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PERFORMED IN THE INTERNATIONAL TERMINALS AT BANGKOK
INTERNATIONAL AIRPORT. THESIS ADVISOR : SOMPONG SIRISOPONSILP, Ph.D,
299 pp. ISBN 974-331-694-9

'I‘l’ﬁs study developed a methodology for examining the service performance provided in the
international terminals at the Bangkok International Airport. The methodology basically included the method
for setting the desired level of service and models for analyzing service performance provided at check-in

counters, passport and immigration control.

The study applied the Passenger Perception-Response model in setting the level of service. After
separating passengers into businsss passengers and non-business passengers, the model was used to analyze

and characterize response to service by each passenger type into 3 levels : good , tolerable and poor.

In developing the performance models, the study thoroughly examine the arrival patterns and
service characteristics of each type of service facilities, which were criﬁcal information for the development
of the models. The resulting models are simulation model developed under the “ARENA” package which
deal with each service component independently. The n;odel verification and validation tests showed that the
models have the capability to replicate the real-world situations fo a certain extent.

" The resulting models will be particularly useful for identifying potential improvement on

passenger services provided at the Bangkok International Airport.
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