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Abstract

This research focuses on how the Malaysian young generation exposes and
communicates social issues through social media, including politics and volunteering.
It is important to see changes in society caused by a unity of people with the use of
communication technology. The research employed mixed research methods, both
qualitative and quantitative methodologies. A questionnaire was used to explore how
the young generation in Malaysia use social media to communicate social issues,
politics, and volunteerism. A total of 285 questionnaires were collected from informants
aged 18-30 years old in August 2018. For the qualitative part, the in-depth interview
was conducted with three key informants in September 2018, after GE14. The findings
suggest that although social media cannot trigger social movement in Malaysia
yet, they have been increasingly used by young people in Malaysia for promoting
participation in social issues, politics, and volunteerism, especially after GE14. Young
people in Malaysia feel that they have more freedom of expression, especially on
WhatsApp and Twitter. Therefore, social media has been perceived as a tool for
promoting the intention to participate in social movements and providing a participatory

platform for the youth.
Keywords: Social media, Malaysia, Youth, Social issues

Background

Southeast Asia has been regarded as a fast-growing and tech-savvy region.
According to Sportify’s The Culture Next: The Trends Defining Gen Z and Millennials
in Southeast Asia report (2020), Gen Zs and Millennials are critically connected with
digital world and this is a deeply socially conscious generation, and they are unafraid
to show courage, as well as the vulnerability that they believe comes with authenticity
and real change. The joint report on Southeast Asia’s Internet economy by Goosgle,
Temasek, and Bain & Company (2019) or e-Conomy SEA 2019 report highlighted that
Southeast Asia’s Internet economy continues to grow at an unprecedented pace as it
hits yet another milestone, soaring to US$100 billion this year. Moreover, the number
of Internet users in Southeast Asia has increased by 100 million — many of whom are
youths aged 15 to 19. As more of these young, digital-savvy and mobile-first Southeast

Asians come of age, the region’s Internet economy is set to grow further.
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The advance of online communication technology causes immediate changes
in people’s way of life and media ecology. Due to communication technology
disruption together with a change of receivers’ behaviors, there is an impact on a
media production and information sharing with receivers in compliance with
globalization context, which a phenomenon and change can be interconnected quickly
but still flow into the socio-political context in each country.

According to Bernama (2019), Malaysia ranks top five globally and highest in
ASEAN for in mobile social media penetration. Internet Users Survey 2018 by Malaysian
Communications and Multimedia Commission highligshted that social media has
become an important tool for connecting people, building communities, voicing out
one’s opinion, and business’ marketing and advertising. The survey also estimated that
there were about 24.6 million social networking users in 2018, of those, 97.3% owned
a Facebook account.

The article of Hwang and Kim (2015) entitled “Social Media as a Tool for Social
Movements: The Effect of Social Media Use and Social Capital on Intention to Participate
in Social Movements” verified the role of social media in promoting the intention to
participate in social movements in Korean context by providing a participatory platform
for the youth. In Malaysia, Noorriati, Saadiah; & Raja (2012) pointed out that a social
media site also increases the quality of youth life since it serves variety of information
and knowledge for the youth. This role of social media is vital for the young generation
of a country.

It is difficult to separate social media and young generation as they grew up
with it. Also, it is beneficial to know how the youth use social media for social issues.
Malaysian youth is particularly interesting as they will become a core group to push
forward the country. At the same time they are the generation of citizens who grew up
in multicultural society surrounded by global dynamic changes and disruption. This
research, therefore, focuses on how Malaysian young generation expose and communicate
social issues with the focus on politics and volunteerism through social media as
it is important to see changes of society caused by a unity of people with a use of
communication technology. This is important as it can give a reflection and comparison
on how the young generation in other ASEAN countries including Thailand use social
media for social movement.

The aims of the research are to

1) Study Malaysian new generation’s behavior on using social media for social
activities

2) Explore a role of social media in promoting a social participation of the

young generation in Malaysia
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Literature Review
1. Media freedom and social media in Malaysia

Adhere to the national principles, such as Rukun Negara or Rukunegara
(harmony of ethnic groups in Malaysia), the mass media is required to provide
information which will be benefits to the country and avoid a conflict among the
ethnic groups. Malaysians can access to the news and information from from all media
platforms including newspaper, magazine, radio, TV, movies and the online. However,
the media platform is under a tight control of the government and powerful political
party. Meanwhile, some media do a self-censorship to avoid a problem with the
government. According to “Internet and Social Media in Malaysia: Development,
challenges and Potentials” (Wok, S.; & Mohamed, S. 2017), Malaysia has a history of
media control through media laws and concentrated ownership. The government has
issued four additional laws to control the media as follows:

1)  Printing Presses and Publications Act: to regulate the media from reporting
news threatening to national benefits and security.

2) Official Secret Act: to require a reporter to investigate news which is not
from government’s confidential data otherwise he/she can be jailed.

3) ‘Broadcasting Act’: to allow the government to intervene the media’s
works.

4) Internal Security Act: to ban news related communist or violating the
national security

There are no laws on the freedom of press clearly stated in Malaysia’s
constitution even there is an article on the fundamental liberties related the freedom
of expressions. However, after winning the 14th general election or GE14 in 2018, the
government led by Mahathir Mohamad vowed to increase a freedom of the media.
Not only the attempt to abolish Anti-Fake News Act introduced by former Prime
Minister Najib Razak, but to reduce a shareholding ratio owned by political parties in
the media to mitigate the political power in media’s works. (Tan. September 2018
and December 2018). As a result, the freedom of Malaysian media ranked by the RSF
gradually increased from 144 in 2018 to 123 in 2019 and to 101 in 2020 respectively.

Social media become a very important part of Malaysians’ life, and they
have become the tool to express ideas freely, which can influence the opinions of
others leading to social and political change. Based on Internet Users Survey 2018 by
Malaysian Communications and Multimedia Commission, the top five social networking
users in Malaysia are Facebook (97.3%), Instagram (57.0%), YouTube (48.3%), Google+
(31.3%) and Twitter (23.8%). In terms of content shared online, the most shared

content was educational materials (71.3%). Then, 69.6% have shared entertainment
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and humorous content, followed by latest news (63.9%). Meanwhile, 62.6% shared
public service announcement. Aid effort, such as search for missing person, donation
for medical aids and humanitarian mission, was shared by 55.9%. Less than half shared
latest promotion and discount advertising (43.0%), while political related issue was the

least frequent content shared online (32.1%).

