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Research Title: Importance-Performance Analysis of Low Cost Airline Service Quality
Assessment in Thailand

Researcher: Rangsan Nochai

Department:  Applied Economics

Faculty: Administration and Management

ABSTRACT

Nowadays, the low-cost airlines are also the popular for Thai domestic passenger
and growing fast. Thailand has 3 major low-cost airline providers, namely Thai Air Asia,
Nok Air and Thai Lion Air. Each airline has been trying to be lower the costs and good
service in order to meet consumer's need. This research aims to evaluate service
quality toward Thai domestic low cost airlines by using Important-Performance analysis
(IPA). Both convenience sampling and judgment sampling are used to collect data from
450 Thai people of age 18 — 60 years who live in Bangkok and have ever used low cost
airline to travel within 6 month ago. Questionnaires were used as the data collection
instrument and distributed during December 2017 at Don-Mueang International Airport.
Data was analyzed by using Multiple Regression Analysis and Importance-Performance
Analysis. The results show that all dimensions of SERVQUAL model as tangibility,
assurance, responsiveness, empathy, and reliability have statistically significant impact
on customer satisfaction at the significant level of 0.05. However, the results of
Importance-Performance Analysis reveals that there is a significant difference between
the expectation and the satisfaction of the passengers toward service quality both the

overall and sub-dimensions of service quality among 3 major low-cost airline providers.

Keywords: Importance-Performance Analysis, Low-Cost Airline, SERVQUAL Model
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2.4 N1 ATIZY AMNAIANIILAZAMNNIND LDlAanITIE inakaItasIew
ANNFIAYUasNan13Ul7)U691% (Importance Performance Analysis: IPA)

dunirinivdrwanuinldinafiaiiezdaaudraguaznanisUfuan
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Quadrant A Quadrant B
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_ , - NS Quadrant D _ _ _
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(2}

(Possible overkill)
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anurnzanlunsliusasuA
Assurance25 0.228** 0.063
AGEERR
_ ANUETAINIIALTIlUNII0aNd)
Responsiveness31 0.103* 0.062
lasans
Responsiveness33 | Auazalnlunnsiianiiong 0.111** 0.055
328z WM TEUN193N
Responsiveness35 melurinenmeansaaniasin 0.186** 0.057
Taiwn
ANUNLIEINVBIN NI ULUNNT
Empathy42 obneilanasdinimidila 0.085* 0.061
Npld
a = v
winudanulaluany
Empathy43 . 0.260** 0.080
dain13vaflanans
Y Ao o Aa a
WINIAE TN ABNALR IR
Empathy44 . . 0.132** 0.065
lalalunslwuinaglasans
& A o A Ada 9
duuSennsiuwnianudnas
Reliability51 e 0.249* 0.064
SNENAUFY YN LA LS
MIUIINYAZLDUAGN B e
Reliability54 o o 0.186** 0.057
TALAUDBINTENI

o

v
s aad

naEng : ~ Inpdaynsianszauiadagy 0.05

* = o o s Agd' s s o s
JngRIAUNNRNANIEADBLRIATY 0.10
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AN 4.11 HANIATIEANTNADE U‘wvmmluqmé'ﬂHmzqmmwmm%miﬁﬁwa@ia

=3 a % 6
anuNInalavaIznendwing ladautas

I
A o

Taaauds AMANBULAININANTUINT | Unstandardized | Standard
Coefficient Error
PWALRZAMNFZAINTLILUD
Tangibility12 o S e 0.328** 0.053
i lukadlasans
anudasansilalasans
Assurance21 A - 0.273** 0.069
L3090
anuranzanlwnslAuInTuA
Assurance25 0.273** 0.069
Hlapans
_ ANVEEAINIIALTI LM TRana)
Responsiveness31 0.119* 0.061

lagsns

: AR IRz T3 T3
Responsiveness34 3 474, 0.231** 0.051
pugonIndigunTy

711 ME’JG‘IL%’J?J aawﬁfmmslumi
Responsiveness36 | @aURHBILLA IwuSasanan 0.094** 0.047

;ﬁmmﬁawa

NENINRTTENALNALRZIAIY
Empathy44 | N 0.384* 0.052
IﬁlﬁlluﬂﬂiI%UiﬂTiEﬁ@ k]

