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ABSTRACT

Title of Thesis Foreign Passengers’Airport Experience towards the Image of the

Suvarnabhumi Airport

Author Mr. Asawin Srithongpim
Degree Master of Arts (Communication Arts and Innovation)
Year 2015

This research aims are 1) to study the image of Suvarnabhumi Airport toward Foreign
Passengers’ Airport Check-in Experiences and 2) to study the factors that influence the image of
Suvarnabhumi Airport. The sample are Foreign Passengers in Passenger Terminal Complex of
Suvarnabhumi Airport. In total 30 participants are interviewed. The first group including 15
participants are Foreign Passengers who arrive or depart at Suvarnbhumi Airport equal or more
than four times. The other are Oversea Passengers who arrived or departed at Suvarnbhumi
Airport equal or less than two times (one time is one disembarkation or one embarkation). The
research coducted is survey an in-depth interview with by using questionnaires. For interview in
the sample and then conduted Executive Vice President, Deputy General Manager of
Suvarnabhumi Airport (Operation Group).

This research found that most Foreign Passengers who arrived or departed at
Suvarnbhumi airport satisfied the image of Suvarnbhumi Airport. However, the obstacles for
developing the image of Suvarnbhumi Airport are bureaucratic management and top-down
communication that obstruct Lateral Thinking. The result showed that the first, second, third and
fourth influential factors for the image of Suvarnbhumi Airport are service, staff, facility and
public relations respectively.

In spite of the fact that the image of Suvarnbhumi Airport is satisfied, there are two

issues including bureaucratic management and top-down communication should be improved in



(6)

order to increase passengers’ satisfaction. Nevertheless, Suvarnbhumi Airport management team

realizes and tries to solve these problems.
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1. Before coming to the Suvarnabhumi Airport. What is your opinion toward the airport?

1.1 Why you think like that?

2. How do you know about the Suvarnahumi Airport? Please specific sources.

3. After you got services at the Suvarnabhumi Airport, how would you rate the airport
from 1 to 10?

3.1 Why?

4. Do you know that the Suvarnabhumi Airport has been awarded?
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5. If compare the Suvarnabhumi Airport to other airports, What do you think of?
6. Could you please give one word to describe about the Suvarnabhumi Airport?
6.1 Why?
7. What make you feel good and like most of the Suvarnabhumi Airport?
7.1 Why?
8. What make you feel uncomfortable about the Suvarnabhumi Airport?
8.1 Why?
9. Need any facilities or services that you want from the Suvarnabhumi Airport?
10. If you a port of the management of airport what three things you will provide for the
airport to have a good image?
11. What do you think the airport should improve?

12. Recommendations for the airport to get a better image in a better way?
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“The staffs provide good services,they are always smiling and willing to serve."
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“If the airport has given free WIFI like other countries, it is very good. It is
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“Free WIFI, I usually contact my family when I arrived and departed so they could
know where exactly am 1. This is very necessary for the foreigners. The airports from the other
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countries allow the travelers use a free high speed WIFL.” “Ilyoumosidans veneenee
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“Be fair for take a taxi driver always cheat, Taxis at the airport here always have a
very long queue. Some vehicles do not get hit by the meter. Before coming to Thailand, I am
advised by seeing the meter turn on or not for the first thing. I think that airport management
measures required. I do not understand why management did not. It should not be difficult at all.
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“Wating baggage times, I would recommend the airport to improve the luggage
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“EnglishEnglish. Just improve an ability to communicate in English by all the
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“Clean,Good,Nice. I am so satisfied about the hygiene, I have seen many
housekeeping doing their job actively."““b"émﬁlmd‘%ﬁ)i"ll’e)\iﬂ’Jmﬁzmﬂ ﬁl%ﬁﬁﬁ‘ﬁm% ADYN
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“Sometime when people know I’m Chinese they will get a worst service for me.
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“I think Suvarnabhumi Airport have a good service more than other airports.” “fn
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“Smileairport, Thai people are always smile with everything." “au'Inganlany
NNAY” (FAU38[2]No0.28)
“Beautiful airport.” “@uuduiiensan gaaelinni” (FHK26[2]No.21)
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“Clean,No rubbish, many cleaner.” “8¥919 lyeanlsn vazlivininnmany
72019802 01N” (MAU67[2]No0.23)
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“Services staff I like polite words.” “iinNuinga AveraasaIui
V95098” (FHK26[2]No.21)
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“Good food court.,Delicious.” “¥oUNgAAUTUDIMIT IUAINTY TA1AA 0308
111” (MCN26[2]N0.26)
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“Good services,Airport Rail Link,comfortable.” ”U3N139 alWihuesnesasanad
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“Beautiful toilets and traditional decoration.” “ﬁlﬂﬂﬁiﬁ?lEJﬁiJ!,LazﬂﬁﬂﬁZﬁU
@]ﬂLWl'\ifl1ﬂﬁluﬁHWNﬁuﬁ}’JﬂﬁQTﬂ@]ﬂﬂiﬁJvlﬂEJ“ﬁﬁ”JfN']iJ” (MJP19[2]No.22)