2. Social media and social movement

Social movement refers to an activity done by a group of people with their
objective. It can be either formal or informal coalition, such as a social movement
to cause a change of society, politics, environment or health (Narupon Duangwises.
n.d.). Diani (1992) developed definition for social movement as “networks of informal
interactions between a plurality of individuals, groups and or organizations, engaged
in political or cultural conflicts, on the basis of shared collective identities.” Suwida
Thammaneewong (2001) explains the process of the social movement as a group of
people who feel strains because they do not receive a justice. Therefore, they spread

out this through to the majority.

1) Belief that is the problem and needs to solve

2) Increase a number of people’s support

3) Mobilize human resources, fund and other to establish the organization
4) Set up the organization with the specific objective

5) Take an action to change

6) People who lost the benefits have reaction to crackdown the movement

with various actions

According to Hasan Obaid (2020), “Social media networks have replaced
the pre-existing mobilization structures, hence becoming the new coordinating tool
for almost all social movements in the world”. Social media is not only a tool for
disseminating information and coordinating activities, it also represents an emotive
platform for the construction of identities, sharing of emotions and building collective
feelings (Wolfson; & Funke. 2017). The Oxford English Dictionary (2021) defines
‘clicktivism” as “the use of social media and other online methods to promote a
cause”. It is the use of social media for facilitating social change and activism and can
include a whole a range of activities, as for example: organizing protests, facilitating
boycotts, signing petitions, hacktivism, crowdfunding, online parody and satire, Google
bombing, circumventing news blackouts/keeping people informed (Tzouvara. 2016).

This research, however, focuses on how Malaysian young generation expose
and communicate social issues with the focus on politics and volunteerism through

social media.
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Research Methodologies

This study is mixed research methods, employed both quantitative and qualitative
methodology. Survey by questionnaire was used to explore how young generation
in Malaysia use social media to communicate social issues. In-depth interviews with
university students and media experts was employed in April 2018 for the questionnaire
design. Two experts in quantitative research and media in Malaysia checked the
questionnaire’s validity. Then, 30 copies of the approved questionnaires were pre-tested
in Malaysia. According to various youth activities and reports by organizations under
UN including Youth, Sustainable Consumption Patterns and Life Styles Report by
UNESCO and UNEP (2020) youths are people aged 18-30 years old. The total 285
questionnaires, therefore, were collected from informants aged 18-30 years old in
August 2018. The result of the survey, then, was processed by SPSS program.

For qualitative part, there are three key informants joined the in-depth interview
that were conducted in September 2018, after GE14. The three informants are
purposively selected to represent academic expert in youth and social issues, youth
activism and social media in Malaysia. The three informants are;

1) Mohd.Fauzi B Fadzil, Research assistant at IPSAS-Institute for Social Science
Studies, Universiti Putra Malaysia (UPM)

2) Muhammad Ikhmil Farisz Bin Mohd Hanif, MyCorps? Alumni

3) Norman Goh, former Malaysiakini Social Media Curator

The findings from the two methodologies shed the light for discussion on why,
how and where do Malaysian young generation come to share information, common

spaces, meaning, identity, activities and goals aiming for social change.

Results
1. Findings from the survey
1.1 Demographic information of the informants.
The informants are mixed in terms of background. About 60% of them
are female and 40% are male. The age range is 18-35 years old with the mean of 25
years old. For ethnic background, about 63% are Malay, 23% are Chinese, 8% are
Indian. Most of them have an undergraduate level of education (studying or graduated).

For their hometown, 36% of them are from Kuala Lumpur as illustrated in Figurel.

2MyCorps is a Malaysian International Volunteering Program initiated by the Malaysian government through

the Ministry of Youth and Sports Malaysia. (http://mycorps.my/about-mycorps/mission-and-vision/ )
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7. Negeri Sembilan

Hometown (%)

8. Pahang
4%

1. Kuala Lumpur
36%

5%

6. Johor
5%

5. Kedar
6%

4. Kelantan
7%

3. Perak 2. Selangor
9% 18%

Figure 1 Informants’ hometown in Malaysia

1.2 Social media usage

most popular social media platforms that the informants have account. However,
when the informants were asked about which social media that has been actively
used for the past three months, WhatsApp is the most active social media followed by
Facebook, Instagram, YouTube and Twitter. This trend is nearly similar with the number

of people creating their profile in the social networking sites as indicated in Figure 2

and 3.

Facebook, WhatsApp, Instagram, YouTube and Twitter are top 5 of the

17.86

1786

2

o —

16.18
14.06
9.86
696 664
445 445
I 0.97 o
|| [

Facebook WhatsApp Instagram  Youtube — Twitter Skype WeChat Line SnapChat  other  Telegram

Figure 2 Social network sites with created personal profiles (percentage)
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Figure 3 Actively used social networks in 3 months (percentage)

For the time spending in social media platforms, most of the informants spend
3-6 hours per day for keeping in touch and interaction with family and friends, and for
finding information and entertainment as shown in Figure 4 and 5. Most of informants
use a mobile phone to access the social media followed by a laptop, tablet and smart

TV respectively.

Less than 1 hour
5%

More than 9 hours
11%

6 — 9 hours
14%

1 -3 hours
36%

3 -6 hours
34%

Figure 4 Time spending on social media per day (percentage)
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Other
0%

For professional and business

contact

13% For finding information

23%

For social issues and
activities engagement
18%

For entertainment (movies /
series / games)

For keeping in touch and interaction with
23%

family and friends
23%

Figure 5 Social network usage purposes (percentage)

1.3 Social media usage for social activities

To examine the role of social media on promoting a social participation
of the young generation in Malaysia, the survey found that the informants have
experienced on using social media for social issues and movements. Then, when
asked them //which social network they normally use for social activities (view, share,
comment, like and post), the answer is identical with the question about the most
active social media in general as can be seen in Figure 6. WhatsApp is the most
preferred social media for Malaysian youths to use for social activities as presented

in Figure 6. The informants also mentioned that they use WhatsApp for social issues

every day.

a5 a2

,,,,,,,, 3.82
. 3.61
a5 e
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24
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ig e 1.37 132
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WhatsApp  Facebook  Instagram  Youtube Twitter WeChat  SnapChat Line Other

Figure 6 Social media usage level for social issues (0-5)
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Most of young people in Malaysia use their social media to “view” in social
issues in WhatsApp, Facebook and YouTube and to “like” in Instagram. The rest
activities are share, post and comment. The least answer activity is “create a campaign”.
However, Facebook seems to be the most used platform for the campaign creation.
Meanwhile, the informants use social media everyday to discuss or talk to friends
and family, to seek for information relevant to interesting issues and to observe what
people are talking about. Lastly, Malaysian young people strongly agree that social
media provides platform for networking community. Together with this, they perceive

social media’s potential for expressing their voice and change the society.

