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Vattana Poontongchai. (2013). Perception of service quality affecting satisfaction toward
departure service of Suvarnabhumi Airport among passengers. Master Project
M.B.A. (Management). Bangkok : Graduate School. Srinakharinwirot University.

Project Advisor: Dr. Tanapoom Ativetin

The purpose of this research was to study the factors of perception service quality
affecting satisfaction toward departure service of Suvarnabhumi Airport among passengers,
which consists of five terms as tangibles, reliability, responsiveness, assurance and
empathy. The sample used in this research is four hundred passengers who have used the
departure service of Suvarnabhumi Airport. Questionnaires were used as a research tool.
Various statistical techniques are utilized to analyze the data such as percentage, mean
score, standard deviation, Independent Sample t-test, One-Way Analysis of Variance,
Pearson Product Moment Correlation Coefficient.

The results were revealed as follows:

1. Most respondents were female, aged between 26-35 years old, main purpose
of trip was for travelling, the most frequent ticket class used was economy class, have flown
with commercial airlines for 1-3 times per year, used the service of Suvarnabhumi airport
about more than 3 times and had thai nationality.

2. The passengers’ perception towards departure service quality of Suvarnabhumi
airport in terms of tangibles, reliability, responsiveness, assurance and empathy were at
good level in every aspect.

3. The passengers had moderate satisfaction towards departure service quality of
Suvarnabhumi airport.

4. The hypothesis testing results at statistically significant level of 0.05 were
shown as follows:

4.1. Passengers with different experiences in using the service of
Suvarnabhumi airport had different level of satisfaction.
4.2. The perception in terms of service as tangibles, reliability, responsiveness,

assurance and empathy mainly correlated with satisfaction.
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2554 2553 2552 2551 2550
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Urzmn lagldgasduwimasealdis (Maen nidlodiymn. 2546: 74)

7% al2
n = —2
4e
Tagf n wnu SrwusanEnngudiadng
Z  un% A1N19331% B IZAUANNTNUTBYA: 95 A Z azdAwviny
1.96
4 { v a J vy
e Nk anunaatafannazyayliifalnlasasss 5 w3a e = 0.05
4 e
Tuntazle
1.96)
4(0.05)

ﬂﬁiu@ﬁamaﬁlﬁumﬁ@ﬂ%ﬁ ldumaaiasnag1uwIn 385 an LLazLﬁumjm"’mma
an 15 au TIuLdw 400 AL

ﬂfumaumszjun@:uﬁmﬁm

mMs3spasai Qﬁa”slvlﬁﬁmmmuﬁaﬂmjwé‘sazml,muvlaflfﬁm’mmﬁmﬂu (Non-
Probability sampling) e fuaaneiit

fuma%ﬁ 1 Purposive sampling Lﬁ%ﬂ’]‘iﬁfj&l@lu’mzi’laLLiJ‘iJLﬁl’lz’N nIauuyld
Fsagnanivdeysnnglasmsiliviedszaumsalliusnmsienmasugismugdlu
NILAUNI

Gw@auii 2 Convenience sampling LilunIguaiagauuunsiiendlanuy
§2@N I@zlLﬁamﬁuﬁagamﬂ@@ﬂaﬁﬂ%*’mﬂm u,a::"masmﬂizmﬂﬁl,ﬁul’cnLLa:Quﬁlﬁﬁaga

1umiLﬁU°ﬁaQamg\aﬁﬂumﬂﬁmuaaumu‘ﬁ"ﬁﬂmﬁa”mﬁmﬁ'umwﬁmﬁu W9
nIlduimsheameasugissund saiuwmaAueegsuuusanny 39 ldlagnnsuan
LLuuaaumulﬁQ’Iﬂﬂm‘sﬁl*’ﬁu%ms %%aQﬁmﬂﬁﬂ‘s:aumitﬁmﬂfﬁmsmmmﬂmulu"ﬁ’m

FLRINABU TUINAN 2555 D9NNTIAN 2556
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A A < o A A A . . A = @
1A309N8 LAZIWABUNITFIIILATEIND NIDLLLFBLONY (Questionnaire) ﬂlﬂumsmwaga
d' v & U d' YV o W Aa o 091' c?l' £ = 1 =
Vﬂ,mﬂmagawhmmummwiumm ldurannisdnwianiangnsdie g nowd
LWIAMNAAINLITANKT LazdwIduNingITay iNaLduiwimaluniszsuuusauaulwidn
AT ARINABINIAN AL