= A o A Aa o
WHUIENNIUWNAANNBAY

Reliability51 I SN C. W4 0.253** 0.057
snwdanIAlw L
AINTIUIVDINRNI I WNTS

Reliability55 9/ 0.256** 0.056

UINI8819Naa TN

T
a o a aad

NG : * AdAAYnIefaNIzautdaY 0.05

LY % Aa

* JupdAyn s anszaunusIAg 0.10

a

4.4.2 NAMIIANANANTUJUAIU-AUEIATY (Importance-Performance
Analysis: IPA)
mnqmﬁnwmzﬂmmwmsu’%msﬁﬁwa@iamm‘ﬁawalamaagﬂfv?msmy
msﬁuﬁuuu@‘ﬁﬁvlﬁmnmﬁmsnzﬁm@naalwmmifu axgnihaniimaliezinadae
MIATERNANIUURINU-A20E1ATY (Importance-Performance Analysis: IPA) iold

lumsﬂsuﬁuqmmwmﬂﬁu%mim aaqméi’nmm:qmmwmsu?msﬁﬁwa@i aAUNA
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6 v

walwasulfuinisrasmenisdudunudr uansienzdidoyauaasldasnini 4.1 g
AN 4.15
MNNNA 4.1 wudezuuuaaarituazanaRinelaluluguninniinig
@T’mmwé"ﬂmﬁmwaﬂmaa;ﬂﬁu?mi@iammﬁawalwaaQ’Lfﬁmsmﬂmiﬁﬂmuai‘
aLge laun ATAAN AL AN RN LVDITZULADNNILADIN MT L N1TDANA LAUFITUAS
boarding pass (Boarding pass and system are modern) Lag YWIALREAITUREAINKUNEY
28918 lukaIlau a1y (The airline’s seat is comfortable) a8l YU1ALATAINY
srainautovedingluieslasarsazaglu Quadrant C: S19uANEIAY AT (Low
L. A , @ g A & A & '
Priority) T4%WN18A1N31 luqmaﬂmm:mﬁ@ HENTVAIRIUNITH W N LA TLALT LA I LN
fanuazlasmaesfldfanelanuuinianldiv advlsfawaonisiulnouasiais
mminﬂimﬂasm,ﬂaqwﬂ@ﬂuqmaﬂwmzﬂ@Lwawﬂmmuﬂmm@mmmmu
lumm:ﬁqmé'nwmz AN BN UVDITEULAANNIUAIN T IN1Taa N lasaT
uazboarding pass3zatjlu Quadrant D: ilan1&duLdn (Possible Overkill) T9%u18AIN
11 luquanwaziidlasasvassonisiunouasiadeldiiauddylunsiuyinig
' & =R o A A v oo ' a A A & a o
LmQ‘T@ua’]staaﬂwawalam‘ummsﬂmuLﬂuamm Wha9NRIENIHN InaLasiaL Tyl
anudaganiinll sensinlnawesiaifosansndagsmmialandiansweinsiuain

tldUslomilugandn g unuled

4.2 < 3.75,4.2
A: Concentrate here .
B: Keep up with good work
11
& 33,403 ]
g Boarding pass 4,4.03
= ® and system are
g 39 modern
38 The alrl}ne's
L seat is
comfortable
37 — D: Possible Overkill
C: Low Priority
36 € 3.75,3.6
33 34 35 36 3.7 3.8 39 4

Performance

l:l = = o =3 a v
NN 4.1 MILUIPUNEUAZLUUANNATARIILIZATUNINW QIQIHQMﬂ’]‘Wﬂ’ﬁUiﬂ’W@]’]%
AN Elbﬂi:}tliﬂﬁ wanmaopj’tﬁu’%mwi 26131 uﬁa‘w a%‘uaoﬂ'l‘*ﬁu?mim an1Yl%

