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Dear Staff

You have been randomly selected to take part in this survey, which
conducted by Mr. Paisit Piriyapong in part of his PhD dissertation to have a
better understanding on how airport staffs judge the airport performance
(Airport Service Quality). I would be grateful if you could take a few minutes
to complete this questionnaire. Your opinion of today’s airport experience is
ESSENTIAL to the completion of this marketing research project.

In advance, THANK YOU for your cooperation.

Please check one response for each following questions which best fit

your answer

ABOUT YOU

1.Gender?

Male Female

2. What is your age group?

Less than 25 25t0 34 35to 44

45 to 54 55 to 64 More than 64

3.What is your education?

Junior High School or lower High School

Bachelor’s degree Master’s degree

Doctoral Degree Other (please specify)
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4.What is your marital status?

Single Married Widowed Divorce

5. Which of the following most accurately describes your position in

Suvarnabhumi Airport?

Airport Management Tourism Police
Immigration Officer Airport Operation Officer
Restaurant Officer Custom Officer

Duty free Officer Airline Officer

Airport Security Other (please specify)

6. How long have you worked at Suvarnabhumi Airport?

Less than 6 months 6 months to 1 year 1 year to 2 years

more than 2 years

7. What is your average annual income? (Thai baht)

Less than 100,000 100,000-300,000

300,001-500,000 500,001-700,000

700,001-1,000,000 More than 1,000,000
Expectation

This survey deals with your opinion of suvarnabhumi international
airport service. Please show the extent to which you think suvannabhumi
international airport service should posses the following feature. What we are
interested in here is a numbered response that best shows your expectation
satisfaction about suvarnabhumi airport offering service (please make circle

at the number you choose).
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Perception

The following statement relate to your feeling about Suvarnabhumi
International Airport service. Please show the extent to which you believe
Suvarnabhumi International Airport has feature describe in the statement.
Here we are interested in a numbered response that shows your perception
satisfaction about Suvarnabhumi Airport offering service (Please make circle

at the number you choose).

Please circle one for each following questions which best fit your answer
About the service at this airport
8. Based on your experience serving passengers how do you think they would

rate this airport service on following point?

Expectation

ACCESS/NAVIGATION Very Unsatisfied Neutral Very Satisfied
Ground transportation to/from airport 1 2 3 4 5 6 7
Parking facilities 1 2 3 4 5 6 7
Walking distance from parking to check-in 1 2 3 4 5 6 7

Ease of finding your way through airport 1 2 3 4 5 6 7

Flight information screens 1 2 3 4 5 6 7
Walking distances in the airport 1 2 3 4 5 6 17
AIRPORT SERVICES/FACILITIES Very Unsatisfied Neutral Very Satisfied
Courtesy, helpfulness of airport staff 1 2 3 4 5 6 7
(Excluding check-in & security)

Computer/telecommunications/E-facilities 1 2 3 4 5 6 17
Auvailability of washrooms 1 2 3 4 5 6 7

Cleanliness of wash rooms 1 2 3 4 5 6 7
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Comfortable waiting/gate areas 1 2 3 4 5 6 7
Clarity of public announcement system 1 2 3 4 5 6 17
Cleanliness of airport terminal le 2% 30 4 S0k 7T
Safety of Luggage L2 F, 455 657
Availability waiting and sitting facility 192, 34N 5" 6 7
SECURITY AT THIS AIRPORT Very Unsatisfied Neutral Very Satisfied
Availability of baggage carts l, 243 4 5 .6 7
Passport & Visa inspection at departure L2314 5 67
Waiting time at security inspection s 2 amial B5Eel6 | 7
Courtesy & helpfulness of security staff La2am3l 4 5 6] 7
Thoroughness of security inspection 1 2. 3.4 5,6 7
Feeling of being safe and secure ISE2F 3 ARES B6 LT
Perception

ACCESS/NAVIGATION Very Unsatisfied Neutral Very Satisfied
Ground transportation to/from airport 1 2 3 4 5 6 7
Parking facilities 1 2 3 4 5 6 7
Walking distance from parking to check-in 1 2 3 4 5 6 17