2. Finding from the interviews

Although Facebook is the most popular and fundamental social media
platform for Malaysians including young generation, the most influential social media
for social activities among Malaysian youths are WhatsApp and Twitter.

Facebook is still the most popular platform among the youth in Malaysia
because it is very convenient and easy to use. For example, checking news on
Facebook’s timeline is more flexible while its contents are very various comparing to
other platforms. Nevertheless, Norman Goh (2018), a Social Media Curator at Malaysiakini,
also observed that Facebook trends in Malaysia is declining and aging, similar with
many countries. Young generation in Malaysia are stepping away from this mainstream
social media as they concern about their security and privacy.

WhatsApp, however, seems to be the most influential social media used for
social issues especially politics. In the latest general election (GE14), according to Goh
(2018), WhatsApp played a significant role as it has a high confidential and privacy.
Politicians and their election canvassers used WhatsApp to gain their support through
a chat group. Malaysian people like to set up their chat group at least one group per
family. Especially, the rural areas in the eastern and some parts of western regions,
there was community’s group chat to spread information on policy, campaigns as well
as fake news on the general election. In this regard, WhatsApp was considered as a
critical tool for the election. Although some people do not use Facebook, they have
WhatsApp for communicating with friends for collecting information.

The key informants also mutually agreed that Twitter is another crucial platform
that can trigger social activities. Mohd Fauzi Bin Fadzil (2018), a youth expert from the
IPSAS-Institute for Social Science Studies, UPM, explained that the platform is widely
used among elites, influencers and celebrities. Goh (2018) agreed that most of Twitter
users are upper class. It is still a small group and has a number of well-educated users

than others. Most of Twitter users are ministers, politicians, activists and it is used to
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discuss and exchange views about political issues including, woman and education
related issues. Unlike other platforms, Twitter focuses on the message so it attracts
those who ‘love to read.” As these elites, influencers and celebrities are opinion leader
for Malaysian young generation, Twitter has a potential to be a platform to kick-start
social activities and movement in Malaysia.

For Instagram, Malaysian young generation use it for their personal activities
rather than communicating the public issues. According to Muhammad Ikhmil Farisz
Bin Mohd Hanif (2018), a volunteer activist, Instagram’s ‘Instagram story’ is widely used
to update their daily activity. Some people are very active to keep posting their story.
There are two specialties of this new function. First, it will be automatically deleted in
24 hours and second, the user can see who watches his/her post which makes him/
her feel of receiving an attention from others.

For YouTube, it has been used generally for entertainment such as watching
music and movie rather than looking for knowledge or information. Goh (2018) also
suggested that YouTube seems to have a less popular because people spend more

time on Facebook which also allows people to watch news video.

Discussions

There are different perspectives about Malaysian youth and politics. Before
GE14 the youth seemed to be distance from politics. Fauzi (2018) mentioned that
although most of them, for some reasons, went to vote, they rarely wanted to
involved in political issues. Reasons behind this are partly due to the political
monopolization and strict media control in Malaysia. Malaysian youth were afraid
to be threatened if they show over-politicized expression. However, Fauzi (2018)
and Goh (2018) thought the Malaysian youth has both active and passive persons in
politics due to their education background. Twitter seems to be an influential platform
for young people to express their voice and communicate social issues. Youths talked
about politics in Twitter increasingly. They felt a connection with other by ‘retweet’
the messages to make other see it as reference.

After GE14, the freedom of expression on social media in Malaysia has been
gradually increasing. The most importance factor is the “Malaysian Tsunami” that
collapsed UMNO’s political monopolization and Mahathir Mohamad’s stance after he
was elected as a Prime Minister at that time. The government led by Mahathir Mohamad
vowed to increase a freedom of the media and expression. One of them is to abolish
Anti-Fake News Act introduced by former Prime Minister Najib Razak before GE14. This
good signal gave a greenlight to young netizens to be more vocal. For example, when
the Prime Minister wanted to take another position as Education Minister, there was a

strong criticism on the social media until the Prime Minister dropped the plan.
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Social media are influential platform to communicate and share stories about
outcomes of social activities. They have a power to gather the youth to join volun-
teerism. However, in case of increasing the participation or volunteerism, the face-to-
face communication is needed because the volunteer works required people who
are really interested. The social media can attract new comers, especially, WhatsApp
and Facebook have been used for communication among the volunteer groups and
sharing their activities.  Besides, social media can also spread news, such as benefits
of volunteer works and increase of recognition, effectively. In addition, it helps
fundraising as well. Still, young people seem to use social media for gathering
information rather than creating their own volunteer activity.

Social media has been perceived as a tool for promoting the intention to
participate in social movements and providing a participatory platform for the youth in
Malaysia. However, to create social movements by “networking informal interactions
between a plurality of individuals, groups and or organizations, engaged in political or
cultural conflicts, on the basis of shared collective identities” like what Diani (1992)
suggested or as we can see in other places in the world, this might not happen yet
in Malaysia. It is partly due to the root and long history of media control. However,
the study found that the social media has been increasing used by young people
in Malaysia for promoting a participation in social issues, politics and volunteerism
especially after GE14 as they feel that they have more freedom of expression

especially on WhatsApp and Twitter.
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Abstract

This research aims to assess the desirable characteristics of morality and ethics
in students. This will enable us to understand long-term changes in the students’
moral and ethical levels. The sample consisted of 573 students through multi-stage
random sampling. The questionnaire is divided into three parts: general inquiries, moral
and ethics measurement, and moral and ethical development. The data analysis
includes finding frequency, percentage, analysis of variance, repeating measure ANOVA,
and data envelopment analysis. The research results are as follows:

1. The analysis of morality and ethics of Rajabhat University students during
July 2020 and October 2020 found that
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1.1 The mean of the Integrity Indicator was 3.25 and 3.25, respectively. Both
measurements of the variance showed that the measurements between July 2020
and October 2020 had the same variance on both occasions (CV(%) = .17)

1.2 The mean values of the indicators of consciousness were 3.00 and 2.99,
respectively. Both variance measurements found that the measurements during July
2020 and October 2020 had the same variance, both times with similar values (CV(%)
= .13, .14).

