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I. TRODUCTION 

 

The available of low cost airlines is essential to the success 

of tourism industry in Thailand in which tourism itself has 

been so vital to the Thai economy for many decades, and 

certainly will be more important in the near future. 

Tourism industry and low cost airlines help in creating 

service jobs and local employment and brings foreign 

currencies to stimuli and expand the Thai economy. Low 

cost airline is one of the most important factors that can 

help to attract both new tourists and returning inbound 

tourists to visit and revisit tourist destinations in Thailand 

due to its cheap prices and many available flights. In 

general, the standard quality of Thai low cost airlines’ 

service has been known for being the best among the 

ASEAN countries. Low cost airlines have been 

increasingly referred to as a major key ingredient of a 

business and in differentiating and building a competitive 

edge in Thai tourism industry. Low cost airlines are known 

to offer a high level of satisfaction based on inbound 

tourists’ experiences where low cost does not mean low 

quality of service at all. In general, positive tourists’ 

experience often lead to a positive comment of satisfaction 

which, in turn, reveals a high demand and a willingness to 

revisit of the same tourist destinations again and again. In 

addition, it is more likely to suggest or to recommend other 

tourists about what many different kinds of positive 

experience they gain from the using of low cost airlines 

[1].  

Low cost airlines is essential for tourism of ASEAN 

nations and it is highly promoted by ASEAN nations to 

increase their Gross Domestic Products every year. This is 

because tourism is one of a few industries that can bring 

large revenues with less cost than other industries. Tourism 

industry of ASEAN nations is considered as the most 

important industry that can generate the gross domestic 

products by 5 to 10 percent faster than any other industries. 

This is because the tourism industry often a leading in 

creating jobs and bringing foreign currencies into ASEAN 

economy [2]. Many studies have revealed that the 

emergence of low cost airlines is often associated with the 

satisfaction and loyalty of international tourists in the long 

run due to its low cost and good service quality. The 

relationship of low cost airlines and growth of tourism has 

been determined and found that positive increase in low 

cost airlines is associated with the growth of tourism 

industry in the long run [3]. The next important question is 

how to properly promote the growth tourism industry with 

other factors rather than low cost airlines? From a survey 

of the research, most of the studies focused on the 

satisfaction of low cost airlines in general but less research 

on tourists’ experience on service quality of low cost 

airlines in Thailand. The study of factor of success of low 

cost airlines conducted from the perspective of 

international tourists can help to provide an understanding 

of problems and obstacles of Thai low cost airlines and 

offer a proper marketing strategic plan for the future 

growth of both low cost airlines and tourism industry. This 

research is aimed to investigate the experience of 
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international tourists and their experience of using low cost 

airlines in order to find the marketing plan and strategy to 

enhance international tourists’ loyalty and possible to 

promote Bangkok to be the number one hub of tourist 

destinations in ASEAN nations. 

II. LITERATURE REVIEW  

As the low cost airlines of ASEAN Economic Community 

grows tremendously, the study of the success factors of 

low cost airlines is becoming increasingly important. In 

addition, low cost airlines are expanding regionally, 

nationally, and globally have become larger portions of the 

success in business services and contributing to the 

expansion of Gross National Product (GNP). Many 

ASEAN nations aimed at enhancing the growth and 

performance of their tourism industry which requires the 

expansion of low cost airlines as well as reliable methods 

of measurement, assessment, and improvement. Then, 

accurate and reliable instruments that assess service 

quality of low cost airlines are of great interest to many 

researchers. In fact, the most importance and widely used 

service quality instrument is known as SERVQUAL. In 

fact, many of modern studies of service quality in tourism 

were based on the theory and the method of SERVQUAL 

which was developed by Parasuraman, Zeithamal and 

Berry (1993) [4]. The principle of this theory is based on 

the gap between the expectation of service quality and the 

real experience of service received by international 

tourists.  However, the questionnaire of original theory 

utilized the Likert seven-scales to assess 22 items of 

service quality in five dimensions which covered the areas 

of assurance, empathy, reliability, responsiveness, and 

tangibility. The SERVQUAL is a simple but useful 

technique and can be applied in many different types of 

business services and many industries. Since SERVQUAL 

is based on the proposition that service quality can be 

measured as the gap between the particular areas in which 

international tourists expect and the performance they 

perceive to have really received. Basically, the idea of the 

principle is the measurement in the service quality gaps.          