6 a
Inauasialdy
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NNNNA 4.2 wudazuuuaaawisuazanaRinalaluluguninniinig
duwnmansainsuanvasgliuiniidannuiwalazasdlsuiniasnsduunues
ldun quansme anumuzauvaiLanaImMauazgmwrnineluiaslasans (Cabin's
air pressure is comfortable) LAz AN RN DVBITEUUABNNILABIN LT IUAITEBNAL
I@Ummazboarding pass (Boarding pass and system are modern) 1089 ANMNRNIZRY
vasusiaua mMauazamnninioluiaslasansezaglu Quadrant B: indudainsian 1y

. A , @ kg A &
(Keep up with good work) Fewansaui lugmansuzilasasvassmonisduunues
Iwanudaguazaonsduunuoiannnaauauedlan seriauwldidwinnanis
UJvanukunddsziniamidniidamng uazairsanadsnalaliniuglasans asku
F9nrvsnwdseAnSmwm Il Judanunuld

lusnengmansue anuuaivveszuuaesiiaeinltlunisaandilasans
LLaeboarding passfﬂ:a%ﬂu Quadrant D: 4lanasuian (Possible Overkill) TIRU1BANN
i1 lugmanvuziglavswasmonisduwnuailildauddnlunisivuinisud

= R “ A A v oA A A Y o @
dlasansasifanalanuuinsnlasuiduadned iasanmeonsduunuaslianuddn
Aa A 6 [ A % Qs 1 ;l/ U
wniuld sensduunuesauniniassinselunghonswennsiunaawi llodse lomtle

\ 2 @
#IUD% 9 Wnule

43 3.75,4.3 —
Yo/ L Cabin’s air
. concentrate nere . . i
4.2 ® pressure is B: Keep up with good work
L\ comfortable e
' 3.5,4.03 4.3,4.03

v 4 T ° f -
= C: Low Priority Boarding pass | D:Possible Overkill
E 39 and system are
£ 38 modern

3.7

36

35 > 3.75,3.5

3.5 3.6 3.7 3.8 3.9 l 4.1 4.2 4.3

Performance

AN 4.2 MILUTBUADUAZULBUAMUAIANRIILALAINNIN alﬁ]l%QMﬂWWﬂﬁiﬁJ%ﬂﬂi@?ﬁ%
MWANHINHE ﬂT@OEﬂﬁU%ﬂ’]i@i BAIUNIN asl,waoé’l%u?msm g YLuUN

6
152 p)
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ANAIND 4.3 wudw:uuummmmm"’aLLa:mwﬁawalﬁﬂﬂuqmmwmiu%mi
@T’mmwé'ﬂmﬁmﬂuanmaa;ﬁ’lﬁu?mwiam’mﬁowalamaa;ﬂ%ﬁmsmmmiﬁﬂwslvl,a
dounad ladun Quaansms IUIAUAZANNFZAINFUIBaILAE UK laua1T (The

. g y . = 1 o o o o ° . .
airline’s seat is comfortable) Gﬁdﬁlzaglu Quadrant C: anauaMURRIATY AT (Low Priority)
= ' o X A o & 1o
FINUIAMNIT ’Luqmaﬂwm:ﬁcﬁ@slam#’uaamsjmiuuvlmsjvlaaaul,l,ai‘mumvl,m’mmuLLa:

=3 1 R o a d' Qs 1 =3 a U 6
Eﬁ@]&lﬁ’]imdﬂvl,&m\ﬁwalﬁ]ﬂUUi?ﬂﬂinvL(ﬂill atnd bnaastanIiungladautasaiuisn

o { [ WMo A o o o A &
ﬂi‘uLﬂﬁyunaqwﬂsﬂuqmaﬂwmzﬁ%Lﬁam‘l%ﬂﬂuﬂmaa{t@ymiﬁmu

5 - 3.75,5
A: Concentrate here
45 B: Keep up with good work
4 €2,4.03 -
o — .
2 The airline’s seat is 5,4.03
E 35 comfortable
= 4 \, : :
C: Low Priority D: Possible Overkill
2.5
2 3.75,2
2 2.5 3 35 4 45 5
Performance

dl A = a =< a v
AN 4.3 MALUIDULNPUAZLUUAMNATARIILAAMNNINW alaluqmmwmimmimu
AWEANBALAN U%ﬂﬂ"llﬂdélﬁﬂ%ﬂ’]'i@i AANNNIN Ellﬁ]%l@dél"ﬁﬂ%ﬂ’]‘iﬁ'] AN

