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Abstract

The purpose of this research is to study the factors affecting the service quality
of airport employees through a case study conducted at Suvarnabhumi International
Airport, including an examination of the behavior and needs of service users at the
airport. The quantitative research results revealed that the majority of respondents were
female, aged between 30-39 years, with a bachelor's degree education, and employed in
private companies with an average monthly income ranging from 20,001 to 30,000 baht.
Regarding airport usage behavior, most respondents reported using the airport 7 times or
more, typically arriving by private car and utilizing parking services within the parking
building. Comments on airport facilities indicated a preference for clean and hysgienic
bathrooms, widespread usage of escalators, and sturdy resting facilities capable of
accommodating luggage. Regarding food choices, most respondents preferred items
priced between 101-150 baht. Additionally, the study of passenger satisfaction was
segmented into 5 areas, all of which exhibited a high level of variation. Qualitative
research findings from in-depth interviews with airport service employees revealed that

airport staff prioritize back-end management in their considerations of service quality
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factors. Current employee training covers 7 topics for new employees, including
Dangerous Goods, General Safety in Work Cases, SMS, Human Factors, Aviation Security
Awareness, Airside Safety, and PDPA compliance. It was also recommended to include
additional topics such as personality development for service providers, equipment-
specific training for each department, and enhancing training content to make it more

engaging. Overall, other aspects of the company were found to be well managed.

Keywords: Factors; Service Quality; Airport Staff
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