1.3 The mean of responsibility indicators was 3.38 and 3.38, respectively.
From both variance measurements, it was found that the two measurements from
July 2020 and October 2020 had similar variations (C\V(%) = .45, .47).

1.4 The mean values of the fairness indicators were equal to 3.41 and 3.41,
respectively. Both variance measurements found that the two measurements from
July 2020 and October 2020 had similar variance (CV(%) = .17, .18).

1.5 The mean persistence indicators were 3.12 and 3.12, respectively. Both
variance measurements showed that the measurements during July 2020 and October
2020 had the same variance (CV(%) = .47).

1.6 The mean of the Discipline Indicator was 3.34 and 3.36, respectively.
Both variance measurements found that the measurements during July 2020 and
October 2020 had similar variance (CV (%) = .44, .45).

1.7 The mean values of the tolerance indicators were 3.15 and 3.14, respectively.
Both variance measurements found that the measurements during July 2020 and
October 2020 had the same maximum variance (CV(%). = .45, .47).

2. Trends for changing the seven moral and ethical indicators in a straight line
are likely to change the mean as follows:

2.1 Indicators with the same change trend are responsibility.

2.2 Indicators with an increasing trend are honesty, perseverance, and discipline.

2.3 Indicators with a downward trend are consciousness, justice, and
patience.

3. The analysis of the role in moral development. Ethics at the self, family, and
social levels frequency and percentage values are arranged in order of importance of
moral development. Ethics at self-level is highest through parent teaching at 47.295

percent, followed by internet study, which accounted for 20.268 percent.

Keywords: Moral, Ethics, Student, New normal
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7) ANUBANU
P a a o
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ada o a a v
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1. mMsmmuaUszrnsuasngudagig
Uszang Ae InAnwndil 1-5 vesmminendesvdgaiund y3sud uazslwnssdl
YnsAnmn 2563 s urwsEy 27,652 AU wavingusiegnslsenaume (1) dndnw
MNUINGFETAYEFUNS au 233 au (2) dnAnwanumiendesadgilwssd
117U 289 Ay uag (3) thAnwanuminedsiguiiug S 51 au usuuidy
573 AU Im&JmiLﬁaﬂﬂﬁj@JéTﬁ@EJNLLUUMmEJ%"’umu (Multi-stage Sampling)
2. msaranesleflilunside
winaflellilunisideussneudne wuuaeuwgifeatsdulasnisuiutsenn
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Tneusiazfulsivadnuduiu 16 99 Wi 112 90 wasiiinaeinsiiaziuudsiay
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il 2 medleneiieAnyiannswesuunliunnUAsunamusssy A3ussu
vasmulnemuiaued Yszneusiensinssianainidoduiioussenednunzvesiauds
AnsTIN A3E5TINAmsEhsETe MIvedeUAILANFIAAEYRY FlUIAMETIY 930595
fiensihssTisywingamaniagldnsinszimuudsusiusuuing (Repeated-measure
ANOVA) mslinsesiuunliunisidsuntasasssy a3essmiimeihsefuaznsienei
LnalAsiRuINTeIRMETIY PFusssudinasihse s

d1ufl 3 NFTiATIEUNUIMLALFUUST Tason T AR U TIN A3855TH
UsgnausemsvageunnuuandaAedefulsnuss sussauiimsihse Tl fuds
VRIHINANMINGNTE TN Ll 18 seiutuduazanzfidata Tnsmsliameienuudsusu
AAEY MIIATIERUNUImTUNMITAUIAMETSH A3esTsuluseRuaues sEAUATaUATY
uazsiudsan sefunmsTI a3ssauiimsihsrTuaznsiieesidennseudeya (Data
Envelopment Analysis) Lﬁaﬁﬂwﬂizﬁw%mmmﬁﬁu PFussaudinasihse s

aw
W&N13338
1. wansesevideyaseiunmessy A5esTINvesindnyuninendusuiglueeia
Tyimudtsdnusssn a3essanfiaanihsgls 7 fddanmstanelasnasy 2 fanand
il
11 Aedsreshudmmiedndarisluthafiounsngiay 2563 uasmaia 2563
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vosfatsinnsian 2 admudn nistaluthadeunsngray 2563 uazmanau 2563 A

WUTUTIUINALT 2 Ada (CV.(%) = 17)
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1.4 Aadsvowiinsdinanugissuluthadeunsngay 2563 uazmanau 2563
ﬂuamammamwaaumu ummm‘u 3.41 wag 3.41 Avluu MUaU dmTuanuuUsusiu
vowvanmsTai 2 afimut n3inlugIiunINg AL 2563 LASHRIAY 2563 PR
LLUTIJS’J‘L!LW]ﬂ‘L!'VN 2 mﬂﬂammﬂu (CV.(%) = .17, .18)
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374U 573 100.00
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AITITU Q%HﬁiiNIUﬁgﬁUWULENM’]ﬂﬁEjﬂ 3 ARULINAD miausuﬁqaaumnwhLszﬁm‘TJu%faaaz
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Abstract

This article aims to present a cooperative model to address the issue of drug
trafficking along the Thailand-Malaysia border. Document analysis and in-depth
interviews with different stakeholders were carried out to serve as the basis for analytic
induction, data interpretation, and the development of conclusions and a proposal
on the guidelines for establishing cooperation to address this issue appropriately
and concretely. The results reveals that an operation for drug interception along the
Thailand-Malaysian border among local agencies involve intergovernmental networks
and policy networks, which are aimed at establishing mechanisms for addressing this
issue in a systematic fashion under network-based public policy management. This
includes formulating strategic goals together, setting up a working group, providing
operational resource management, defining responsibilities for respective agencies
at the policy and operational levels, encouraging the exchange and brainstorming
between relevant agencies, and building knowledge and skills of government officials
within the network regularly. The guidelines for cooperation between these two
countries under the international framework should be developed at the policy
and operational levels. There should be guidelines for policy-level cooperation for
governments or central agencies which focus on joint prevention and surveillance
of the issue and the guidelines for policy implementation based on the local policy
frameworks and mechanisms for addressing this issue of each country. In addition,
there should be guidelines for operational-level cooperation which are based on public
network management, including setting shared goals based on situations of this issue
and the work context of relevant agencies in both countries and clearly defining units
and scope of work which enable cooperation between area-based operational units,

which result in tangible cooperative mechanisms among different agencies.

