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Expectation and Perception on the Quality of Service of the

Airports in Northeastern Region of Thailand
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Abstract

The objectives of this study were to:
1) study the influence of demographic
background on the expectation on the quality of
service of the airports in Northeastern region of
Thailand; 2) examine the influence of
demographic background on the perception on
the quality of service on the airports in this region;
3) study the influence of the demographic
background on the possibility to repeat the use
of the airports in this region; and 4) investigate
differences in the users’ expectation and
perception of the quality of service of these
airports. Hypotheses were tested by using
independent t-test, paired t-test and one-way
analysis of variance (One-way ANOVA) as well as
the multiple comparison of Scheffe. The research
findings showed that: 1) in terms of the
expectation on the quality of service of the
airports, users with different education level,
occupation, and income tended to have different
expectation; 2) as for the perception on the
service quality of the airports, it was found
marital status, education level, and income of the
users had an influence on their perception;
3) users with different marital status, occupation,

and income were likely to have different behavior

in terms of repeating the use of the airport;

and 4) different expectation on the quality of the
service of the airports had an effect on the
perception on this, with a .05 level of statistical

significance.

Keywords: Expectation / Perception on the
Quality of Service of the Airports in Northeast

Region
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