Tngladanuas
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INANN 4.4 wuimmuummm@mi’aLmzmw‘ﬁa‘walalu‘tuqmmwmiu’%mi
@Tmmﬂﬁmmu”uhLm'gnﬁwaaQ’lﬁu‘%mwiammﬁowa‘lwaa;ﬁ%ﬁmsmUmsﬁu"lmsl
uwasiaidy ldun quanwsme anudasanuilalasasnTasiin (Safety flight) RNTTOUY

A a A9 o a . . 6 £
289103090uN1AUSNT (Capacity of airplane) WazUTEEFUNNTOYANNENNITOVBINENINU
(Experience and Ability of crews) la sl ausTauzvaItaTasdunliusnis uay
Uszaun1sok/anuaanInveswinuazals Quadrant C: 1auANNEIATY 6N (Low

.. A ] o & A & A & '
Priority) T4%a18AN70 ‘luqmaﬂwm:ug’l@ﬂmwaamymiuu"lmULLaiLamemﬂu
o % I=3 1 R % a d' Qs 1 =3 a 6 A
mmyl,l,afz@@ﬂmiLaaﬂ"LaJwawaianuusnwsw”lmu atnglsAausnunIIdwnuasiolde
o d' %] dq, £ d‘ o v a d&,
mmmﬂsmﬂammaqwﬂeﬂugmaﬂmmzﬂ@Lwawﬂﬁwﬂuﬂ@mao;ﬂ@ﬂmmmu
‘ﬂl %] L d'l nﬂ. a 1 =

lwrmzNqmuansmz anudssansifiolasginaiasinezetlu Quadrant D: 4

[ Aa = . 2 ] % X A
lan1&&WLAN (Possible Overkill) FIRNNEANNT ’Luqmaﬂwm:ﬁ@@ﬂmimaomﬂmmu

6 a [l 3 o [ a a ] < K o a A %
"lmUu,amaLw"lﬂ%mmmﬂnﬂumﬁummmm;ﬁ@ﬂmimaﬂwowalamummsw"tmu
Wuaded Wasanmenisivinswesiaifaldanudsaganinly sensivlnoues

W damanTnsaasnialandranswennsludinilulssslastluguan 9 unule

45 3.98,4.5 |
A: Concentrate here [
a4 B: Keep up with good work
B & 3.5,4.28
o
242 T ) ‘ 42,428
8 Capacity Of,i o Safety flight
2 41 airplane ¢ . L
) Experience and
Ability of crews
39 - -
C: Low Priority D: Possible Overkill
3.8 € 3.98,3.8 I
35 36 37 38 39 4 41 42

Performance

A 4.4 muUSoufisuazuuuanuaanisuszanaianelaluganwnainmm
mMslanuNwla urgndas Q’Lﬁu’%mwiammﬁaw alwaa;ﬂ%ﬁmsm aak]
fulnauasiate
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ANNTNN 4.5 NUIAZLUBAIINATARI LL&&@]’JWNWGW a’La’Lu‘Luqmmwmm?nw

aun1slianuinla wrignd aaé‘lﬁu?mi@iammﬁaw alavas Q’L%ﬂ%mimﬂmiﬁuuﬂ

wes ldurd quansmz n1sdes1snid1fsaronisdulddne (tis convenient to

communicate to the airline) uaz AuazaulunITliuInIudlasans (Serving

customers appropriately) ﬁ]zagﬂu Quadrant B: ¥induaisnsien’ly (Keep up with good

¢§ ' e ¥ a v o L
work) 3R NYAITNIN luqmaﬂum:ﬁ;ﬁmmsm E]x‘]ﬁ’]Elﬂ’]iﬂ%%ﬂLLﬂﬂﬁﬂ’)’]Nﬁ’]ﬂfy LR

grgn1vdunnuasarniInaauanedlan sxiowliidiniinan1sd Juaunund

UseRNFAIWANII90N1ING LLazm?waﬁawalalﬁﬁu@wms @991 3IAITINEN

UszEnSnwmst Juaaunnly

45 € 3.98,4.5
A: Concentrate here
445 B: Keep up with good work
Serving customers
a ‘ appropriately
-