L3N lElwn15I98
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niddsluaiailduuuseuniuduiaiasdelunaiiusiuudeys Gnsfidu
M nguazmsnadnge twaaunsausnaaniduwsnouassiasdssinag  lagus
aantdu 3 &% a9

1 dl dl R o Qs 1 d‘d 6 v

daui 1 (uupuseumainuladusuyaaazedy lasannddszaunsainigle
L3N80 wgIIImd T iwer ol i'mqﬂs:aaﬁlumilﬁuma gaulng dezinn
& < Add Adg o a ! ' A A a o
TUDIAINHIN L AW RIng audlunislassisniasin wazilszsunsotlunisls
VIMIvamas ug T d Fuduwuuuseunwuuulaneda  (Close-ended response

question) uuulilianaeunaigta (Multiple choices) udazdadimudszauniyiadaya

v
@ A

UIznneng g a9
v

C

2o 1 e IFrzdunyiatoyalszianuutiya@ (Nominal Scale)
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1. WNATNY
2. \WARHY
v :l' v Rt @ @ a o ot . '
2ah 2 a1y lfzdunyiadayatzinnisesd1ay (Ordinal scale) lasuys

o

2antD% 4 T3 A9

he

1. éndmsawinu 25

2. 26-35 1]

3. 36-45 1

4. 46 D4y

ol 3 Tagdszasalwnafunis  Mdzaunisiadeyadssanuutnyad
(Nominal scale) lasutisaantiu 5 Uszinn fa

1. Usyn/auTa/auauwI18989AnT

2. AadapInadIug

3. visaufien
4. Vl,ﬂmﬂiam%'m%atyﬁaﬁﬁaa
5

g (Ivavzy)



56

v a' Q? J 4' o 4' ¥ A 1 1 % a [ 2
791l 4 dszianduaasarnnefilGwnedmlng  ldzaunisiadays
Uszanwnauina

o

(Nominal scale) lasutseandu 3 Uszan fe

1. First class

2. Business class

3. Economy class

%afi 5 anadlunislagaisiaiasin lgzaumsiadayatszinnisusdiay
(Ordinal scale) Taputisaanidy 3 129 At

1. 1-3 asasiadl

2. 4-6 assdiad

3. 3nnin 6 asidadl

7ol 6 Uszaumsabtlumsigusnsritainideinglrssail 15zaumsia
Tayadszinni3eas1au (Ordinal scale) lanudsaanidu 3 39 et

1. 1 ﬂ%ﬂ

2. 2-3 ﬂ?i‘]

3. 3Nnn 3 A%

fui 2 LﬂuLmuaaummﬁmﬁumi%'ufsiaqmmwmiu’%mwaa@@Umsmaaﬂﬁ

ldsunnvhameasugisigil ansnzuuuseunuduuuUinaI§In (Likert Scale) lasld

szaumyiadayadszinnduasnia (Interval Scale) 1wau 22 Ba Gaudadu 5 druasil

1. Fefigwrale (Tangibles) U 7 i)
2. anuvnidatia (Reliability) §1UI 3 i
3. MIAUAHAY (Responsiveness) W% 5 78
4. mslwanusinla (Assurance) uIn 3 )
5. m3walala (Empathy) UIU 4 )

2

@ | o X ! A =1 o
lasanwacuuugauauna e dwlug1un 2 & iduinmsilunsliasuuniuuua
fiudszanmen (Rating Scale) vadaLaas (Likert) anwazdanuduuuusinan1ssadssinni
\Ran Selected category scales (333704 L33 LAZAMAL. 2541: 166) NELNAIAANUAALAL

5 32a1 A%

JLAUAINATANKII A sziain
Anegasnai 5
LRUAE 4
laiusila 3
laitAnee 2

LaiAueyatingd 1
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miudaananansdnadoinnindinig (ga3 19dTaus. 2541: 25) lapdnaninmi
lun1sRasanudeszauanudmdyniediudasaiinuagmainniiuinig - (Perceived
Service Quality) FR8NIANTIANNNIIVIBUATANATYU (Class Interval) lasnITEIWITE