Keywords: Cooperation, Policy network, Drug trafficking, Southern Thai border
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Abstract

The objectives of this research are to 1) study the adversity quotient level of
airline business management students, Bangkok University, and 2) compare the
adversity quotient level of students from different biosocial factors: gender, year level,
family income, and academic achievement. The sample was selected by multi-stage
sampling resulting in 240 undergraduate students in the academic year 2019 from the
Airline Business Management Department, Bangkok University. The research instruments
are multiple-choice and rating scale questionnaires. The data were analyzed using
descriptive statistics, independent sample t-test, one-way ANOVA analysis of variance,
and multiple comparisons test. The major research findings are that the adversity
quotient level of students was at a moderately high level. In addition, the students

with different academic achievements indicated different adversity
Keywords: Adversity quotient, Airline business management, Students
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famumenen  WumnnssiedesutarimumeneniazndyivgUassaogtng  usd
fnazgiflemiivaude esanldosniuumvierususiely uar 3) wandeduiedienus
(the climber) wanﬁé’fmmﬁugﬁﬂﬂgﬂﬁaa 9 wlusendy Tdevien Geuiuasiunn
nuesnaonnan Wumnjulssesliiguassaduladhandaunadumageuiomi way
BuiByfumnuvimesng 4 mszndmeienagiuanuenndiuinudindeeumens
Fndunazsisiuetauiads Inedeansasmmiomiuasdulsslovideriu des Ussmend
wazUszmaulan

=

nydeaselAnwaruainsalunisienvurguassa auLwIAnYes Stoltz (1997)

[

Usenaumednuarddg 4 3R Ao 1) M3AIuAN (control) MingfsnnnuaunsalunisAIuas
'3

o

=

guassa anun1saivsedamisiing q Wiwuiuldld 2) anvguazainusuiinveu (origin-
ownership) winefsmuasnsolumsiinnziamguastadedu 4 Adussdidszneuvestiym
wazilaasidudsuiingeu 3) nansenu (reach) Maneds ANNEITOAIUANENTUAIAUAY
wazsansznuiiAneudemeldodisligeviowaziiuinluld waz 4) anumumuviernu
oAU (endurance) mnedsruannsolunisiuiieduguassass 4 fmddleiduuddunis
119Uz UaTIA (Phoolka & Kaur. 2012)

e eTRedestunuidendsd  1dun nsfnwaindnfnwamninenderiunm
Iegntayi R 2 wutiwesouasvdeiimnuaansalumsesuzgUassaunnaedu
agnafifuddnymneadiszdv .05 (0136 JuRsITUNA. 2552) Turaued enAdedu 4 ndunui
welsifidvinadonuaunsalunisioivuzguassa (R niwdnseasd, U¥ald inavyns
waslendl ASusma. 2559; Unan wikouRy, vislASuns adneye way nadaas Asnssey,
2560; ann$ntl AsIny. 2556)

drunITuieuiisuanuauisalunisionvuralassaiudadenididiausiiu
elivasnsouniwaznanIsseu toun nsfinwives dnun wuanRu, Hedsuns ainsug
waznasaas AN (2560) Lﬁu%’a;ﬂamnﬁﬂﬁ&m%uﬁﬁwﬁﬂmﬂﬁ4wud1ﬁiz€1’u AILAINNTO
lumsieyuggUassaliunnedeiu aenndesiunmsideatntdnfnwsedudsagaes 6 aadu
fanadguaztonvuiinansuaiianuaasalunisienruzgUassavestinnwlifany
Fuiusiudud seldvenseunss waznan1sSeu i ningnseasd. 2550) Msdinun
TusnsUsemaaninAnwivrinaide 184 Khairani; & Abdullah (2018) wuinsinAnwuneyne
waznedianuanansalumsiewurgUasse liuansnefy winuindu® 1 Sanuanns
lunsienvuzaassa Tuszeusninindnudul) 2 uay 3 egnafidediy i’Jiﬂ%ﬂﬂm&ﬂWWN
FINsAuANNaNTatuNIseTEaUaTIA IANUANTUSAMTIUIN 1uITves Bakare
(2015) ndniseudseufnwineulalsyvdrluiisy wanwaiinuawsalunisienvuy
qﬂaﬁmﬂuﬁaﬁmwwaé’uqwéﬁwuﬂWSL‘%‘&JumﬁmmamiLazmmﬁqﬂq‘t}léf

o 231 o



21581589ANAEAT WAINIREATUATUNSI LI T 24 20U 2 (NsngAN-5uAN 2564)

A5ATIUN1TINY

1. Ussrnsuazieshslun1side fle dniinwmeuwasndeiuli 1 Sedudil 6 Saids
AnwianvInn1sIANTsgInaaen sty uninerdensann Msfivuavuaiieesligns
Cohen (1988) lngl4lUsunsu G* Power Computer Software fiszsuauideiudesay 95,
0= 0.05, effect size (2 = 0.02, power (1-f) = 0.80 lewunsiaeens 180 Au (Faul, Erdfelder,
Buchner; & Lang. 2009) Fsiwuavuiadegnaiiudiuiu 250 au Lilenavuansdideya
yave Bdenshogrsluuunanstuney (multiple stage sampling) i tuneudl 1 deon
wuuwtssulnglsiudnday (Non propoonnaL Stratified Random Sampling) wustin@Any
pufidnundudi 14 Juneudl 2 Laammummfﬂimm (Quota Sampling) AVUALNA
enazmendaliiisnulndifssiu uartuneuil 3 enuwuutudey (Accidental Sampling)
NNUNANYINMINGIFENFINN Main Campus

2. Fuusiiding wuadu fuusdasy (Independent Variables) Ao Jademnsdndau
gostindnw 4 fauus iun we 9wl Meldvesnseunsh wasnan1sSeu drusudsey
(Dependent Variables) fio AN&EN15abUNNT@1MULEUATIA (Adversity Quotient %38 AQ)

