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RESEARCH PROJECT: PASSENGERS ' ATTITUDES TOWARDS
. FACILITIES AND SERVICES AT THE
DOMESTIC PASSENGER TERMINAL,

BANGKOK AIRPORT
RESEARCHER : MISS YUPAPORN SIRITHANAWAT
D'EGREE : MASTER OF PUBLIC ADMINISTRATION
ADVISOR
YEAR
The purpose o

This study uséd-eross-tabulation.analysis and the Chi-Square and
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facnht?es as dependent variables. The survey area was divided into 4 sub
areas as follows : check-in, departure lounge, arrival lounge, and general

of this terminal. The researcher designed the questionnnaire by using the

attitude-measuring criteria of the R.S. Likert Type Scale .



The results of this study are as follows :

1. Regarding service in the check-in aréa, it was found that
passengers gave an average rating of 3.693 which considered to be "rather
good" and is above the minimum target level of 3.5. The average ratings of

most services are above 3.5, exoep;\“ Hpge rating of check-in counter

service (3.459), which is L level of 3.5. No

questions received and a

"": level of 3.0.

3 Re ?jr?l m EJ\ 'y]vaﬁ'o d that
passengers gaveqln average rating of e mlmmum

e RO AR G 1 R e e

- security guards (3.320), and the next lowest was for foreign-language
public relations (3.369). These two services should be improved.
At any rate, no questions received an average response below the

critical level of 3.0.



4. Regarding conveniences in the domestic terminal as a whole,
it was found that passengers gave an average rating of 3.511, which is

considered to be "ratther good", and equivalent to the minimum target

level. The highest average rating was for the cleanliness of the entire

was found that the malerpassengers have g higher satlsfactlon with the

i md@um.,mﬂmmw il

was foux’d that the relatlonshlp is posltlve and consistent at both the micro
and macro level. The older the passengers are, the more satisfied they are,
while the younger the passengers are, the less satisfied they are. At the
micro level, it was found that the passengers aged 56 years or more have the

highest satisfaction with services of the departure lounge, arrival lounge and




general area, except for the check-in area for which it was found that the
passengers aged 46-55 years have the highest satisfaction, while their
average rating is very close to the average rating of passengers aged 56

years or more. The passenger aged 16-25 years have the lowest satisfaction

_ with services at both the micro and mas

.

3. The relationship ‘“’\J tic altly . attitudes towards services

at both micro and macre-ana
highest satisfaction wi '/

departure lounge, whilethe : ‘Qave the lowest

satisfaction with services of2

ne

. i ‘,.'
ad "
* -;1.1. Jn‘

.

': jation an lumd&stowa.rds

4. The relationship

wiwi

departure lounge and ;g?'gneral areas, while the emy oyéfs have the lowest

satisfaction. /

Q,Mp SRR I

the relationship is negative, so it can be said that the more frequently the

passengers use services, the less satisfied they are with services of the check-

in area, departure lounge and general areas.



6. The relationship between experience of using services of this

terminal before this development and attitudes towards service at the micro
level. It was found that the passengers who have never used services of this

terminal before this development are more satisfied than the passengers who

passengers joining a todr ag (of the check-in
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