III. METHODOLOGY  

The present research utilized a quantitative survey 

research method which aimed to examine the international 

tourists’ experience of using low cost airlines during their 

visiting many tourist destinations in Thailand and to elicit 

and collect data for their comments and opinions about 

their perceptions of low cost airlines’ factor of success.  In 

addition, the purposes of this research were to be able to 

use the findings of this research to create a marketing 

strategic plan to enhance international tourist’s satisfaction 

of using low cost airlines in the future.  Statistics analysis 

used in this study were percentage, mean, and standard 

deviation.  A simple random sampling technique and Taro 

Yamane table technique was conducted to obtain a sample 

group that included 400 international tourists from various 

tourist destinations around Bangkok [6]. A Likert 

five-scale questionnaire was developed and utilized as a 

research tool for collecting data at major international 

airports in Thailand. The independent variables of this 

study included gender, age, level of education, occupation, 

income, and country of origin. The dependent variables 

included tourists’ perception of factors of success for low 

cost airlines.   

IV. FINDINGS 

The findings of this research unveiled the demographic 

information that respondents were both male and female in 

the same proportion or with a ratio of 50:50. However, the 

majority respondents who often traveled with low cost 

airlines were between 31-40 years old. Most of the 

respondents from the survey were single with an 

undergraduate degree. Most of the respondents were 

considered themselves as middle income with an average 

income of the respondents was between 35,001-45,000 

baht per month. The limited service of low cost airlines 

had not been an important factor for the respondents to 

choose low cost airline since it has been offset by the low 

price of ticket.  Moreover, the findings revealed that the 

majority of respondents use low cost airlines regularly 

because of low ticket price and good quality of service. 

The majority came to Bangkok for the first time and spent 

about 10 days in Thailand. More importantly, the five 

important factors of success that were observed by the 

international tourists in descending order according to 

mean were  low price, reliable of service provider, proper 

time of flight, on time services, and convenience online 

ticket. 

The findings from TABLE 1 revealed five different 

international tourist perception level on factors of success 

of low cost airlines as follows: 1) “low price of ticket” was 

rated as number one with a mean of 4.83 and 0.974 SD 2) 

“Reliable of Service Provider” was rated as number two 

with a mean of 4.67 and 0.671 SD. 3) “Proper time of the 

flights”  was rated as number three with a mean of 4.54 and   

0.709 SD. 4) “On time flight service” was rated as number 

four with a mean of 4.35 and 0.765 SD.  5) “Convenient of 

online ticket” was rated as number five with a mean of 4.31 

and 0.932 SD. 

 

TABLE 1 

Importance of factors of success 

 Mean S.D. Rank 

    

Factors of success    

1.  Low price of ticket 4.83 0.974 1 

48 



                                                                                

 

   
Key Factors of Success to Retain Customers of Low Cost Airlines 

 

 

Proceeding of 121st IASTEM  International Conference, Kyoto, Japan, 27th-28th June 2018 

 

 

2. Reliable of Service Provider 4.67 0.971 2 

3. Proper time of the flights 4.54 0.709 3 

4. On time  flights services 4.35 0.765 4 

5.  Convenient online tickets 4.31 

 

0.932 

 

5 

 

    

 

V. FUTURE STUDIES 

Certainly there is some limitation of this research. One of 

the limitations of this research came from the use of the 

Likert five-scale which may not have an ability to 

distinguish the importance of success factors from 

expectation and from reality since some of the respondents 

was first time users of low cost airlines. It also does not 

take into account of the reasons behind each factor of 

success. Therefore, the findings may not be generalized to 

all low cost airlines properly. Hence, future research 

should use a combination of Likert five-scale with in-depth 

interviews and focus groups. In other words, future studies 

should use a combination of qualitative and quantitative 

methods in order to effectively measure the importance of 

factors of success from the perspective of the international 

tourists. 

CONCLUSIONS 

Low cost airlines growth is increasing important to the 

economy of ASEAN nations as well as to the growth of 

tourism industry. This research focused on the factors of 

success of low cost airlines and the findings revealed the 

ranking of five important factors of success as follows: low 

price, reliable of service provider, proper time of flight, on 

time services, and convenience online ticket. Even though 

low cost airlines provide only limited services but most of 

the passengers seem to be happy with that limited services 

and most importantly with low prices.  
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