AURANNNIRIANRAY 92 1ATIIANNNTITZAUAE 0.8 A9%h

SuasnATH (Interval) = W&t (Range)
ST (Class)
= E =0.8
5
ALaAEAING 4.21-5.00 wanpfly glapansfinsuiamninuinsluszaudann
ALAREAING 3.41-4.20 wineiy flasssiinsuiamnnuinisluszaud
ALadaIue 2.61-3.40 wanpily glapasinasuiaumnuinisluszauthunans
ALadsaIus 1.81-2.60 T GIIN Q’I@]sJmsﬁmﬁuj@;mmwu?mﬂmm‘”uLin
ALaADAIUG 1.00-1.80 winaty glagasiinauiguniwuimisluszduugann

@ 3 LULFALONULALINLANNIN alalumﬂﬁu?mimmmﬂmuq’;ﬁmqﬁ

maa;ﬁwmsmﬂm TRNUMULUUFAVUDNNLUL Semantic Differential Scale 373 4 18 Un13

o o

TanazuuuauszauumlitungfinIsn 1 azuun lUauds 5 azuuwi aNsauash

=4 = = 1
5 T PRTIK fdanunswalaagisain
=4 =} =
4 WU danuniwala
= G v =
3 WD fautInInala
2 WU Lainawala
=3 1 R 1
1 WU Lainswalaatnsuin

miudaanananoduadoinnindnin (7a3 19d3aus. 2541: 25) lapdnaninoi
Tumsiasanudsszduanuimaynmaduanuiawelalunslduinmmia masiugisim
0l damMImT9nNniNresduaInaty (Class Interval) lagmIduImaIunann1Tm

' a () (Y o o X
I ﬁ]zvl,@"mamwm”mmuaz 0.8 @31

W&t (Range)
IwIUTH (Class)

- o8

UATNATH (Interval)
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ALRADAILG 4.21-5.00 RN Q’I@smsﬁmmﬁdwa’l&ﬂmm‘“umﬂﬁq@
ALARDAIULG 3.41-4.20 winufis glasastienuianelaluszauann
ALAADAILG 2.61-3.40 winefis glasastianuisnelaluszauihunaig
ALaADAILG 1.81-2.60 winpfla Jlavanslinanala

ALadsAIuLe 1.00-1.80 winpfla Jlavanslinawalaatiaann

ARADRNITASIILATDINDIDY

1, ﬁﬂmﬁagamﬂmﬁ aNaNT  uazwITeNingTaanunsiuy  nadsziiiu
ATANIWUINS uazaMUNInalaanltusniy tWatduiwdIng i IzILUURaUDIN

2. ﬂ%’uﬁgdLLaz@T@LLﬂaaLﬁuLLuuaaumuﬁﬁmmmmzawLLama@ﬂﬁaoﬁ'mLmﬁ@

A Al Ao
wazngunlslunisiae

o A va o v X , e |2 P & A

3. dhuuusaunuNITeaiNdwanadoa1asgndinmasinus  1NeaTIRey
ANNYNABIVDILUB N UAZLEUBL LN UGN

4. fmmuaaumuﬁ&humsmmaaﬂﬂﬂ%’uﬂgqmel,mlﬁgnéfaa LaztiLaukada
ATAZNITUMIAILANIIANUT a3 uLazun lfawin lUnasasls

5. WLUURAUDNNARIBAITATIFOUUA bULd? lnasesld  (Try Out) nung

@Taazmﬁﬁa”ﬂwmﬂﬂﬁﬁmﬁ'umjué‘;aahoﬁa 3% 40 A% LNarIAMNLITaNwlaslTITrN

AsuLszEntuaann (OL-Coefficient) yadasauiia (Cronbach) (Nagn Mfmehiym. 2546: 49)

k{covariance / var iance)
1+ (k —1)cov ariance/ var iance

da o - fulsEAnS AN T
k = FIWINLAIDY
covariance = ALaaEaIA LT IINTINTERIIR DR 9
var iance = ALadgvasaulslwassiany