3. \pesiledefiunuuasuany (questionnaire) wiadu 2 @ Ao ddl 1 aeuany
HadeyaTadenn S1uau 4 do dnvamduuvulidenseu dawi 2 wuutannuanselunis
l1vuzgUaTIn Wannanuuuinves A niwdwszaed (2550) Faflanszasounqudnuasy
ddyite 4 Sfnumquives Stoltz (1997) dnvmusdumnasussidusuuudiAs,m (Lkert's
Rating Scale) 5 3¢y lnelviEmeunenumuas (self report) 1nliiats 3adntes a3emnang
93410 wagaTunniian Sruutionun 28 4o FeitelomnuiBaunnuasidvau fegnedomon
wu auAnIndunsimeldGeuineng Wusu msliazuuuEenin 1-5 azuuu dnsu
Fofnmuidsuinuasnduazuuuann 5-1 dwiudedonudsay anadefidald dmsun1side
adal] Winarinsudana 5 seafusisi

AaAY 1.00 - 1.80 AzLUL MmN Tanuaunsalunsionvurguassasedusm

Aiafe 1.81 - 2.60 Az aNEAL SanuasnolumsievuzgUasareudnem

Aady 261 - 3.40 AzLUL MNEANT danuaanalunsiewurgUaTInsERy
Junang

Aedy 3.41 - 4.20 AzuuL vneANd danuannsalunmsievurguassnsedu
BIRTANGE

Aady 4.21 - 5.00 AzlUY mNeALI TanuaansalumsiewurgUaTIRsyiUge

4. mssedeuURuALASeledY aunssiuilen (content validity) Tnens
WATIMIANAINABAAREA (Index of Item — Objective Congruence: 10C) IMNKNTIALIA
3 v AemesimAaraniies (reliability) Inggmsdulsavisuearhwesnseuunn (Cronbach’s
Alpha Coefficient) vy 83 Bsdninfinaunivsinuinasisnnsgiusesnside eedes .70
(Cronbach. 1990) fiagiilUllunmsivendsil
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5. Wivnunuteya anwiiduivieyamedislaenss daludeyausugl (primary
data) MntinAnmanyirnisianisginanenistu Insfnw 2562 SuUA 1 el g
uninendengam aiidvunld 250 au neutsanizgiseeenidu 4 nauluifuteyausas
1,9 ilelaliAnnsdndouvesdoyn wasvusfudeyanuedifodiiumanuminasosssy
Tun1539 netuasinguasasdesnedman daflitoyadusouuaifitlanaunuuaouniumy
wdwiliUslomimadnnasiiiu dnanfudeyalssanuaodun Tddeyanduan
243 9 Andufevas 97.20 WenmaanuEouiesudlideyaiithuiinsesi 240 ya Anidy
Foway 98.77
6. mylaTziteya  Mlusunsuresiawmesdidagy  adatldlunsieszideya
fio afiinssaiun (Descriptive Statistics) e drfesay Anads drudsauuinnigiu wae
aiAe1984 (Inferential Statistics) LienaaouawuAgu léun Aradfneaeuiinidudasededu
(Independent Sample t-test) MFNATIAALLUSUTIALNS (One — way ANOVA analysis
of variance) WagmsianzinnuuAnmsesriadeduseeies Bonferroni wag Games-

Howell

aw
NEN13338

1. mﬁmiwﬁsﬁagaﬁmﬁu un Adovazvessegnafiisafuladoussvinsmans
4 §uvs e wne Fud e ldueinsounsa uaskan1sSeu wanwath fegeiineunuuaeuny
Tunsidendstisuauiedu 240 AudunaArdgavinaesiuuintude 120 au Andu
Zaway 50.00 Wuihnu i 1 - 4 Stuuwhduiedesay 25 Thinw3esas 30 Teldves
ATBUAS UINAI1 70,000 UM UNENWIEIUNLNINSBAY 42.90 JNan1558UusErINg 3.00 — 3.50

2. MIAATIEERNTRgUIEad T8 1 Ao MIATIETERUANAINNIOLUNNS UL
gUasIAYRIinANYANUIVINTIANTSTINAaIEN1TUU AmInedenTunmw

M50 1: T ANRfe LEWUUNINTFIY WAZTEAUANEINITAlUNITIa UL UATIA
YaenAn® d1913¥IN153ANTFINAEUNITTU NINBIFENTINN

—~

Auds n X S.D. AU

AHEsaluNsvuzaUassa (AQ) 240 3.663 415 Autnega

9NANTeT 1 uanmad AleAsTmaINMsReULUUAsUa B IaAa N Talug
119U UATIAYRIINANYIAIUIVINITIANITTIAAAENITTU UMINGIFENTUNN T
240 AU TRy 3.663 Azuuu drudsavuanasgiu wihiu 415 WeiSsudsutuinos
nswdanaiiimuall  uansitauannsaluniseivurgUassavesin@nwauniving
IAN1553REen1siu wninendenganm egluseiuaudiegs
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3. MIlangiaaingusrasd 4o 2 Ae MIlATsiUIsufisuALedsm L@
lun1sievuggUassnreslnAnuaivivin1sdnnisgsivaenisty - uminedengann
Audustadensdidian madwrsgsiwiadu 2 Yseion fe

3.1 mylenvilieuiisulagldradiveaouiiiiludassseny (Independent
Sample t-test) tiennapuaLAgUNTEAfuUTaTen T seuiianduinasuadydd
Usztnvudadu 2 ﬂejuwhﬁy’u Fandusuusuuuninia (Dichotomy) siidenssil Ao e

= a g = ' a o/
M990 2: MIAATEIUTsuliiguARRgveTEAuAMNENITaluNITIe YU UaTIAYRY
iinfnen d1v13vInsianisgsnaanenisiy aanenaenjamwiuladensdaderuauine

Uadeiamnedenn AMMENsaluMTTUsaUdTIA  ANddRVAaU
n X S.D. t p
LW 1) ¥ 120 3.626 444 -1.384 .168
2) g 120 3.700 382

MY *p<.05, **p<.01

NA15197 2 uansradn desuuntatemedidenusiumavestinfnwaned
Amsdanmsssiaaemsty winendongunn Awendieiu Ssgfuauananselunis
l1vuzgUaTsa unnsaiueendlsifiudiey wienandntonts Ae Aruanunsalumsionsuy
guassAresinAnyinAiglasnangs @1913¥1n139AN15shaaen1siy uming sy
ngann ldunnsineiu

3.2 MeinnsiIsuisulagldnisiinsgianunusdsiunidang (One -
way ANOVA analysis of variance) Lﬁamaauauuagm nsdifishulsdadennadadeay
wmsuntgfuazisedudu Ussnnuudblivatengy nMsitended oud dul seld
UYDIATOUATY  UATNANIIBEU LLazLU‘%EJ‘ULﬁEmmfmLLmﬁiNﬁummLaﬁmﬁmwﬁ (Multiple

