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Abstract

This research aimed to 1) study the passengers’ expectations towards experience management capabilities
of low-cost airlines’ and, 2) Investigate the real conditions of experience management capacity of low-cost airlines’
and, 3) assess the needs of experience management capabilities of low-cost airlines according to passenger opinions.
The research sample was 400 Thai passengers who experienced on using low-cost airlines selected by/multi=stage
sampling. The statistic used in data analysis were percentage, mean, standard deviation (S.D.) and PNI . analysis.

The results of this study indicated that 1) Passenger’s had the expectations in average on low-cost airlines’
experience management capabilities at the high level, 2) The reality conditions of low-cost airlines’ experience
management capacity on its passenger perspectives were at a high level and, 3) The assessment of experience
management of low-cost airlines’ capabilities according to passengers’ views, illustrated-that they had overall
demand on experience management capacities of airlines regards to PNI
with the all aspects of 0.20.
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