& W o o { ° ' '
FIALDANIN LA URAIDITEAUAINAINVIADY Tagaziia1szrine 0 S oL < 1

| A v a ) A A A v
ﬂqﬂlﬂalaﬂﬂ\'jﬂll 1 47N LLa@djqﬁJﬂqquLTaﬂavL@&nﬂ

3. ﬂﬁitﬁu‘sau‘samﬁay‘a

mstluassmdunnsisuiEeds9 (Survey Method) LadAnmnAsanuRenalalu
milguinahemeamugarundredglasansziean lasudsansaenaiuuTudays
fvmsdneudu 2 sneme e
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1. Jayadgunil (Primary Data) LflmTaHaﬁgﬂ”ﬁﬂwﬂﬁmﬂmnﬁummam]”agamﬂ
ms@auLLuuaaummaamjmﬂmmyﬁmw wIaddszaunmsainisltusnnsrinennmasnu
q’sﬁmgﬁﬁlﬂuﬂéjué’aaﬂw 3119% 400 70

2. Payan@uni (Secondary Data) "fj\nﬂuﬁaﬁaLﬁalﬁumsﬂs:ﬂawaamsﬁﬁf{ﬁj

wud A ldrimaiununsdeyainn  dfeateanunsiise neiinus Jigan

U
6

Awus  safiiwus deyaniBuiaeiiia  uaziananidneg  ialfiduuuinisvenis

o =2 Ao < &
NNIIAN BRI Ul%ﬂi\‘]u

4. NMIIANN I,Lazﬂ’]ie)l,ﬂi’lg‘lr‘i{ ”ayja

v

LﬁaVL@TLLuuaaumaJﬁuLLm:‘EamfnLmuaaumwﬁi’amwvlﬁw’whLﬁumm"’af:

1. mIamagautays  (Eding)  AI98ATIINOUANNFNYIAVBINITADY
LLiJiUE*TmJﬂ’mLLilﬂLL‘iJ‘}JﬁE]‘.IJﬂ’]N‘ﬁIVL&iﬁ&IHﬁIIQEJﬂ

2. MINNIAF  (Coding) ﬂﬁLLuuaaumwﬁQﬂ@Tmﬁﬂm’amLﬁamaﬁﬁamwﬁ"L@T
AAUAITRE LTR9%1N

3. mydszananataya ﬁagaﬁaﬁﬁ'ﬁuﬁﬂﬁﬁwmﬁuﬁﬂLﬁamiﬂszmawa“ﬁagahsJ
TlUsunsunauniLnas

N13AIHTaNA

¥
< A wm >

midnmeduailuaisidiauldlansidayalasdiiiunmanuiauaai

1. MYNATARAALTINTTUUT  (Descriptive  Statistic)  lunyliaTzidayaiss
witnmazlidnfasas (Percentage) lunisafunansazassdoyadiuyaaa lasiaiuan
K9AND (Frequency) waztiiaualdusasas (Percentage)

2. mylnzAadaBianany (Inferential Statistic) lun13iaszidayaiieaiia az
o 2 t:!l Y o a 6 AAa v A a a 6 di
dayaflathandienzinsaiddioiaiasnauiineilasltldsunsuaaufiaiaat ihe
nagousuadzIw lagldaaiaeng g lunsdanzd

aad a ¢ v

A001 15 lwNATzdaya

1. MINATNLAFDALTINTIMU (Descriptive Statistics)

1umﬁmiﬁzﬁ°ﬁa§aL%amimmﬁ]ﬂ"ﬁmwﬁ (Frequency) uaz@A13088s (Percentage)
lunseBune uazlianeitoyadiuyaaazasilasansnanly wisfivszaunisainslduinig
YNaIMALTUFITIADE

1.1 dnJauaz (Percentage) l3gnIasii

P = i><1OO
n
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Wa P N 388z (Percentage)
Adge A Y o
Wy anudndasmsidaswudasldidusesa

n N WIBANUDNIRNARIaIWIRL TN

1.2 daduiaaila (Mean) ldayansal X laglfgas
_ ZX
X = e
n

X N ANAZLWLLRAE
Zx N WRIINVBIAZLUINIRNA
n 1878 mmwaamjm‘ﬁama

1.3 ﬁhuLﬁmmummg’m (Standard Deviation) I@ml"ﬁgm

Y o diin

n(n 1)

Wa  SD. unu  AndsauninaIUuveInsLIBIgN 881
2 & - ol
(Zx) LN WETINUDIAZULWUNIRNALNTNAIRe
D X2 unu HATINVIRTUUNLARTAIINIAIFD
n WN%  TUIABINFUAIDEN
2. aﬁﬁﬁl"fmqmmwuuuaaumm
! A A ) A A N wad ' )
mMImAIaNuTate lauadiniasiia (Reliability of the test) laslsiFndasauta

