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Abstract

The electronic Word-of-Mouth (eWOM) is one of the important communication
channels in the digital era that could be used for the benefit of developing airline
business. This is because this communication channel has an influence on purchasing
intention and purchasing behavior of passengers. In addition, the Theory of Planned
Behavior will be applied to be a guideline for understanding factors that have an
influence on e WOM activities in developing airline business. The crucial factors affecting
eWOM activities include the attitudes toward service, subjective norms, and perceived
behavioral control from experiences. Therefore, if airlines want to benefit from eWOM
activities with efficiency to promote their products and services for stimulating purchasing
intention and alter passensgers’ purchasing behavior, airlines need to incorporate
Theory of Planned Behavior with the use of eWOM activities for competitive advantage

in airline business.

Keywords: electronic Word-of-Mouth (eWOM), Theory of Planned Behavior, Competitive

advantage
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