L
g : .
= e It is convenient to
¥ 5 - communicate to the
E airline

43

€ 3.8,4.28 0
pq 45,4.28
4.25 . - ! ;
C: LowPrfonty D: Possible Overkill
3.98,4.2
4.2 &
38 39 4 4.1 42 43 44 45
Performance

AN 4.5 NS ULABLAZLLUAIINATARIS LLE\]&@'J’]&J‘WZ\‘]W alaluqmmwmiu’%miﬁm

MIlraNAwla uanévas Q’Lﬁu?mi@iammﬁaw alaa aaé’L‘*ﬁu‘%msm 8Ny

duunuas
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IMNANT 4.6 wuhazusuanuaaniiuazanuiinalalulugmainnisuinig
@Tmmﬂﬁmmw&u‘lﬁlLm'gnﬁwaag”lﬁu‘%mi@iammﬁawa‘lwaasﬂ’lﬁu%mimﬂmsﬁu
Invladauuas ldun quanwme anudsaanoiilalasansin3asiin (Safety fight) uaz
anunanzaulunsliuInuiglanans (Serving customers appropriately) 1@ i A2
Unaanmialasaisiaosin azaglu Quadrant B: ndud1inuianld (Keep up with
good work) 9% u18A1037 luqmﬁﬂmm:‘ﬁ:;ﬁ@Umsmaomslmivlmﬂvlaa”ammﬂﬁ
AnudauazaemIdnine ladautasaunsnasuawedlan acrionl¥iiuiinanis
Ufianuiniflszansawinssaniaia wazaranaiawalalinudlasans T
SearssnwdsAnsnmnsd foanuwiuwly

lumm:ﬁqmé'ﬂum: anunnzaslunsliuInsuiglasans azaglu Quadrant
A: wsnuanla (Concentrate Here) &9manpainain qumﬁﬂwmzﬁqﬁ@ﬂmwamw
mydulneladaunailianudayguuddlassslildiunisasusuatadnaioina 9
sxvauirmoniiulneladaunasinantsufodauaisdiniianuaianisueg
dlasas momidulngladanueiarsdesdiudjuaswamnlszdninwuesguansme
sansnaliadn mezLﬂuQma"’nwm:ﬁﬁmwﬁm”rymn Judusaslasuanuanlauasiss

uwiladsudy iwnztaduqedandidyuatateng

4.5 3
3.98,4.5

.
Safety flight

A: Concentrate here

B: Keep up with good work

IS
=y

Serving
customers
appropriately

[mportance

F
w
o

®

Fa
R
a

28
€ 3.91,4.28 == - } r
C: Low Priority D: Possible Overkill

4.25 3.98,4.25
3.91 3.96 4.01 4.06

Performance

nni 4.6 nailIsuifisuazuuuanuaanisuazanuiinalaluguawmIuinadu
nsbraNanla ungnezas Q’Lﬁu?m‘seiamw VNIWa LA aa@‘l‘*ﬁu’%msm 8Ny

duingladauuas



64

ANNTNNA 4.7 NUINAZUUBAINATARI LL&&@’JWNWGW aiﬂu‘tuqmmwrrﬁu’%ms

AWNIINDU DI FNQTWT’]"IJ 24 ﬁﬂﬁﬂ%ﬂ’]‘i@i aANuNInalavas Eﬂ‘ﬁﬂ%ﬂ?iﬁ’] an1sdwlneg

wasiatde laun szoznalumadunmsannaeluriennaisaliaiastnlaiuwin (Taking

. 4 . o o o @ b
small time from entrance to the plane) Gﬁdﬁlzaglu Quadrant C: a1aUANURIATYAT (Low

