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Abstract

This research aimed to study factors affecting the expectations of ground service agent
while performing their duties on the airport operations in Thailand: a case study of BAGS Ground
Services Company Limited. The Sample group for data collected in this study was the 225 ground
service agents serving Bangkok Airways at 12 airports in Thailand. The duties of ground service
staff are divided into 2 groups as follows; group one duties are (1) to provide services to all
passengers (2) to perform seat reservation services (3) to prepare flight documentations and (4) to
perform baggage services and group two duties are (1) to perform check-in and boarding
supervision at boarding gate (2) to handle inbound and outbound passengers transport services (3)
to report final passenger acceptance (4) to perform security work and (4) to coordinate with
immigration, quarantine and customs for flight formalities.

The 225 sets of survey research questionnaires were distributed to the ground service staff
of BAGS Ground Services Company Limited for data collection. The Descriptive Statistics was
used for data analysis to find out frequency, percentage, mean, and standard deviation, and using
Inferential Statistics to analyze t-test value for One Way ANOVA.

The result of the study was found as follows; the demographic data shown that most of the
respondents were female aged between 21-25 years with bachelor degree, and most of their position
is ground service agent. The result of hypothesis testing found that (1) Employees of different sexes
have different expectations to the airport operations in Thailand. The level of statistical significance
is 0.05. (2) Employees of different ages have different expectations to the airport operations in
Thailand. The level of statistical significance is 0.05. (3) Employees of different education degrees
have different expectations to the airport operations in Thailand. The level of statistical significance
is 0.05 except the airport operations reliability; there were no difference on the expectations. (4)
Employees of different positions have different expectations to the airport operations in Thailand.
The level of statistical significance is 0.05 except the airport operations reliability; there were no
difference on the expectations. The result of hypothesis testing for the expectations of ground
service agents while performing their 2 group of duties found that (1) Employees of different duties

between group one duties and group two duties have different expectations to the airport operations
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in Thailand on the tangibles aspect with the level of statistical significance of 0.05. (2) Employees
of different duties between group one duties and group two duties have different expectations to
the airport operations in Thailand on the reliability aspect with the level of statistical significance
of 0.05. (3) Employees of different duties between group one duties and group two duties have
different expectations to the airport operations in Thailand on the responsiveness aspect with the
level of statistical significance of 0.05. (4) Employees of different duties between group one duties
and group two duties have different expectations to the airport operations in Thailand on the
assurance aspect with the level of statistical significance of 0.05. (5) Employees of different duties
between group one duties and group two duties have different expectations to the airport operations

in Thailand on the empathy aspect with the level of statistical significance of 0.05.

Keywords: Expectations, Airport Operations, Ground Service Agent
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