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Abstract

This research used a quantitative research. The purpose of this research was to prioritize the service quality
criteria for the low cost airlines in Thailand in order to be a guideline for determining the importance weights of the

service quality criteria which meet the expectations of their customers. This will allow airlines to further develop their

service qualities. The criteria were measured by using Analytic Hierarchy Process (AHP) based on the expectations
and perceptions of service quality of Thai and foreign passenger groups. There were 15 passengers in each group.

The research instrument was a questionnaire developed according to the “SERVQUAL” model, which consisted of
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five dimensions including reliability, responsiveness, assurance and empathy. Based on the literature review, the
eighteen preliminary criteria could be identified. These criteria were assessed to see whether they were suitable to be
used in Thailand’s low cost airlines before further modeling and prioritizing them by using AHP method. Moreover,
after the rankings were obtained by using the fuzzy AHP method, the Spearman rank correlation was applied to see
if there was correlation between the results obtained by two groups of passengers. The research found that there
was no correlation between the rankings, at the 0.01 level of significance. However, the two most important service
quality criteria prioritized by Thai passenger group were “working with efficiency” and having modern and proper
aircraft respectively. Meanwhile, the two most important service quality criteria prioritized by foreign passenger

group were “having the sincere interest in customer problems” and having the impeccable services respectively.

Keywords: Analytic Hierarchy Process (AHP), service quality criteria, low cost airlines
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