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ABSTRACT

Electrouic ticketing service was introduced as a cooperative undertaking by Thai
Airways and Krung Thai Bank in December 1997. After initial difficulties including low
customer acceptance, Thai Airways began operation of the electronic ticketing by themselves,
completing the transition to a fully operational system in June 2001. The objective of this survey
is to study the current status of the electronic ticket system in Thailand, problems and threats in
using the service and recommendations for improving the service used by Thai Airways and
Krung Thai Bank.

Questionnaires were completed by a total of 320 Thai Airways passengers who were
-randomly selected. Of this total, 53 people (16%) had used electronic ticketing. Questionnaire
data was analyzed using appropriate statistical methods. In addition, interviews were conducted
with 3 authorized travel agents, 6 airline staff and 4 officers of banks supporting the on line
ticketing service.

From the survey, it was found that the largest segment of current users of electronic
ticketing were employees of state enterprises. Average income of users was between 10,001 and
20,000 baht per month. Most respondents were between 26 and 35 years old, and the largest
proportion of the sample had a bachelors degree. Most respondents were travelling for pleasure.

Most reserved their ticket from the airline office a few days in advance, and paid for the ticket in

cash.



Passengers were questioned about their knowledge of the eiectr.onic ticketing
system. 61% did not understand the system, although 57% were aware that the system existed.
Sources of information about the system included airline brochures, newspapers and magazines.
No travel agents expressed an interest in using the system which Thai Airways plans to provide to
the agents in the near future. Thus both knowledge of the system and use of the system are below
desired levels.

Three key problems contributing to the low rate of use were identified. The most
important problem was related to insufficient and inappropriate public relations efforts. The
second problem was that passengers did not understand how to use the system, e.g., how and
were to contact to obtain a ticket, procedures for changing flight plans. The third problem
concerned the technical aspects of the system. For example, although passengers could reserve
tickets by e-mail, they still had to phone to Thai Airways to have their credit card payment
authorized; some government agencies refused to reimburse passengers for the cost of official
travel based on the computer-generated electronic ticketing itinerary receipt. In addition, the
overall system is still excessively complicated, causing problems to for Thai Airways ticketing
staff.

Methods to ameliorate these three problems were developed. To improve public
relations, it is suggested that additional effort be extended in several different media. In addition,

the public relations ability of airline staff should be strengthened through training and monitoring
to insure that staff have the latest and most accurate information. Improve public relations should
alleviate problems with lack of passenger understanding. To reduce problems related to the
technical aspects of the system it will be necessary to review and revise the program to reduce the
level of complexity while at the same time increasing the ﬂexibility of responses available to
airline ticketing staff. Successful achievement of these goals will require three-way cooperation,
that is, among the airlines, the travel agents and the participating bonnnercial banks. Levels of
use of electronic ticketing, based on survey responses, could also be increased by providing
additional on-line services to electronic ticket purchasers, e.g., information on alternative flight
schedules, required ticketing/boarding formalities, and permitting payment of fares directly

through the internet.



