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Abstract

The objectives of this research are (1) to study the opinion of Thai passengers towards
service quality level of Thai Airways International Public Company Limited. (2) to study the
relationship between Thai passengers’ personal characteristics and the service quality level of Thai
Airways International Public Company Limited. (3) to study the strength in services rendered of Thai
Airways International Public Company Limited from the opinion of Thai passengers.

This research is survey research. The samples are 400 Thai passengers using the services both
domestic and international flights during October 2012 — January 2013. The tool used for data
collection is questionnaire. Data are analyzed by percentage, mean, Standard Deviation - SD,
Independent Sample t-test.

The results of the research are: (1) The opinion towards service quality level of Thai Airways
International of most who answered the questionnaires are not different. The opinion towards service
quality level of Thai Airways International of most who answered the questionnaires are different in
gender, location, and destination are differently in the frequency of service usage, occupation,
monthly income, age, level of education and marital status. (2) The service quality level that Thai
passengers of Thai Airways International Public Company Limited received is in high levels in
reliability, responsiveness, assurance, empathy and tangibility. (3) The service prominent point level
that Thai passengers of Thai Airways International Public Company Limited received is in high levels in

staff, food, flight schedule, plane, ground services.

Keywords: Service Quality, Thai Airways International Public Company Limited, Thai Passengers
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