Ease of finding your way through airport 1 2 3 4 5 7
Flight information screens 1 2 3 4 5 6 7
Walking distances in the airport 1 2 3 4 5 6 7
AIRPORT SERVICES/FACILITIES Very Unsatisfied Neutral Very Satisfied
Courtesy, helpfulness of airport staff 1 2 3 4 5 6 17

(Excluding check-in & security)

Computer/telecommunications/E-facilities 1 2 3 4 5 6 7
Availability of washrooms T 28 4506 7
Cleanliness of wash rooms 1 2 3 4 5 6 17
Comfortable waiting/gate areas 1 2 3 4 5 6 7
Clarity of public announcement system 1 2 3 4 5 6 7



Cleanliness of airport terminal
Safety of luggage

Detective Conan Movie 12 OST 46

SECURITY AT THIS AIRPORT
Availability of baggage carts

Passport & Visa inspection at departure
Waiting time at security inspection
Courtesy & helpfulness of security staff
Thoroughness of security inspection

Feeling of being safe and secure

AIRPORT SHOPPING
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Very Unsatisfied Neutral Very Satisfied
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9. Approximately, how much did you think passengers spend in airport shops

per visit? (US. Dollar)

Less than $40

$121-$150

$40-$80

More than $150

$81-§120

10. Could you please rate the following aspects of the passenger shopping

experience?

Expectation

Location of the shops in the airport
Layout of the shops

Product choices in the shops

Prices in the shops

Courtesy and helpfulness of shop staff

Quality of advice from shop staff

Overall satisfaction with shopping experience

Value for money of the shopping experience

Very Unsatisfied Neutral Very Satisfied

1
1
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2
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3
3
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5 6 7
5 6 7
5 6 7
5 6 17
5 6 7
5 6 17
5 6

5 6 7



144

Perception Very Unsatisfied Neutral Very Satisfied
Location of the shops in the airport L S mdgy, 6 7
Layout of the shops .2 3" ™4, 36 7
Product choices in the shops I 3%, 4= @58 67
Prices in the shops 2 374%5 J60 7
Courtesy and helpfulness of shop staff 1 %2 3 @4 5 67 7
Quality of advice from shop staff 12N 4 =58 16 4
Overall satisfaction with shopping experience IR 2888 4 5 Qoi 7
Value for money of the shopping experience 1 23 #Asgh 6 1

Restaurants/Eating Facilities
11. Considering your experience could you please rate the following aspects

of the passenger eating facilities experience?

Expectation Very Unsatisfied Neutral Very Satisfied
Choice of eating facilities 1 2 3 4 5 6 17
Quality of product at the eating facilities W2 37475 6 7
Quality of the environment in eating facilities 1 2 3 4 5 6 7
Courtesy & helpfulness of staff 1 2 3 4 5 6 7
Overall satisfaction with eating facilities 1 2 3 4 5 6 17
Value for money at the eating facilities 1 2 3 4 5 6 7
Ease of finding eating facilities 1 2 3 4 5 6 17
Perception Very Unsatisfied Neutral Very Satisfied
Choice of eating facilities 1 2 3 4 5 6 17
Quality of product at the eating facilities 1 2 3 4 5 6 7
Quality of the environment in eating facilities 1 2 3 4 5 6 7
Courtesy & helpfulness of staff 1 2 3 4 5 6 7
Overall satisfaction with eating facilities 1 2 3 4 5 6 17
Value for money at the eating facilities 1 2 3 4 5 6 7

Ease of finding eating facilities 1 2 3 4 5 6 7
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ABOUT YOUR AIRLINE
12. How would you rate airline services that passengers have received prior to

their flight today at this airport?

Expectation Very Unsatisfied Neutral Very Satisfied
Waiting time in check-in queue/line 1) 3 g7l 5y 6F &
Efficiency of check-in staff 1522 3,4=735 |6 7
Courtesy, helpfulness of check-in staff 18 208 4 SEP6 7
Availability of self service check-in facilities 1 2 3 4 5 6 17
Ease of use for self service check-in facilities 1% 2031 4" 5706 7
Business/executive lounges 1 2 3 4 5 6 17
Perception Very Unsatisfied Neutral Very Satisfied
Waiting time in check-in queue/line 9.2 305 4 5456 7
Efficiency of check-in staff L2293 4 5 &.7
Courtesy, helpfulness of check-in staff 1 2 34 5.6 7
Availability of self service check-in facilities a2 3455 6 7
Ease of use for self service check-in facilities a2 3 4 5 6 7
Business/executive lounges 1 2 3 4 5 6 7

ARRIVALS SERVICES AT THIS AIRPORT
13. If you have observed the arrival services in this airport please answer the

following questions concerning passenger?