LLaa‘V\jW (Alpha-Coefficient Cronbach) (ﬁ'am ’J’]ﬁmﬁu”zym. 2546: 43)

k(cov ariance / var iance)

a = . .
1+ (k —1)cov ariance / var iance
di et a nf dll o
Wo o unu  sudseEnianudadn
k wnu  WInTadany

covariance  Unw  AUKRIVBIAILLUIUTIUTINTEAINADNEN g
var iance wnw  anadpvaddnlsdTinsesdiny

3. ﬂ']ﬁl,m']:ﬁaﬁ&%oagmu (Inferential Analysis)
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Wusfidnlonageusundginlunisise LﬁaagﬂNaé"wﬁ\‘i"lﬂ%ﬂiz‘*mmmad
P=1 qq//dy qu Qs d' a; v And‘ v a a o 1 c?f
nsfnsasItazaITTaua NN Usana: 95 lavadanlonasausundgiudasda lui
3.1. @1 ttest MNARAIUANMVUANAIITZRINIANRAY 2 mjw NITHNINLANY
uiyduvenguatadnanisedngy  lasngueanadniniseddudaszunnu  (Independent
Sample) NyzaUUEEINTY 0.5 (Nae MNAWTLUYT. 2545: 135)

1) nidinanuullsInas 2 nguwinu ((712 = 022)

shanlinasay t Jevedasz (Degree of freedom) df =n, +n, —2

' o 2 2
2) natifaNaudsUTIRBeIns 2 nduluvinn (0'1 #0, )

S, a® [ s
nl r]2
df > 5
2 2
S S2
n) o A
-1 -1
nl n2
A o a 2 o o ¢
et WK SNUIEENDENTUNUD
| A @ ' =
X, UNi  ALRRUUBINGNAIDENNGNN ;i = 1,2
s, Wwnk  AudeauuINaIUMBENTININGIBEINIG 2 NFN
2 2
- n,—1)s,” +(n, —1)s
lasan sz — (1 )1 (2 )2
n+n,—2

S. 878 mmLLﬂsﬂnumaaﬂ&jm‘T’;aﬂwmjuﬁ ii=12
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n. LN éwuauam%nlun@uéﬁasi’mﬂéjuﬁ =12

3.2. ahansianzranuLdsdsiuma@en (One-Way Analysis of Variance)
1 1 1 { U s 1 & 1 U &/ a a
LUUMINAREUAMNLANGITzRINIANARBVBINgNARaEIAING 2 nguduly (Fawn nfiod
11y, 2545: 293)
. y . . d &
3.2.1. @1 F-test Imw@aaumwLmﬂmaszmnmmayaaaﬂqmuvlﬂ lag
MATzAAMNNLLIUTIUNILAT (One-Way ANONA) Nszaunudiay 0.5 (Naan s
11y, 2545: 135)

— MS,
MS,
dl 1 And‘ ¥ = = o 1A
We F uny  Argdanlndssuisunudiinganisuanuasuuy F
870 NIUTHRIATY

MS, wnw  eidszanmussnnuwlsdsinieninengy
(Mean Square between Groups)
MS, Unu mﬂs:mmmaammLLﬂsﬂimmﬂluméw

(Mean Square with Group)

2 SS
lagn MS, = 0 —bl)
e - SSa

SS, uNu  WAIINAIRINEIITWINING

(Between Group sum of Square)

SS, unw wmwﬁwé’aammﬂuﬂﬁju

(Within Group sum of Square)
k Un - UWIUNGN
n N ﬁhmuﬂusl,umjmﬁaam

(k—1) unw  Degree of freedom fwIuMIusEwinangu
(dfb)

(n—k)unu  Degree of freedom dwiLMudsrimelungs
(dfw)
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nidwuANuuAndetdRsdAYnIRda  Fevimmaseuidunsgnzey

wpdIA waaw = 0.05 WiaszAUANLTaNUIoua: 95 azld3T Fisher's Least-Significant

Difference (LSD) tailIsuifinudnaionuduaingudiatng ihagirgladhenuandianiu

laglggasasih (aen ndvdiiym. 2546: 258)

lagfl dfw =
LSD unu
i LAY |
MSE unu
k N
n LN
o LN
n I§7311
n. N

I
—_
<
)
]

