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Abstract

The purpose of this study were to: (1) study the Thai passengers’
expectations toward the level of services quality of Don Meaung International Airport
(2) study the Thai passengers’ perceptions towards the level of services quality
at Don Meaung International Airport (3) compare the difference between expectation
level and perception level of Thai passengers toward the services quality of Don
Meaung International Airport (4) study the expectation level and the perception level
of services quality toward Thai passengers at Don Meaung International Airport
classified by personnel factors.

This independent study was a survey research. The population was
11,460,000 Thai passengers at Don Meaung International Airport. The sample size
was 400 people that calculated by Taro Yamane. The survey questionnaires were
used as the tool to collect data. Data were was analyzed by statistical tools including
frequency, percentage, mean, standard deviation and inferential statistics which was
T-test and F-test.

The result from this study found that: (1) the Thai passengers expectations
toward the services quality of Don Meaung International Airport was at the highest
level (2) the service level of the service quality at Don Meaung International Airport
by Thai passengers were at middle level and high level (3) expectation level and
perception level of Thai passengers toward the services quality were not different
(4) the expectation level and the perception level of services quality toward Thai
passengers at Don Meaung International Airport classified by personnel factors are
not different in all aspects except for the travelling frequency which has the
statistically significant at 0.05 level.

Keywords: Expectations and Perceptions, Service Quality, Thai Passengers,
Don Meaung International Airport
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