Comparisons) 1ag35 Bonferroni way Games-Howell
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M19199 3: N1FAATIEMUTBUTIBUAIREEAINAINTA LN 51U UATIAVRNTN AN
d191791159AN13350818n150u uAngrdensanniuladeniedadepuaiugud
sgldvasnsounia uaznanisitey

AUEINTA ANENANAEIU Nang
Jaden19Tadeny Tunisenvue Wieudisu
audssn e
n X SD. F P
$ud D1 60 3601 427 1640 .181 -
202 60 3.741 432
3)U3 60 3.699 370
)Ya 60 3.603 424
s1lewes 1) laliiu 30,000 U 48 3.655 367 792 .499 -
AsouAsy  2) 30,001 - 50,000 UW 66 3.612 418
3) 50,001 - 70,000 U 54 3.659  .409
)

4) 111131 70,000 UWWTTUI"[J 72 3.720 .448

Nan1sseY 1) 1N 2.00 2 3.268 025 6.743** 000 3),4)>1),2)
2) 5¥WiN9 2.00 - 2.99 75 3506 370
3) 55%374 3.00 - 3.50 103 3721 398
4) 1A 3.50 Fuly 60 3774 446

MY *p<.05, **p<.01

AT 3 uansrad Jaseiadinuduiud wasselduesnseundafiunndnaniu
thnwifiinadseuannsoluniseivuzguassn winisiuegnalififddynsadn vieo
nalelifianuuaneety usnusuranisSeuresshanuiiuanssiuiidiedeaing
anunsolumsenvurgUassaunnsafuogsiifoddymeaiifissdu 01 wasdledased
mmLL@ﬂﬁiWuaamLa?ﬂ'mﬂuﬁmﬁ WUl TnAnwfidnanisSeusening 3.00 - 3.50 AZLUL
WaE AN 3.50 AvuLLILY ﬁﬁhLa?il85Uaﬂﬂ’l’mﬁ’mWiiﬂ.uﬂﬂﬁL@W%u%QUﬁiiﬂQdﬂ’hﬁﬂﬁmﬁ’]
nauiTinanTEuiNg 2.00 AZWUY WagnaNTEVINg 2.00 — 2.99 AL

dsduazanusiena

NsANITEAUANAINNTA NS YUYaUaSIA (Adversity Quotient 138 AQ) U84
infinwanwinnsinnisgsnaanenist aninerdensamn Unsine) 2562 nan1sikasen
wansratinAnwiiauaninsalunmsievurgUassaluseAuAouiege wavatuayuauumigiu
U9 NaNdfe AuELnsalunsevurgUasia vesinfnyasuanseiueg1sltedny
naadanszsy 01 WedwunmudadonsdidsensnunanisFou TaefithAnufifinanisFou
58w 3.00 - 3.50 ATLLL WA 11NN 3.50 AzuuLIuly Seedevesmuannsoluns
lvuzgUassn geandnindnwinguitinanisGeudn uiindnwfiauannsalunisiensuy
guassn liusnssiuiletadenmsdadeesiiume 1.3 wermelfvesasoundiunnsiaiu
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oAuTElded  malbuansaitnAnwanuinmsianssiieaenstu e
mwansalumsievuzgUassn Aeutnegs dausansnaannaan1sidedu Wy swideves
97136 TufisTIuna (2552) wudndnwidenuannsalunisevugalassa seduUunans
WAEMTITEVBNTIUNT INBTEN (2558) wanwadn dndnwilianuainsalunisienvuy
guassn luszdugs vadenadumsigluanmdagtunsudsturimauguusdulunn 9 du
tnfnwFessuianntu vieidumnzindnuiiduseusasnuidedeusyluain
Aumnenaty ilesnaenfeiiunwuihaeividuledeviliidmateaiuanslu
N5 YUrgUaTIA YBinANYIRIY (ITTUNT LNYTHN. 2558)

dwdunamengifiuansdt dndnwfiinanisFouuansstuianuanansoluns
\1YUrgUATIA LLmﬂGiWﬂﬁuﬂfuIﬁwa donndosiun1sfinwves Bakare (2015) wasidunis
peusuauuRgIuUIAIL Sosiaiuayuufnues Stoltz (1997) mvuhmmﬂamumm
mmifﬂ,umiLawuuaﬂaﬁﬂawuuwaam gFouduasianinuios Taieumiiazuag iy
awgnduniuiineng Fanuidevesnuans wauiifis (2558) Anwinuidedeiiddvina
yamsatem NI solumsionruzgUassavesiindnyideussgslalddugns yadnam au
Suiinreu waznstseunan AsfinanianduasyieulsfanisFeuiiuing

dumsliengiinudt  dndnwiidmadstuiauamsalunisioivurgUasn
uansruegsliifidodfamneada vionadndnindvinauamsalunmsievuzguassa
LyifinnuuanssfuiuanndeafUNSANYTEIRILAD NINSNTEA wavane (2559): Tnan
WaNRY, HAUASUNS adneuny wasnadaas Asnssn (2560); way annshu assn (2556)
widawdaiunisfneves 9138 Fufissuna (2552) eAuseldan eralunszanmdnulve
Tugaddviadl dnAnvinmmouasmandgdldiunufifnnaseuniuazauseuinefiviiio
fusnnu inedslaifavswadeauanunsolumsioisuzguassn fld

dududsiuiuivesindnu semsiesgiuandidiuh dnfnniiGeusudiu
fiAnadvesanuaansalumsieturgUassn uandnafuogslifidoddymeaia Ssinuds
AUIUITYYe9 Khairani; & Abdullah (2018) wionaumsgiondumsisonseidaus
$.87 1-0 Fuidulssrnsjud (Generation 2) Fsfimamssdindlnylufudessulad
manuirumaluladlévnd uazannsafnsedeansisegalinsuuau @iinaunemu
atduayunsaiiuasuguain. 2559) Aanssuane 9 lunisaududinusedniulidnoe
adendaty liiinAnwazegduiile wlitudlidmatonnuansalunaoisurgUassn
Yaatinfnw

uanantiu HansieTzikansiiiui dnAnwfifseldvesnseuniaunndiaiy
fanuansolumsienvuzguassa liuandeiy ddvinaiaonadosiunisfnuvesnauii
nindnszed (2550) wazansmi assny (2556) eAuTeldluvihusadeaiuinindnedu
Usernsqud  amnnamsyadnaimuesausuiiazadeadsiuludunisusui wazms
duutinnaiing iy o1evilisvEnavesneldinseuataiisiionnuaninsalunis
l1vurguassavestindnuiliifiunumiiiiaasimsegusineviesnaududesnuiy
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gUassaludiusng q unuidu wanmsieneiiuneldaseuativestinnunuania
fenuanunsalunisienvuzglasse liuansneiy egdlsfinu msideadedfdodade
Tunsiderufeiunuidedu nande nmsdendegsildlunsiinseilildunnnig
duionun  Ssenalalldfunuiidtn  nsideediolumsiinisdondotuuuduyniunon
dielilddedunuanegeiiiuiunuiiivesssnsinntu