.. A ] [ & A & A & '
Priority) DIRU18AINUIN luﬂmaﬂ‘]ﬂ'mzuaﬂ:@E]a’]iﬂ]a\‘la']E]ﬂ’]iﬂuvLﬂULLaiLaLﬁUL%u?’]vLN

o @ &V 1 R o A AN vo \ = A & A
mmyl,l,a:;ﬁ@Umﬂaqnvluwawalanummiﬂ"l,mu atng lsnaNsLNIIiu InaLasiage

mmmﬂ‘smﬂasm,ﬂaqwﬂeﬂuqmanwm:ﬂ@Lwawﬂﬁwﬁuﬂ@maa@@ﬂmmmu

3.66,5

25

) s A: Concentrate here B: Keep up the good work
€ 2,425
¥l L 45,4
£ Taking small
£ 35 time from D: Possible Overkill
E C: Low Priority entrance to the OSSR\ VETKI
3 plane.
25
2 3.66,2
2 255 3.5 4 45
Performance

AN 4.7 MILUT8LABLAZLBUANUATARIILALAINNIN alalugmmwmm%mwﬁu

NNIABUAKBIRNAIYBY Q’lﬁu’fmﬁ@iammﬁaw alwaa;ﬂ’l‘*ﬁﬁmsm ANTI0W INe

6 =
Laltaloy
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MNANT 4.8 W‘Lli’]ml,l,uuﬂ’s’ma’mvﬁdLLazmwﬁdwalﬂuluqmmwmm?ms
@T’mmi@lauauawaagﬂﬁ’maaE”Lﬁu?mi@iammﬁawalﬁmaaQ’Lfm%msa’mm‘iﬁuumta‘g
loun Qmé'ﬂﬂm: mmazmm’mL%’Jl%ﬂﬁiaaﬂ@J’JI@Uaﬁ (Speed in managing the
ticket) mma:mﬂluﬂ’mﬁaﬂﬁﬁi‘l (Convenience in reserving the seats) WRZIZHZIA LY
ﬂ’lilﬁum\‘ﬁl’mﬂ’lUlu‘ﬁ’la’lﬂ’lﬁﬁw‘i”am%imﬁuvlsjmu (Taking small time from entrance to
the plane)éﬁaﬁ]:aglu Quadrant B: #in@uaisnsitan by (Keep up with good work) Gﬁd
ANLANNIN luqmﬁﬂwm:ﬁaﬂﬂﬂaﬂimaﬂaﬁ Uﬂﬂiﬁuuﬂuﬂﬂﬁﬂ’)’mﬁ’l@ﬁy LazsNuNIL®
unuasaansnaeuauaslad axouliifuiinanisl foaauiuffszansnniinng

a Aa v = v o o & = [ a a
IANIING LLﬂtﬁi’Nﬂ']’]&lWGWaiﬁllﬁﬂﬂﬁ‘\ﬂﬂﬂﬁﬁi AIUB IAITINBIYILRNTAINNIT

Yoy
5 3.66,5
] A: Concentrate here B: Keep up with good work
48
17 Taking small time
. from entrance fo
- the plane . .
Z 45 Speed in managing|
z L .
£ 44 Convenience i the anet.
13 reserving the seats
¢
42 . 4
a1 3.4,4.25| | C: Low Priority D: Possible Overkill 05,42
- 3.66,4
34 35 3.6 3.7 38 39 N
Performance

= a a o 2 a o
ANN 4.8 NILYTUUNBUAZLUBATINATARITLAZAIUNIN alﬁ]luﬂmﬂWWﬂ']iUiﬂ']i@n%
nlaa aﬂﬁ%ﬂﬁgﬂﬁ"ﬂl 24 Eﬂﬁu‘%n’m@iam’mﬁdw ﬂl"iﬂlﬂdél"ﬁﬂ%ﬂ'ﬁaq gNITDUWN

6
b
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NNNNA 4.9 wudazuuuaaawisuazanaRiwalaluluganinniinig
dunInauauasvasgnd1vedliuInsdennaiinalavesdltuinmmenisinlngla
gauLasiann anuazaInTIatlun1Ieanallauans (Speed in managing the ticket)
ANuTENaTIIkarTatT lunsauEnenszdNguA13e (Carefulness in transmitting the
luggage) uaz ANNTIATIVBINENNKluNIRauauauazliuInIawlasmiiasna
(Speed of crew’s response to employee’s need) Llaafl aANFzaINTIALSlUA1TBENAL