“Transportation, all the public transportation system such as Airport Rail Link,
shuttle buses or Taxi."”szuuvudalarunnlszan lidnzilusaliihueiwesasadad

shuttle bus ‘Vﬁﬂu‘ﬁﬂ%” (FAU38[2]N0.28)

v v
a | £ !

A A Ao Q¥ 1 o 1 y=x vy
!Ni’)ﬁi’)‘ﬂﬁnﬁlﬁﬂﬂﬁﬂ‘ﬂ‘ﬂﬂ‘ﬁﬂiz&lﬂg'f)ﬂ1Q§ﬁ'ﬂvlﬂ~lﬁ$ﬂ'3ﬂﬁﬂ1ﬂuu ﬁauclmynqu

U

Y v Ay v Yo VA = qya o v
ﬂ?@ﬂ]\‘iﬂf‘)ﬂ?1!§f‘)\3ﬂ]ﬂﬂﬂﬂﬂ1ﬂﬂ1\‘i”| ﬂﬂ1ﬂ%$1ﬁ‘ﬁﬂ!%uu1ﬂﬂ31u ﬁquﬂﬂ1ﬁuﬂ1y1aﬁﬂq1ﬂnﬂﬂ1ﬂ

o a aq ¥ VI, = v o a A
!!@37]1435]1?]114@’141“”141“5] Niﬁ!WﬂQWﬂﬂ‘U‘MﬂﬂﬂQ!ﬂﬂ] uazﬁmumanﬂimmm

ee

v ] v
N o W ) =

v d' Y A A a <
14!ﬂ‘Vl'tNl‘i’lﬂ'ﬂ‘lﬁﬂiﬂ"lilﬂi’)%!lﬁ%ﬂﬁ] WUABLININTIVINIIVIIUNNY

“Mostly everything is good enough, but the sign and directory should be more
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“Some signs are no English, so please add the international language each label.”
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“Seats are not enough for many tourists. When waiting for the departure areas,
some people have to sit on the floor or having seat quite far from the gate. It’s not comfy at all.”
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“Bathrooms are quite good but sometimes they are so terrible due to some peak
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“Taxi services, | usually come to Suvarnabhumi but I have never seen the drivers
hit the meter. I have no ideas why they always ask us to make a package, not meters. Even report
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“Not good to move from floors to another floor.” “anulazainlunsiaunia

52 9%u luau Nt u” (MKE25[2]No.15)
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“It might be about Taxi services, should make the price clear and the service is the
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same standard.” “NaaduiFouindilunag doelsuilsal¥avu” (MTK40[2]No.19)

