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Independence Study title: Passengers’ Opinion toward Service Quality of Bangkok Airways’
Lounge Service at Chiang Mai International Airport
Author: Miss Bongkochkom Boonsamran; ID: 2533001646; Degree: Master of Business Administration;

Independence Study advisor: Sukumarn Shumnij, Associate Professor; Academic year: 2012

Abstract

The objectives of the study were: (1) to study passengers’ opinion toward service
quality of Bangkok Airways’ lounge service at Chiang Mai International Airport; (2) to compare
passengers’ opinion toward service quality of Bangkok Airways’ lounge service at Chiang Mai
International Airport classified by personal characteristics; and (3) to study problems and
recommendations of service quality of Bangkok Airways’ lounge service at Chiang Mai
International Airport.

The study was a survey research. Population was the passengers flew with Bangkok
Airways at Chiang Mai International Airport between October to November 2012. The sample
was 165 passengers selected by simple random method. Questionnaires were used for data
collection. The data was analyzed by using percentage, mean, standard deviation, t-Test, and
one-way ANOVA.

The results showed that: (1) the service quality of Bangkok Airways’ lounge service
was considered at the highest level overall in terms of the fulfillment of passengers’ needs, and the
service guarantee, respectively; (2) gender and income were the personal characteristics related to the
service quality while age, educational level, occupation, and marital status did not relate to the service
quality; and (3) most of passengers flew with Bangkok Airways at Chiang Mai International Airport
pointed the problems and also recommended concerning the fulfillment of passengers’ needs issue in
terms of inadequate seat available for passengers and staff served at Bangkok Airways’ lounge at

Chiang Mai International Airport.

Keywords: service quality, passenger’s opinion, Bangkok Airways, Chiang Mai International Airport.
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