level.

Keywords : Exposure, Expectation, Service Using Behavior, Satisfaction, Fly’n’Ride”, Nok

Airlines, Clients
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