> |
+

= |

1
—~t

o

Auadnsipdayid i mlddiunguaaatingud

i1 Mean square error (MS,)
ﬁhmuﬂﬁjmaomjmﬁ"saainﬁi“ﬁmaau
iﬁm’mmim‘"aaﬂ'wﬁmm

ANANNARNALARA

=)

ﬁhmmﬁamaluﬂ&iw i

=

Fwusnatlungu j

3.2.2. §AIMTUATIERANULLTUTIUNGEEY Brown-Forsythe (B) lHlu

nydifienaudyiuvaudaznguuanednarii (Hartung. 2001: 300) sasadioulaasi

B =

Tagdn MSW' =

Lﬁa B LN
MSB nu
MSW' uni

Forsythe

%

MSB

MSW*

S

'
aa A

A an AN TN T bk Brown-Forsythe
@hmeLﬂsﬂmmdemju

Aa1alNByYIdTInnn Uluﬂﬁjuﬁ’]%‘?ﬂﬁﬁa Brown-
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k LN ﬁ‘hmuﬂﬁjmﬁaﬂw
n 878 mmﬂﬂﬁém‘i‘mﬂ’m
N W wIeyszeng

S? LN ﬂ’nmLﬂiﬂﬁumaaﬂﬁjmﬁama

nItiNaNInasauiauuandatslitedmaneaia asvinmmasauiuned

wwagdglanuandsnulasldis Dunnett's T3 (T3 inafn. 2543: 116) figasasis

t - XI - X j
1 1
MSg =t —
M an,
dl 1 Aﬂd. va . . .
Wa  t WN®  ANEDAN MIWANIM b4 t-distribution
MS,,, unu Aszanmvasanuulslyiwnslungy
(Mean Square within group) IR Brown-Forsythe
Xi  unu  duadveingudiagni i
X5 unu  dafuveIngudiatn |
n, W% UIUAIENVRINGNN |
n; N ﬁﬁmu@ﬁamwaamjuﬁ ]

aa v a A€ Qo Q [l ] =
3.3. aheaNlITENDENFUNUTBE1918VBILNLSTTY (Pearson product moment
correlation coefficient) MinIF1ANNENN BTV IGMUTREITIIDUBFIzAaNY (Naen Nas
Urya. 2545: 311-312)

nExy —(Zx)Ey)
VIS — (XY 1Inzy? - (5y )]

Xy

e y  Wnw FuLszANSanaUNUS
IX  UN% WATINVDIATLUL X
Ty UNB WATINTBIAZULL Y
IXT UN% WATINATUUUTA X UAAza8niaIFed
Sy unt WHATINATUWUULA y udazdoniaiaes
XY UMW HATINTBINAQIAITWIN X WALy

n 878 aiwmumaamjwé’aazm
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Tasfienaulszansanaunusazdanswing -1 <r <1 eaft (Taen il . 2546: 280)

1y @ r iuay ugasin x uaz y Sanusunusluianasstin fe 61 x Wiw y a2
80 T x 80 y LAY

2) @1 r luuIn uEasin x uae y Sanusuwnsluiamadonnts de 1 x 1 y 92
Raee T x 80 y 2zaRRIE

3) fr Handlng 1 nuwde x wazy SaNusuWuTluAan1adeIny wazd
ANMUFUNBENUANN

4) i r Fand g -1 wunehis x waz y IaNNFUNLEIwAAN19aTInuTY Lazd
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Hlasan Izl

1. The Wi-Fi access should be easier to get in.

2. The staff of airport needs to friendly and ready to service or assistance to
the passengers more than this, please improve.

3.  Wi-Fi connectivity slows down sometimes, please improve.

4. Normally, the immigration counter for foreigners consist of long line-ups
and the process often take one hour or more, which is rather inconvenient and close not
suit to visitors.

5. English must be used alongside the local language on signage and

announcements.
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6. The staff of airport should be more polite and service mind. The
immigration need to be improved (fast and polite), staff should not talk each other during
working time.

7. Need more facilities such as toilet and need more cleanliness. The
process of passport verification doesn’t friendly; the immigration’s staffs are not polite.

8. The airport staffs should be able to speak English language and should
act like a professional whenever passengers ask for their helps.

9. To increase the manpower for immigration.
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Questionnaire
Title: Perception of Service Quality Affecting Satisfaction toward Departure service of

Suvarnabhumi Airport among Passengers.

