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The aim of the current study js threefold: 1) the satisfaction level of staff Thai Airways
International Public Company Limited towards the service of Staff Ticket Division; 2) the factors
affecting staff satisfaction; and 3) the mcommendations for the service of staff ticket division.

Population in this study include 400 staff based in Bangkok: Head Quarter; Flight
Operation Department; Catering Department; Ground Service Department; Technical Department
and Cargo Service Department, who were selected by accidental sampling method. The data
were collected by using questionnaire. Data analysis include frequency, percentage, mean,
standard deviation, t-test, One-way analysis of variance and Post Hoc Multiple Comparison test
by Scheffe’ method.

Results demonstrate personal factors that most of the samples are male, aged over 41
years, have 11-20 years of work duration, graduated with a bachelor’s degree, are in the position
below manager level, eam over 50,000 baht a month, and are married.

Regarding the satisfaction level of the staff towards the service of staff ticket division, it
is found that in overall most of the sampling are satisfied with the services at moderate level.
When considering each aspect, service process, timing, officer and place, the results represent that
the satisfaction level of the staff towards the service process is at high level, whereas the
satisfaction level towards officer, place, and timing are at moderate level respectively.

Factors affecting the staff satisfaction towards the service of staff ticket division are age,

position, place of work, and familiarization with officer.

Factors which do not affect the staff satisfaction towards the service of Staff Ticket
Division are gender, duration of work, education, marital status, number and time of contact.

Recommendations

1. For the aspect of service process, a clearly process instruction and an example of
completed staff ticket requisition form should be provided.

2. For the aspect of timing, the staff personnel ticket database system should be
developed. The refund service should be separated from other services and the office should open
everyday, including holidays, during 08.00 am. - 16.30 pm.

3. For the aspect of officer, the number of ticketing and reservation officer should be
increased, the automatic self-ticketing system which covers all THAI routes should be developed.

4. For the aspect of place, the service space and the waiting area should be expanded.

Magazine, bulletin, and other useful traveling documents should be provided.