Expectation Very Unsatisfied Neutral Very Satisfied
Speed of baggage delivery services 1 23 4 5 6 17
Customs inspection 1 2 3 4 5 6 7
Passport & visa inspection upon arrival 1 2 3 4 5 6 1
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Perception Very Unsatisfied Neutral Very Satisfied
Speed of baggage delivery services 2™l Sedie S 6 7
Customs inspection 1. 20 3 .4 5.6 7
Passport & visa inspection upon arrival 1 2 3 4 5 6 7
OVERALL SATISFACTION

14. What is your overall rating of this airport’s performance TODAY,
considering everything?

Very Unsatisfied Neutral Very Satisfied

Estimated passenger overall satisfaction with airport 1 2 3 4 5 6 17

ABOUT THE AIRPORT IMAGE

15. Based on what you have experienced would you say this airport is?

Strongly Disagree Neutral Strongly Agree

Environmentally friendly 1 2 3 4 5 6 ]
A regional airport 1 2 3 4 5 6

An International airport 1 2 3 4 5 6 7
A key factor for local economy 1 2 3 4 35 6 7
Engaged in sustainable long term development 1 2 3 4 5 6 7
A good place to work 1 2 3 4 5 6 7
YOUR INPUT

16. Compared to other international airports how you rate this airport on the

following:
Very Unsatisfied ~ Neutral Very Satisfied
a) Access 1 2 3 4 5 6 7
b) Ambience 1 2 3 4 5 6 7
c) Facilities 1 2 3 4 5 6 7
d) International announcement 1 2 3 4 5 6 7
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e) Restaurants/Food outlet 1 2 3 4 5 6 7
f) Check in facilities 1 2 3 4 5 6 7
g) Staff helpfulness 1 2 3 4 5 6 7
h) Visa inspection 1 2 3 4 5 6 7
i) Customs inspection e 4 5 6 7
j) Baggage delivery service 1 2 3 4 5) 6 7
k) Time to process passengers 1 2 3 4 5 6 f/

Please indicate your contact details clearly in BLOCK CAPITALS. This
information is required for quality control purposes. (Optional)

Name

Phone

Email

Mr. Paisit Piriyapong will use your personal information for the
purpose described on page 1 of this questionnaire. This information is strictly
used only for the purpose of research. You will not be contacted for further
research based on the enclosed information unless you have entered your
e-mail address further below. Your personal information will be kept in data
bases maintained only by Mr. Paisit Piriyapong and destroy‘with in two years.
Should you wish to update or delete your information, please contact
Mr. Paisit Piriyapong via e-mail at oh_0508@yahoo.com

By entering your email address, you agree that you may be contacted

for dissertation research purpose.
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Dear Passengers

You have been randomly selected to take part in this survey, which
conducted by Mr. Paisit Piriyapong in part of his PhD dissertation to have a
better understanding on how airport passengers judge the airport performance
(Airport Service Quality). I would be grateful if you could take a few minutes
to complete this questionnaire and hand it back to the interviewer. You can
help Mr. Paisit Piriyapong to get more information on how to improve service
quality at the airport, to meet passenger needs more efficiently. Your opinion of
today’s airport experience is ESSENTIAL to the completion of this marketing
research project.

Please check one response for each following questions which best

fit your answer

ABOUT YOU

1. Gender?

Male Female

2. What is your age group?

Less than 25 25 to 34 35 to 44 45 to 54

55 to 64 More than 64

3. What is your country of Residence? (Where are you from?)

Thailand Japan China Other Asian Countries
Europe North America South America

Africa Australia/New Zealand

Othet {please SPECTEY Yuws e i « v enes s s sy » e 5088




4. What is your education?

Junior High School or lower

Doctoral Degree

5. Are you travelling?

By yourself

With friends

Bachelor’s degree

With party or group tour
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High School

Master’s degree

Other (please specify).........

