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Suvarnabhumi International Airport is a major airport and the Airport
of Thailand Public Company Limited accordingly intends to establish it as a
key “hub” airport for Southeast Asia. If Suvarnabhumi International Airport
becomes a genuine hub, it will be more frequently used and will generate
larger amounts of revenue. However, in order for objectives such as these to
be realized, airport management must be confident all services and operations

involving passengers can be quickly, smoothly and safely managed.
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In this research investigation, the researcher’s major objective is to
examine the relationship between airport service quality and the levels of
satisfaction evinced by passengers and staff at the airport in respect to quality
of service. In fulfilling this objective, the researcher had to fulfill seven
subsidiary objectives. These subsidiary objectives were as follows: (1) carrying
out a study of the relationships between passengers’ satisfaction vis-a-vis
expectations and thence vis-a-vis actual perceptions of airport service quality;
(2) conducting a study of the relationships between the perceptions of airport
staff toward passengers’ satisfaction in respect to their expectations and actual
perceptions of airport service quality; (3) examining how the characteristics of
service quality affect the expectations and perceptions of said service quality
by passengers and airport staff; (4) making comparisons of the overall levels
of satisfaction of passengers and airport staff in respect to airport service quality
in terms of the gap between expectations and perceptions; (5) investigating
the influence of passenger and airport staff demographical variables on levels
of satisfaction with airport service quality; (6) inquiring into the influence of
passenger and airport staff demographical variables on expectations and
perceptions regarding airport service quality; and (7) Identifying the gap
between the perceptions of the members of the staff regarding the expectations
of the passengers and the actual expectations of the passengers and the gap
between the expectations and perceptions of the members of the staff and the

service quality they believed they had provided.
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In fulfilling these subsidiary objectives, the researcher employed
quantitative research techniques. As such, the researcher distributed 1,000
copies of a questionnaire to respondents who were foreign passengers using
the services and facilities at Suvarnabhumi Airport and to airport staff members
who provided services in various parts of the airport.

The service quality (SERQUAL) method of evaluation was used by the
researcher in evaluating expectations and perceptions of service quality at the
airport. In analyzing and evaluating the data collected, the researcher used
applications of the Statistical Package for the Social Sciences (SPSS) computer
program. As such, the researcher utilized various techniques of descriptive
statistics in addition to conducting factor analysis, correlation analysis,
multiple regression analysis, as well as applying the techniques of one-way
analysis of variance (ANOVA), and independent sample t-test.

Findings are as follows:

1. There were significant differences between the perceptions of
service quality between members of the airport staff and passengers,
particularly in terms of desired service expectations, perceptions of service,
measurements of service superiority (MSS), and measurements of service
adequacy (MSA).

2. There were no significant differences found between the service
quality rankings provided by airport staff members and passengers vis-a-vis

the demographical characteristic of age.
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3. There were no significant differences found between members of the
airport staff and passengers in regard to levels of adequate service expectations.

4. Two gaps were found: the gap between the perceptions of members
of the airport staff vis-a-vis passengers’ expectations and actual passengers’
expectations and the gap between the perceptions and the expectations of
members of the airport staff and the service quality that they believed they
had provided.

The researcher would like to offer the following recommendations:
Suvarnabhumi Airport should pay more attention to providing a full panoply
of variegated services and facilities for passengers. Public relations should be
increased and more information provided to passengers. The number of staff
members proficient in English communication and who concomitantly have
a good knowledge of service should be increased. This would ensure
passengers receive accurate information and efficiency in transportation

would thereby be enhanced.
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