Jaiauaue

1. forausuuzBeulonie thnsne a3 19156 uazdiiiedesanansalinauide
ihfuosdamusitugudmsumuumeysannensdeunsaoutuanssusng 4 Weaduady
arwaansnlunseurglasse Wudin@nwegaiiussaviamanntu Tnglanuddy
futhdnwdifinanisEeunidufive wu Anssudumdnenimaesaues ilenszsuligSou
Wnenunagilalupnuanansovesnueuazuilalom guassesng q legramunvas

2. Forauouuzlumsifondiell prstimsfinviiiuiudvisnavesiuusau q iRedes
fupuanansalunsesurgUassa uasesAnwiUSeuiisusoshsin@nuananitisis
yossguazienyy vidowSeuifuiutndnuundsu o Tudnwagmsnudaiauss e
Tinansidedndauaznisnanndeiy awnsadluliusslenilunsiaudaaiugunin
AUANNENTALUNITINY UL UATIA suaaiﬂﬁﬂmaEJ'NLﬂugﬂﬁsmﬁﬁﬂixﬁw%mwﬁdﬂ

1ANE1531989

nowAsegiansiu deduasugpamnssunistu dinanunistunaSeunravsemelneg.
(2562). TUENIZgAEMNTIUNISOUTRUsEWmAlne WA, 2561, Fuduile 4
UNIIAL 2563, 1N https://www.caat.or.th/th/archives/42379

nuans waudils. (2558). Yadefiidvinadennuannsalumandyuazdiiiuglassaves
UnAnw szaulseges F7 1 UNNINYINYVAYUMETANL. NTENTINYUINS,
26 (3): 17-25.

Aaut niwdnszasd (2550). AuAnadaTIALazauaansalunsiaIvuraUassAves
HaAninfnwsEauUTeIaT: $189IUMITY NUIARYUANITITENNINGIABNTINN.
NFANN: UNVINGITINTUNN.

Aaurfy niwdnseaad, Usald inaeyns uaslend ASusea. (2559). Piinds arwannsaly
nsaseassd way arwanansalumasdnuaziniiugUasse fidmwadenuddlady
AUsEnoUMIvein@nuseAuUTyaes U Ine dunsann. gnsuiviad. 30(93):
86-99.

Ssedind fussaning (WauazFeuFeq). (2548). AQ Satduiia. nyaumne: Jadn.

Unun wouRu, euAsuns a9y wasnadaas Asnssas (2560). NMsHALILUUIAW
anumssiitenarwanmsalunswdyuas ftudguasse (AQ) vosiinFuuturises
AU 4. MIsuyweAERsLazdIRuAEnT v Angndsaviansany. 36(5): 54-
62.
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Hasensldusundindudmiuddaiiogandela
°lul,°zmﬂ'§~1mwumuﬂsLLazU‘%um%a
Factors Affecting the Use of Application for New
Residential Buyers in Bangkok and Metropolitan Region

wilpy guat uay a3y Alans3ve?
Panida Poommalee and Varanya Tilokavichai
v
UNANYa
Al ngusTasdiiie 1) Anvilladeiidmadenisliueundintudmiugioriog
ordlyallumnganmumuasuazUiuama 2) Anwganmmsliuinsiidesasonslduey

q
v
vy

walndudmiuienegendelvailuwnnsammumuasuazuunma Tnonquiiogissiy
400 Au \nesilefidfeuuuasunu afFldlunsieesdldun Auade Afesay dndoauy
WNIFIU Uazn1snaaeulaaund’

wamidenui 1) Jadesulsznnsmans fdssasonisliueundindu léun ony
seiunsinun seldiededeiiiou dnvnilegends Aisvdulivdfgmieada 0.05 diw
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Abstract

The research objectives are as follows: 1) to study the factors that affect the use
of the application for new residential buyers in the Bangkok Metropolitan Region 2) to
examine service quality that affects the use of application for new residential buyers
in the Bangkok Metropolitan Region. The samples include 400 people who bought
a new residence. The data were collected using questionnaires and analyzed using
frequency, percentage, mean, standard deviation, and chi-square test.

The results show that 1) the demographic characteristics (age, education, and
average monthly income) affect the use of the application for new residential buyers,
which was significant at 0.05 level. In addition, the application components (commerce,
context, content, community, customization, and communication) affect the use of
the application for new residential buyers at a significance level of 0.05. 2) The service
quality, which consists of tangibility, reliability, responsiveness, assurance, and empathy,
affects the use of the application for new residential buyers at a significance level of
0.05.

Keywords: Application, Service, New residential buyers
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Abstract

The purposes of this research are 1) to study the satisfaction of marketing mix
2) to study customer loyalty of full-service airlines 3) to conduct the correspondence
analysis between generation and satisfaction of marketing mix 4) to conduct the
correspondence analysis between generation and customer loyalty full-service airlines
and 5) to conduct the correlation between satisfaction of marketing mix and customer
loyalty full-service airlines. The sample is passengers who traveled with full-service
airlines in Thailand. Quota sampling was utilized. The statistical analysis includes
frequency, percentage, average, correspondence analysis, and correlation.

This research shows that 1) the satisfaction in the marketing mix is at a high
level 2) the customer loyalty is at a high level 3) the generation and the satisfaction of
the marketing mix have a statistically significant correspondence at the level of 0.05.
4) the generation and customer loyalty have a statistically significant correspondence
at the level of 0.05, and 5) the satisfaction of marketing mix and customer loyalty has

a statistically significant positively low relationship at the level of 0.05.
Keywords: Full-service airlnes, Satisfacton, Loyalty, Correspondence
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