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Abstract

Research Topic Factors Service Quality Factors and Customer Relationship Management of

King Power Suvarnabhumi Airport

Researcher Pattiya Kwankhao

Degree Master of Business Administration
Subject General Management

Academic Year 2021

Research Advisor Dr. Suthana Nakchai

This research aims to 1) Personal factors affecting service quality of customer relations 2)
Service quality influenced loyalty of King Power Suvarnabhumi Airport 3 ) Customer experience
management influenced loyalty. of King Power Suvarnabhumi Airport The sample group of this
research was 259 customers of King Power Suvarnabhumi Airport. Data were collected by using
questionnaires and data analysis using ready-made statistical program SPSS for Window. The selected
statistics were as follows: frequency, percentage, mean, standard deviation, statistical correlation study
of two variables, One-way ANOVA F. -test and statistics. Multiple regression analysis.

The results ot the research show that Most of the samples were female. are between 20 and
30 years old have a bachelor's degree Occupation / Employee of a private company hypothesis test
results 1) Personal factors do not affect the customer relationship management of King Power
Suvarnabhumi Airport. 2) Quality of Customer Relationship Management Service of King Power
Suvarnabhumi Airport 3) Customer experience management had a statistically significant effect on the

service at the 0.05 level.
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