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ABSTRACT

The objectives of this research were to study the level of passenger satisfaction and the
image of U-Tapao Rayong-Pataya airport by personal factors and the influence of services quality on
passenger satisfaction and the image of U-Tapao Rayong-Pataya airport. The population and samples
were 400 passengers at U-Tapao Rayong-Pataya airport. The instrument used for data collection were
check-list and 5-point scales questionnaire. The statistics used for data analysis were percentage,
mean, standard deviation, t-test, one-way ANOVA and multiple linear regression analysis.

The result showed that the passenger satisfactions level and the image of U-Tapao Rayong
-Pataya airport is high in overall. The comparison of the passenger satisfactions and the image of
U-Tapac Rayong-Pataya airport by personal factors, it was found that the passengers with different
status were satisfied different on the significant statistical level of .05 and the passengers with
different nationality, status, average income per month and experience of the service were opinions to
the image of U-Tapao Rayong-Pataya airport different on the significant statistical level of .05. From
the analysis of the service quality factors had an influence to passenger satisfaction at U-Tapao
Rayong-Pataya airport. I found that the service quality factors include the attention of provider,
physical characteristics of the service, reliability of the service and trust of the service had an
influence to passenger satisfaction on the significant statistical level of .05. And the analysis of the

service quality factors had an influence to the image of U-Tapao Rayong-Pataya airport. I found that



v

the service quality factors include the attention of providers and physical characteristics of the service

had an influence to the corporation image on the significant statistical level of .05.