Statement in the questionnaire

This questionnaire is a part of Independent studies, the course of Master of Business
Administration in Management at Srinakharinwirot University. The main objective is to study
perception of service quality affecting satisfaction toward departure service of Suvarnabhumi
airport among passengers. Your feedback is very important to help the airport make
improve services. This questionnaire consists of 3 parts as follows:

Part 1 The personal information of informants.
Part 2 Enquiries of service quality.
Part 3 Enquiries of passenger satisfaction to departure service.
This information is for education only, and then answers will not affect the respondents.

The result of research will show only in the overall.

Part 1 Personal information

Explanation: Please check [Z[ one choice which most accurately reflects your information
1. Gender
[] Male [] Female
2. Age
[] Less than or equal to 25 years old [] 26-35 years old
[] 36-45 years old [] over 46 years old
3. What is the main purpose of your trip?
Attend the firm’s meeting/Training/Seminar
Business negotiation
Travel

Visits family or relatives

oo

Others (please specify)......ccccceeviiennnnes
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4. What is the most frequent ticket class used?

[] First Class [] Business Class [] Economy Class
5. How often do you fly with commercial airlines?

[] 1-3 times per year|:| 4-6 times per year|:| Over 6 times per year
6. How often do you use the service of Suvarnabhumi Airport?

[] Only once

[] 2-3 times

[] More than 3 times

Part 2 The service quality

Explanation: Please check ZI which most accurately reflects your opinion.

5 4 3 2 1
Service quality that is related to the ) _
Strongly agree Indifferent Disagree Strongly

customer satisfaction of using the agree disagree

facilities

Tangibles

1. Cleanliness within the terminal

building of the airport has clean.

2. Signage easy to understand and

clearly visible.

3. The airport has adequate facilities for
the need of the passengers such
trolley, toilet ,Internet access point,
smoking room, banking facilities and

etc.

4. The airport has up to date and
modern facilities such as high speed

internet and, Foreign Currency ATM.

5. The interior decorations within the

terminal building are beautiful.

6. The appearance of airport’s staffs is

neat and polite.



http://dict.longdo.com/search/facilities
http://dict.longdo.com/search/facilities
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Service quality that is related to the
customer satisfaction of using the

facilities

5
Strongly

agree

agree

3

Indifferent

2

Disagree

1
Strongly

disagree

7. The airport’s staffs are friendly,

helpful and courteous.

Reliability

8. Baggage handling process is reliable

and secure.

9. The process of security check point

is reliable and convenient.

10. The airport’s staffs are
knowledgeable and have the ability

to provide the utmost services.

Responsiveness

11. The staffs of airport information
counter are able to provide details
and accurate information of the

airport.

12. The airport’s staffs can response
quickly to the need of passengers in
case of emergency or require any

assistance.

13. The airport’s staffs are always ready

to provide the service/assistance.

14. The facilities are always operational

and available.

15. The process of passport verification

is fast and systematic.

Assurance

16. Do you feel secure and safe when

you’re at the airport?



http://dict.longdo.com/search/facilities
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Service quality that is related to the
customer satisfaction of using the

facilities

5
Strongly

agree

agree

3

Indifferent

2

Disagree

1
Strongly

disagree

17. Do you think the service provided by
the staff of the airport is good?

18. Can you rely on the departure time
or is the departure time is on

schedule?

Empathy

19. The airport’s staffs very have
empathy to requirement and need of

the passengers.

20. The airport has facilities for the need
of the special/specific passengers
such as elderly, disabled person,
children, pregnant women or other
passengers who cannot speak or

understand English.

21. The airport’s staffs are able to
provide undivided or fair services to

all passengers.

22. The airport has the standard
approach in managing the
environment or follows the
international standard in managing
the environment (air, water and noise

pollution).
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Part 3 The satisfied to service of Suvarnabhumi Airport.

Explanation: please checks v’ which most accurately reflects your opinion.

1. Overall, how do you rate the quality of the services the airport provides?
Completely satisfied ® @ ©) @ O) Very dissatisfied
2. Please estimate the satisfaction level by comparing with your expectation.
Much higher than ® @ ©) @ O) much less than
expected
3. Did you feel satisfy every time you use the facilities at Suvarnabhumi Airport?
At all-time ® @ ©) @ ® not satisfied even once

4. Do you think the services have many issues/things need to be improved?

Zero issue ® @ ©) @ ® many issues

Suggestions

Thank you for your cooperation
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