. ° v o 'Y . A
lasa139zaglu Quadrant B: dudainwia1ld (Keep up with good work) Fanansalna
A luguansmshidlasasvassondulngladounasiianuddyuazaronisn

v 6 vl v v & 1 Aa wa uqz' & A a Aa =
Ingladaunasaunsnnavaunaled seriawliiiniinanisdjuaaunuidds:fnsawd
AN3AANIING LLa:a%”waﬁawalalﬁﬁ'mﬁ@slms AIUU 390733 UTEANTAIWANT
Uuaenwnnld

lumm:ﬁﬂmé"ﬂwm: ANNITNATAIRAETI AT I unsauEansnthENANTE was
anuTativaswinsuluniinevauasuazliuinisatndidlasasiasveazaglu

' &£ 3 [ g
Quadrant A: 1Wsn218anla (Concentrate Here) Tnansa1udn Tuguansmziylaoans
pasmomisfiuineladeunasiianudanginddlasaslildionisnauauasadig
= & v 1 a v [ =] a wa ni é 1 a
Wewe Seszriawitaanidnlngladauuesinanis fidnuadsdiniinnuaianis
mad@@umi awmsﬁu"lmle,aETauLLafmséTam%“uﬂ;aLLa:w‘”@umﬂizﬁﬂﬁmwmaa
o @ | va X = o A A g 7& o &/ v v
amansmzaInaniddn innaduguansusndanadragunn sududasldivany

sulawaziioun lydidy wnziedugedeudidnyvatesdna

445 3.66,4.45
A: Concentrate here
A4 €
' _ Speed in managing
Carefulness in the ticket

transmitting the ~
luggage.

I~
w
o

B: Keep up with good work

Importance

R
43
Speed of crew’s response to
employee’s need.
4.25
C: Low Priority D: Possible Overkill |7°
42 3.66,4.2
2 2.5 3 35 = 45 5
Performance

ANN 4.9 MILUTBLABUAZULBUAMUAIANRIILALAINNIN QIQI%QMﬂWWﬂ’ﬁU%ﬂ’ﬁﬁ’]%
N6 auauadgﬂﬁw [l ;‘ﬂﬁu?mwiammﬁaw alwaoé’lﬁﬁmim an1Yl%

Ineladanuas
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ANATNA 4.10 wuim:uuummmwi’qLLa:mmﬁqwa‘lﬁﬂu‘luqmmwmm%ﬂ'ﬁ
@T’mn’mﬁ'ﬂﬁ]l,l,aﬁﬁ'ﬂaﬂﬁwaaQ’lﬁu‘%mwiammﬁawalwaa;ﬂﬁu?msmmmsﬁﬂm

U U

6 A v 1 [ I a Aa 1< a . . . s
wasiods launauanvandusonisdundasnuduias (Friendiness airiine) uaz
™) P= K-> > dld = 1 v Aa gy
winnudasmndunduazdanulalalunslwuinisglasans (Crews are always willing to
serve customers) laofl quanwmzidussnisdundanuduiaezeaglu Quadrant C:
o ot o w ; . . c§ 0 >3 ¥
§1auaNuEAL e (Low Priority) Tinansaindt luamansuziiilasansvasananis
PN & a & Lo @ ) o a AV v ' &
U%VL‘YIEJLLEJ?LE)L’IjEJL%WJ’]VLNEI’IﬂfyLLaté)IG]Elﬁ"liLa\‘]ﬂvLNWdWalﬁ]ﬂUUiﬂ’]TﬂvL(ﬂi‘U atinglsnenal
a 6 a [ d' >3 d‘v 7 di o Y s a
mﬂmiuuvl‘nULLaiLamemmﬂsmﬂammaqﬂﬂ@ﬂuqmaﬂwm:ﬂ@Lwaml%ﬂﬂuﬂ@
"
maa;ﬂﬂmimu

p.i o -] P= - L% nid = 1 Y A
lummzwqmaﬂmm: wummuaﬁmﬂsm@]LLa:&Jmmlalﬂumﬂﬁmms;ﬁ@slmi

¥
=

I Y a i . A ' a
azatjlu Quadrant D: ilan1aduidin (Possible Overkill) Tinanua11ud lugmansuzd
Alavanrvassemydulnsuasiodeldldanudaglunsuuinauddlasasiasing

o a A v = { A A A & a o o o
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