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Independent Study title: Effectiveness of Ground Staff Services to Passenger of
Thai Airways International Public Company Limited
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Abstract

The purposes of this research were to (1) study the effectiveness of ground staff
services to passenger of Thai Airways International Public Company Limited, (2) study factors
related to the effectiveness of ground staff services to passenger of Thai Airways International Public
Company Limited, (3) recommend approaches for increasing the effectiveness of ground staff
services to passenger of Thai Airways International Public Company Limited.

This research was a survey research comprising of both quantitative method which
analysing data from questionnaire and qualitative method from interviewing. Population consisted
of Thai Airways 327 ground staffs working at Suvarnabhumi Airport and sample size were 180
ground staffs calculated by stratified random. Research instruments were questionnaire and in-depth
interview with 3 ground staff managers. Data analysis was categorized into 2 types, descriptive
statistics analysis employed frequency distribution, percentage, mean and standard deviation.
Inferential statistics applied for hypothesis testing employed T-test and Pearson Correlations.
Qualitative analysis was done by applying SWOT techniques.

The results revealed that (1) level for the effectiveness of ground staff services to
passenger of Thai Airways International Public Company Limited was lower than 90% at the level
of statistical significant 0.05, (2) motivation factors and organizational readiness factors were related
to the effectiveness of ground staff services to passenger of Thai Airways International Public
Company Limited at the level of statistical significant 0.05, (3) recommendation for increasing the
effectiveness of ground staff services to passenger were the increasing of two factors; motivation
factors such as; career path and reasonable salary and organizational readiness factors such as; more
employment, customer satisfaction for building brand loyalty.

Keywords: Effectiveness, Passenger Services, Thai Airways International Public
Company Limited
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Reliability Coefficients

Motivation
Readiness Case Processing Summary
N %
Case Processing Summary Valid 180 100.0
N % Cases Excluded" 0 .0
Valid 180 100.0 Total 180 100.0
Cases Excluded" 0 .0 a. Listwise deletion based on all variables in the procedure.
Total 180 100.0
a. Listwise deletion based on all variables in the procedure.
Reliability Statistics Reliability Statistics
Cronbach's Alpha N of Items Cronbach's Alpha N of Items

810 10 918 12
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Case Processing Summary
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Cases Excluded"
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180

180

100.0

100.0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's Alpha
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