unAOIUIvY

AMNINNITIHIUINISURINENUABLSUNIANUAY USEM n15tulve F11ia
(UrvL)

Service Quality of the Ground Service Staff of Thai Airways

International Public Company Limited

STANT wrNdos’, WU Taues®
a1U1IYINTIANNTIINIUNTTU
UPINEAETAUTUDN

Rapeeporn Chamchoy’, Janejira Rattanapian®
Bachelor of Business Administration Program

in Aviation Business Management,

Rattana Bundit University

E-mail: rapeepornpuy3@gmail.com’

E-mail: jane_rbac@hotmail.com’ y

Received: July 25, 2018; Revised: November 28, 2018; Accepted: November 30, 2018

UNANED

N1539813098 TIMgUszasria@n¥seAuAMAINAITIAUINIT wagiiallTeuisuniny

9

| v

aavtauaznisivivesdlasarsiifidenmuainnisliuinisvemiinnuieusunaiufuyesuien
MsTulne 1dn (uvvw) annguiiegiediuay 400 au t3esdledldlunsiiusiusudeya fe
wuvaeuny adafitlumsiinsgiideya loud fesas Anede drudonvuinsgiu dnauena
MsiSsuifisusgninennuaaviaaznsiuiveglagasiitenanimnisliuinsvemidnay
Fouumaiuiuweausin msdulne $18n ey uavadnflinnaevauufgiuseaiivadou
fuvunguinegslidudasziu nanidenuin mnumeniuazasiuiveslasansiislsonnnm
nsliuinisvesmtnamudeuiunmefiufuresuivn nsdulve $1f0 (vvw) Tunmsueyly
spiuIn wasdlelnneiiuSeuiisuanumaniuaznisiuivesilasasifienuniwnisliuing
shemsliengianudidyuazianisufiinuy w1 anumeniaznisiuivesilasansiifive
ANAMNITIIUSNTT egluseduas Ao seruanudidguesmumanitegluszauas uazn1ssuise
AMAINATIUIMTZINTWINTTIN UanedT TAUaNAaTEniINANUAIAnIveRlagasiuaIy
ausalunisiuinmsvesminnudousuniaiiufureadsn msdulne $1in Gmnww) Tunisada
Anuianelaliiiglagans Han1snaaeuaNLAgINNTITENUI Auaaniuan1sTuvelagans
fifdenmnmnisluinsvemidnaudeusumafiufuuien msdulne 18 @y daaw

Uit 24 atiudl 2 nsngen-funen 2561 33
|



wansinsiuegadideddgveainnseau 0.05 lneiseaunsiuivesdlagasaenmnmnsiauinig
lunmsugainitseiuanuaaniweslagaisdenunmnsiiuinisvemtnaudeusunaiumy
YoUTEn n1sulve 91n (Www) dudentnnudeusuniaiufy UsEn nsdulne 91in @vw)

o A

a Y a a o a dyl
fnsluusnisluseaung LLa3?’1’3i"ﬂSiﬂ‘tﬂNWG]?E’Mﬂ'ﬁUiﬂ’ﬁuma‘lﬂ

ARy AMNMNSIEUIMS Avueands nssu wnanudeusuaiauiy usEn n1sdulne

v

A (Wvw)
ABSTRACT

The objectives of this research were to study the quality of service and to compare
the expectations and perception of passenger with the quality of service provided by the
ground service staff of Thai Airways International Public Company Limited. The sample size is
400 people. The research instrument was the questionnaire. The statistical method used in
this study were percentage, mean, standard deviation. Present the results of comparison the
expectations and perception of passengers with the quality of service and statistics used to
test hypotheses with test statistic that the sample was not independent. The results of the
research showed that expectation and perception of passenger with the quality of service was
at a high level in overall. When comparing of expectation and the perception, It was found
that there was is a balance between the passengers anticipation and of the service quality of
the ground service staff of Thai Airways International Public Company Limited. There was a
significant difference between the expectation and the perception of passengers with the
quality of services at the significant level of 0.05. The comparison of expectation and perception
of passengers on the quality of service provided by the ground service staff, including reaction,

confidence attention and the sense of touch. Perception gained higher than expectations.

KEYWORDS: Quality of Service, Expectations, Perception, Ground Staff, Thai Airways

International Public Company Limited
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