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ABSTRACT

The objective was to study perception of Thai passenger using the services of domestic flight routes towards
protection of passenger rights. The study was a quantitative research by using questionnaire with 400 samples of Thai
passengers.

The results showed as follows:

Most of respondents were female at the age of 30-39 years with the education in Bachelor degree, having
the occupation as private company employees. Most of passenger used Thai Air Asia (FD) service.

Perception of Thai passenger using the services of domestic flight routes towards protection of passenger
rights is high level: to check-in within the time specified by the airline or if not specified, it shall be considered no less
than 45 minutes. The moderate level of perception in case the airline is delayed for more than 2 hours but not more
than 3 hours, the airline has to arrange food and beverages, telephone, fax, electronic mail (e-mail) and refund if
passenger do not wish to fly.

Suggestion: The airline should clearly information of protection of passenger rights on airline website and
mobile application in order that passenger can read before buying a ticket. The content about protection of passenger
rights should be available in the Q&A of airline website. Including passenger may complaint about an alleged
infringement of the protection of passenger rights to the Department of Civil Aviation in order to investigate the facts
and proceed further.

Keywords: Passenger Rights, Domestic Flight Routes, Flight Delay
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