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Abstract

This research aims to study the quality of service of personnel in airline business, based
on the perceptions of foreign customers. It is a quantitative research by employing a questionnaire
survey to collate the data from the research population and samples; those were the customers
of the main airlines providing services at Suvarnabhumi International Airport, and Don Mueang
International Airport. Samples were reached by the accidental sampling method and 100
questionnaires were returned. The data were analyzed in descriptive statistics such as frequency,
percentage, mean and standard deviation.

The results showed that demographic characteristics of respondents mostly were males,
single status, aged 26-35 years old, holding a bachelor's degree, self-employed, and with a
monthly income of 45,001 or more.

The results of the analysis in the airline customers’ behavior, found that the majority of
passengers were foreigners, whose the purpose of traveling was for leisure or holidays, frequency
of flying was approximately 1-2 times per year, traveling during the weekend or holiday, there
was no person influencing to their decision to choose the airlines, meaning they made decision
by themselves, seats were reserved thrugh the airline's website, ticket payment were made
through Mobile Banking Application, and the main airline chosen was Thai International Airways.

The results of the evaluation on the service quality of the personnel in the airline business,
which was divided into 5 main elements according to the SERVQUAL theory of Ziethaml,
Parasuraman & Berry (1990): Tangibility, Reliability, Responsiveness, Assurance, and Empathy,

revealed that foreign clients had perceptions on the overall quality of services provided by



personnel of the main airline business at the highest level (Mean = 4.27, S.D. = 0.61). When those
elements were classified in each aspect, the results showed that the passengers perceived the
‘Tangibility’ of those main airlines had the highest level of quality (Mean = 4.32, SD = 0.63),
followed by the Assurance (Mean = 4.29 SD = 0.58), Empathy (Mean 4.28 SD = 0.64),
Responsiveness (Mean = 4.26, SD = 0.60) and Reliability (Mean = 4.23, S.D. = 0.62), all received

the highest level of perception respectively.
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