With spouse

With family

With colleagues

6. Which of the following most accurately describes your occupation?

Senior Manager

Student

Other (please specify)

Middle Management

Professional (e.g. dentist, lawyer)

Skilled/Semi skilled worker

Retired

Housewife/Homemaker

Clerical/Administration

7. What is your average annual income? (US Dollars)

Less than 5,000

20,001-40,000

More than 60,000

5,000-20,000

40,001-60,000

8. Including this trip, how many return trips by air, in general, have you made

in the last 12 months?

1to?2

9. What was your main reason for taking this trip?

Education

Business

3to5

Travel

6to 10 11 or more

Work Visit relative/friends

DthergipleastBilfiecity )i . .ol . ... .ttt
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10. Which section of the aircraft are you traveling in?

Economy Class Premium Economy Class

Business Class First Class

11. How long before the check-in time did you arrive at this airport?

Less than 30 minutes 30 minutes tolhour

1 hour Iminute to and 1 hour 30 minutes

1 hour 31 minutes to 2 hours More than 2 hours

Expectation

This survey deals with your opinion of Suvarnabhumi International
Airport service. Please show the extent to which you think Suvarnabhumi
International Airport Service should posses the following feature. What we
are interested in here is a numbered response that best shows your satisfaction
expectation about Suvarnabhumi Airport offering service (Please make circle

at the number you choose).

Perception

The following statement relate to your feeling about Suvarnabhumi
International Airport service. Please show the extent to which you believe
Suvarnabhumi International Airport has feature describe in the statement.
Here we are interested in a numbered response that shows your satisfaction
perception about Suvarnabhumi Airport offering service (Please make circle

at the number you choose).
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Please circle one for each following questions which best fit your answer

ABOUT THE SERVICE AT THIS AIRPORT

12. Based on your experience today, please rate this airport service on each

service item.

Expectation

ACCESS/NAVIGATION Very Unsatisfied Neutral Very Satisfied
Ground transportation to/from airport 1 %2, 3amds 5 | 627
Parking facilities 1 2 3 4 5 6 17
Walking distance from parking to check-in ] 2 "8 e 5 6 W

Ease of finding your way through airport 1 W28 455 6 T

Flight information screens 1 26 3 4 546 .7
Walking distances in the airport 1 2030455 6%, 7
AIRPORT SERVICES/FACILITIES Very Unsatisfied Neutral Very Satisfied
Courtesy, helpfulness of airport staff 1 2 3 4 5 6 7

(Excluding check-in & security)

Computer/telecommunications/E-facilities 1 2 3 4 5 6 7
Availability of washrooms 1 2 3 4 5 6 7
Cleanliness of wash rooms 1 2 3 4 5 6 7
Comfortable waiting/gate areas 1 2 3 4 5 6 17
Clarity of public announcement system 1 2 3 4 5 6 1
Cleanliness of airport terminal 1 2 3 4 5 6 7
Safety of Luggage 1 2 3 4 5 6 17
Availability waiting and sitting facility 1 290854 Dasb..
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SECURITY AT THIS AIRPORT Very Unsatisfied Neutral Very Satisfied
Availability of baggage carts I 2384 9 6 7
Passport & Visa inspection at departure 1 "2s.3 4 45 67
Waiting time at security inspection I 25580 4%, 5% id0n 7
Courtesy & helpfulness of security staff L 2R3 4 NS5 6" 17
Perception

ACCESS/NAVIGATION Very Unsatisfied Neutral Very Satisfied
Ground transportation to/from airport a2 S aSs g6y
Parking facilities I 2 WBad 5 67
Walking distance from parking to check-in 1 2 3 4 5 6 7

Ease of finding your way through airport E 273 4 556 17
Flight information screens 1 2 3 4 5 6 17
Walking distances in the airport 1 "2.03 4405 6,47
AIRPORT SERVICES/FACILITIES Very Unsatisfied Neutral Very Satisfied
Courtesy, helpfulness of airport staff I 2.3 4576 7

(Excluding check-in & security)

Computer/telecommunications/E-facilities 1 2 3 4 5 6 7
Availability of washrooms 1 2 3 4 5 6 7
Cleanliness of wash rooms L 208 4 5 6 7
Comfortable waiting/gate areas 1 2 3 4 5 6 17
Clarity of public announcement system 1 2 3 4 § 6 7
Cleanliness of airport terminal I 2 3 4 5 6 7
Safety of Luggage 1 2 3 4 5 6 7

