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ABSTRACT

This independent study aimed at investigating domestic passenger opinions towards
self-check-in service. Samples of this study were identified to the passengers, with and without
self-check-in experience, of Thai airlines: Thai Airways, Bangkok Airways, Thai Air Asia,
Nok Air and Orient Thai. Those samples were divided, in according to the convenient sampling
method, into a group of 150 passengers with self-check-in experience and a group of 150
passengers without self-check-in experience. The questionnaires were used as the tool to collect
data, then data obtained were analyzed by the use of descriptive statistic, consisting of frequency,
percentage and mean.

The findings presented that most respondents were female in the age between 20-30
years old, holding Bachelor’s degree as the highest education level, working as private company
officer and earning monthly income at the amount of 10,000-20,000 baht in average.

The studying results of the behavior in selecting airlines showed that the airline that
they traveled with the most was Thai Air Asia. The frequency in traveling by plane was found at
less than 4 times a year, with the touring purpose. They usually traveled with their family and
mostly during 08.01-11.00 hrs.

The studying results of the passenger opinions towards self-check-in service showed

that the respondents respectively ranked their overall opinions at the Agree level to the following



factors: service process, product, place, promotion, people and physical evidence and
presentation; but at the Neutral level to price factor.

Hereafter were shown the top ten sub-factors being ranked at the highest level of
opinion: having user-friendly menu in both Thai and English languages, offering free of charge or
none extra charge for the self-check-in service, advertising the self-check-in service on media
such as television, radio, leaflet, newspapers and magazines, gaining comfortable-rapid-and time
saving benefits by using the self-check-in service, providing detailed guidance on how to use such
a service in all steps, publicizing the information of the self-check-in service: such as the direction
to get self-check-in service via media, offering informative boarding pass details, in which the
boarding gate and time shall be presented, for those who took the self-check-in service, being the
simple service due to having effective device with detailed instructions, having colorful and
attractive symbols of this service to be found on Web/Internet, Kiosk and Mobile check-in and

being able to use the self-check-in service nationwide.



