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Abstract

The objectives of this research were (1) to study the feedback received
from Thai passengers concerning with the service quality level of Thai Airways
Public Company Limited. (2) to compare the feedback received from Thai passengers
concerning with the Thai passengers’ personal data and the service quality level of
Thai Airways Public Company Limited. (3) to find the strength of Thai Airways
Public Company Limited’s service quality.

The samples have been collected from 400 Thai passengers who used the
service both domestic and international flights during October 2012 — January 2013.
The tools used for data collection were service satisfaction questionnaire. Data were
analyzed by percentage, mean, Standard Deviation — SD, Independent Sample t-test.

The survey found that: the samples of a larger portion are females ages 36-
45 years, stay in Bangkok/perimeter, graduated bachelor's degree, employee, single,
monthly income more than 55,000 bath, 1-3 times of service usage, the destination of
the airport in domestic; (1) the service quality level Thai passengers received were
high levels in assurance, tangibility, responsiveness, reliability and empathy.
(2) Thai passengers who have differences in occupation, monthly income, age, level
of education, marital status and the frequency of service usage were affected by the
opinion of Thai passengers toward service quality level at significant level 0.05. The
opinion towards service quality level of Thai Airways International of most who
answered the questionnaires are not different in gender, location, and destination.

(3) the service prominent point level Thai passengers of Thai Airways Public
Company Limited received was high levels in staff, food, flight schedule and plane.

Keywords: Service Quality, Thai Airways Public Company Limited,
Thai Passengers
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