Availability waiting and sitting facility 1 2 3 4 5 6 17



SECURITY AT THIS AIRPORT
Availability of baggage carts

Passport & Visa inspection at departure
Waiting time at security inspection
Courtesy & helpfulness of security staff
Thoroughness of security inspection

Feeling of being safe and secure

Perception

ACCESS/NAVIGATION

Ground transportation to/from airport
Parking facilities

Walking distance from parking to check-in
Ease of finding your way through airport
Flight information screens

Walking distances in the airport

AIRPORT SERVICES/FACILITIES
Courtesy, helpfulness of airport staff
(Excluding check-in & security)
Computer/telecommunications/E-facilities
Availability of washrooms

Cleanliness of wash rooms

Comfortable waiting/gate areas

Clarity of public announcement system
Cleanliness of airport terminal

Safety of Luggage

Availability waiting and sitting facility

135

Very Unsatisfied Neutral Very Satisfied
| FPCwL4 Sl 7
12, 3 4 =5 6,7

I 24"8e "4, S 6y L
LGS 3, 4NN 0 17
10 2+3 4 45 6 7
L TS ENAR R5TG KT

Very Unsatisfied Neutral Very Satisfied
1 2 3 4 5 6 7
1 20 81 @ #5%=6 17

Very Unsatisfied Neutral Very Satisfied
1 2 3 4 5 6 7

1 2 3 4 5 6 7
2 3 4 5 6 7
1 2 3 4 5 6 17
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SECURITY AT THIS AIRPORT Very Unsatisfied Neutral Very Satisfied
Availability of baggage carts I 283704 56 7
Passport & Visa inspection at departure 12, 3" & &5 6%
Waiting time at security inspection 1 298 "4 5 #6s 7
Courtesy & helpfulness of security staff 1082 %3 47%5% 6" 17
Thoroughness of security inspection 1 '2%3 4 5 6 7
Feeling of being safe and secure 1 203 4 %6 7
AIRPORT SHOPPING

13. Approximately, how much did you spend in airport shops today?
(US. Dollar)

Less than $40 $40-$80 $81-$120

$121-$150 More than $150

14. Could you please rate the following aspects of your shopping experience?

Expectation Very Unsatisfied Neutral Very Satisfied
Location of the shops in the airport 1 2 3 4 5 6 7
Layout of the shops 1 2 3 4 5 6 7
Product choices in the shops 1 2 3 4 5 6 17
Prices in the shops IF 2 304 5 6 7
Courtesy and helpfulness of shop staff 1 2 3 4 5 6 17
Quality of advice from shop staff 1 2 3 4 5 6 7
Overall satisfaction with shopping experience 1 2 3 4 5 6 7
Value for money of the shopping experience 1 2 3 4 5 6 7
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Perception Very Unsatisfied Neutral Very Satisfied
Location of the shops in the airport '8 23 45 6 7
Layout of the shops loe, 2 “ 3045 S5

Product choices in the shops 1,28 3% 4 £5%_6 "]
Prices in the shops ™0™ 3 WA WS &6 . 7
Courtesy and helpfulness of shop staff 2 3 4 _NS% 67
Quality of advice from shop staff 203 LS 6 T
Overall satisfaction with shopping experience 283 4 5 161 7

Value for money of the shopping experience 17223 4 5_6 7

RESTAURANTS/EATING FACILITIES

15.Considering your experience could you please rate the following aspects

of your eating facilities experience?

Expectation Very Unsatisfied Neutral Very Satisfied
Choice of eating facilities L2 #3 4045 6447
Quality of product at the eating facilities 1 243 4 5

Quality of the environment in eating facilities N2, 374855 6 17
Courtesy & helpfulness of staff 1 2 3 4 5 6 7
Opverall satisfaction with eating facilities 1 2 3 4 5 6 7
Value for money at the eating facilities 1 2 3 4 5 6 7

Ease of finding eating facilities 1 2 3 4 5 6 7
Perception Very Unsatisfied Neutral Very Satisfied
Choice of eating facilities 1 2 3 4 5 6 17
Quality of product at the eating facilities 1 2 3 4 5 6 7
Quality of the environment in eating facilities 1 2 3 4 5 6 7
Courtesy & helpfulness of staff 1 2 3 4 5 6 17
Overall satisfaction with eating facilities 1 3 4 § 6 7
Value for money at the eating facilities 1 2 3 4 5 6 7

Ease of finding eating facilities L. 2 3.4 5 6 7
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ABOUT YOUR AIRLINE
16. How would you rate airline services that you have received prior to your

flight today at THIS airport?

