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ABSTRACT

The aim of this study is to study airline consumer’s expectation, perception and
satisfaction -toward services quality on Ground Services of Thai Airways International Public
Company !Limited. The samples of this study are the airline that purchased ground services from
Thai Airw]'ays International Public Company Limited by 84 consumers. The instruments used in
this study are questionnaires. The data derived is analyzed and presented in term of percentage,
mean, standard deviation and chi-square.

The study revealed as follows: the majority of samples was male, aged between
46 — 50 yiears, position Station Manager, responsibility for supervise in Ramp, worked in airline
industry Ir:lore than 6 years, flight frequency more than 16 flights per week and used aircraft in
middle anql big size. The airline consumer’s expectation level toward ground services is at highest
level and fhe perception is at high level except Loader and Cabin Cleaner Services are at medium
level. The airline consumer’s satisfaction level toward Ground Services is at medium level for
Ground Customer Services and Ground Equipment Services. 73.8 percent of the airline
consumer’s tendency to continue Ground Services Agreement with Thai Airways.

Airlines consumer’s relation between flight frequencies and expectation were relate
with Checi(-In Services at statically significant levels. The relation between flight frequencies and

perception were relate with Check-In Services, Boarding and Arrival Services, Lost and Found

Services, Ramp Control Services, Cabin Cleaner Services, Load Equipment Services and

I



Passenger lStep/ Passenger Bus Services. The satisfaction of airlines consumer’s not relate with
ﬂight frequencies.

The results of this study show that Thai Airways should be study in the pattern to
employ staff and time schedule. In parts of loader and cabin cleaner services used outsource
pattern that make airline consumer’s perception is at medium level. So that section should firstly

improve service quality.
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