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ABSTRACT

The independent study “Exposure and Satisfaction toward Airports of
Thailand Public Company Limited’s Website” aimed to investigate the exposure and
satisfaction of users toward Airports of Thailand Public Company Limited’s website.
This study was a quantitative research with survey research type collecting data
following a cross-sectional study principle. Online-based questionnaire was employed
to gather data from 300 users. There were 3 types of questions in the questionnaire:
close-ended questions, open-ended questions, and rating scale. Each of these types
was investigated separately. The questionnaire was examined for validity and reliability.
Then, each type which could be statistically calculated was tested separately for
realiability. The descriptive statistics used in this study were frequency, percentage,
mean, and S.D. Inferential statistics utilizing to test hypotheses were Peason’s Product
Moment Correlation Coefficient which used F-Test, One-way ANOVA, and independent
t-test.
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The findings suggested that of all users of Airports of Thailand Public
Company Limited’s websites, 171 users (57 percent) were female while 129 users (43
percent) were male. The majority of the respondents (112 users, 37.3 percent) were
aged 21-30 years old with the highest educational level of bachelor’s degree (65.3
percent). Most of them (104 users, 34.7 percent) worked in private companies. Sixty-
seven samples (22.3 percent) had monthly income more than 50,000 Baht.

Pertaining to the frequency of air transport usage, on average, the samples
used air travel 4.02 or 4 times a year. Most of the respondents (81 users, 27.1 percent)
flew 2 times annually. Domestic travel received the highest rating at 164 users (54.7
percent) whereas international travel at 136 users (45.3 percent). Most of the samples
(160 users, 53.3 percent) used air transport for travelling.

In terms of the exposure to Airports of Thailand Public Company Limited’s
websites, the samples exposed to the website 5 times a year and the browsing duration
was 18 minutes per time of visiting. The results were consistent with the frequency of
air travel usage which mentioned that the respondents traveled 4 times a year. This
suggested that passengers who travelled by airplanes would visit the website to look
for some information relating to their trips. Concerning content exposure, the samples
searched for flight-related information including flight status, flisht schedule, and airline
information. This kind of information obtained the highest exposure at 4.53 percent
while airport services at 4.22 percent.

Regarding the satisfaction toward Airports of Thailand Public Company
Limited’s websites, the samples were satisfied with the usefulness of information and
up-to-date content the most while the accuracy and reliability of the information came
second. The results more or less demonstrated that the website contained the
information which met users’ needs and interests.

For Future research, the researcher suggested that Airports of Thailand
Public Company Limited should examine travelling behaviors of the website’s users

which could be done by collecting website statistics including frequency, duration of
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browsing, to what extent were the users interested in the content of the website in
order to gain the insight into the users’ behavior such as the search for flights, flight
status, suggestions for passengers as well as travelling and hotel informaion. These

data could help keep the information on the website up to date.

Keywords: behavior, exposure, satisfaction, website, Airports of Thailand

Public Company Limited
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