Expectation Very Unsatisfied Neutral Very Satisfied
Waiting time in check-in queue/line "2 3 4 5% 67
Efficiency of check-in staff 1 2 3 4 5 6 7
Courtesy, helpfulness of check-in staff 1 2 3 4 5 6 17
Availability of self service check-in facilities 1 2 3 4 5 6 17
Ease of use for self service check-in facilities 1792, S804 5761 7
Business/executive lounges 1 2 3 4 5 6 7
Perception Very Unsatisfied Neutral Very Satisfied
Waiting time in check-in queue/line I 3 4RSS 6T
Efficiency of check-in staff 1 2 3 4 5 6 7
Courtesy, helpfulness of check-in staff I =25 3 [4%%8 647
Availability of self service check-in facilities 1% F2%18" 42586 7
Ease of use for self service check-in facilities 1 2 3 4 5 6 17
Business/executive lounges 1 2 3 4 5 6 7

ARRIVALS SERVICE S AT THIS AIRPORT
17. If you have experienced the arrival services in this airport please answer

the following questions.

Expectation Very Unsatisfied Neutral Very Satisfied
Speed of baggage delivery services 1 2 3 4 5 6 7
Customs inspection 1 2.3 4 5 6 7

Passport & visa inspection upon arrival L 2 38 4% 5 16} 7
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Perception Very Unsatisfied Neutral Very Satisfied
Speed of baggage delivery services 1 w253 4 S5 6 7
Customs inspection 1 2 3 4 5 6 7
Passport & visa inspection upon arrival L. "B 45 68

OVERALL SATISFACTION
18. What is your overall rating of this airport’s performance TODAY,
considering everything?

Very Unsatisfied Neutral Very Satisfied

Overall satisfaction with airport 2R3 4 5 64 7

ABOUT THE AIRPORT IMAGE

19. Based on what you have experienced would you say this airport is?

Strongly Disagree Neutral Strongly Agree

Environmentally friendly ] s 3 4 #5876 7
A regional airport 1 23 4 5 6 17
An International airport 1 23 4 5 6 7
A key factor for local economy 1 23 4 5 6 7
Engaged in sustainable long term development 1 2 3 4 5 6 7
A good place to work 1 23 4 5 6 7
YOUR INPUT

20. Compared to other international airports how you rate this airport on the

following:

Very Unsatisfied Neutral Very Satisfied
a) Access 1 2 3 4 5 6 7

b) Ambience 1 2 3 4 5 6 7
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c¢) Facilities 1 2 3 4 5 6 7
d) International announcement 1 2 3 4 5 6 7
e) Restaurants/Food outlet 1 2 3 4 5 6 7
f) Check in facilities 1 2 3 4 5 6 7
g) Staff helpfulness 1 2 3 4 5 6 7
h) Visa inspection 1 2 3 4 5 6 7
i) Customs inspection 1 2 3 4 5 6 7
j) Baggage delivery service 1 2 3 4 5 6 7
k) Time to process passengers 1 2 3 4 5 6 7

Please indicate your contact details clearly in BLOCK CAPITALS. This
information is required for quality control purposes. (Optional)

Name

Phone

Email

Mr. Paisit Piriyapong will use your personal information for the
purpose described on page 1 of this questionnaire. This information is strictly
used only for the purpose of research. You will not be contacted for further
research based on the enclosed information unless you have entered your
e-mail address further below. Your personal information will be kept in data
bases maintained only by Mr. Paisit Piriyapong and destroy with in two years.
Should you wish to update or delete your information, please contact Mr.
Paisit Piriyapong via e-mail at oh_0508(@yahoo.com

By entering your email address, you agree that you may be contacted

for dissertation research purpose.
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Appendix D

Questionnaire (Japanese Version)
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Appendix E

Questionnaire (Passenger Thai Version)
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