“Improve toilets, should have more housekeeping staff at the area whereas a lot of
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“Free WIFI, If the Internet provides for free, it would be great. Airport should
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“More services to the city.” AISINLIMSYUAITUEIFANIDY
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“I need some small libraly to read books when I'm waiting a flight.” “f273 .
9 2 q9 a ' XA
W@Qﬁﬂgﬂﬂ]ﬂWﬂlﬁﬂcl,ﬂ‘]_l'iﬂﬁ@Iﬂﬂﬁ"ﬁi%‘l’nﬁi@“uumiﬂﬂ” (FAU38[2]N0.28)

4 U \ a v U v

Y A ' [ Y a a' d‘ \J %
91%1’3»1319]1‘}4ﬂi’lNﬂ'J@ﬂNl‘lJ‘L!ﬁj‘]Ji‘H]i ANITAUINUU 3TINNANNIDYINVSIANT

Q

v v
a A U 1 J

d' E4 a A d‘dd? % Y ' !
!‘Wf’]tl?‘ii’ﬁﬂNﬂuq%ﬁiﬂ!{]ﬂﬂﬂ1ﬂﬁﬂ‘ﬂm7]ﬂﬂlu ﬂ%%ﬂf’ﬂ‘iﬂ%“l‘i‘u%‘i 3ﬂ\‘i‘i’lﬂ§!3~l 3081@@"31»!1?1@1]0
< A = v v \l d’ a a IS g:/ A d‘
muamfnz!ﬂmimma3fmmJnqumﬂu‘nNNmum‘uuqnimgmﬂumamnﬂmim N3
A a [ 1 A a A A a A a Y b4
VINIDULIADILUA LLIDINITIVINIVDIUNNY UATINNLIANLTDIVDIAITNATDIAUINIUTIOIU
k4
12081d]
] [ Jq Ya J < A a Y
“Free WIFI don’t have password” “11929a 1% lFoumesiians nusms v
o 1 A g’; L)) ad
uﬂwmmmuu"lmmﬂsaﬂwmmﬂ” (FHK21[2]No.11)
"Public buses and taxi cabs at the airport should be controlled to follow the rules
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“Restrooms should be always clean even the airport is in a busy time and too many
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“Prices of food too expensive.” “31A101M13 Maw nTuuwanulyl”
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“The aircraft Viewpoint and some attractive terminal areas” “f373 N AREY

Tuauwiiu® (MDE19[2]No.27)
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Perception of Foreign Passengers towards the Appearance of Suvarnabhumi Airport

suvaeUMIEes Mssuivesdliusmmisemnanennanyaiveie IMANUgIT TN

You have been randomly selected to take part in a survey which is part of the Master
Thesis Research entitled The Impact Factors towards the Image of Suvarnabhumi Airport in the
Context of Foreign Passengers. This research is conducted by Mr. Asawin Srithongpim
Postgraduate student at Graduate School of Communication Arts and Management Innovation,
National Institute of Development Administration, Bangkok, Thailand

Your opinion of your airport experience today is essential to this research project. Please
take a few minutes to complete this questionnaire and hand it back to the interviewer before your
departure.
Personal Information

1. Sex () Male () Female
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6. IncomeSalary(in your currency).....................
7. This iS YOUT.....eevcvvrrerrennen. time(s) to visit the Suvarnnabhumi International
1. Before coming to the Suvarnabhumi Airport. What is your opinion toward the airport?
1.1 Why you think like that?
2. How do you know about the Suvarnahumi Airport? Please specific sources.
3. After you got services at the Suvarnabhumi Airport, how would you rate the airport from 1 to
10?
3.1 Why?
4. Do you know that the Suvarnabhumi Airport has been awarded?
5. If compare the Suvarnabhumi Airport to other airport. What do you think of?
6. Could you please give one word to describe about the Suvarnabhumi Airport?
6.1 Why?
7. What make you feel good and like most of the Suvarnabhumi Airport?
7.1 Why?
8. What make you feel uncomfortable about Suvarnabhumi Airport?
8.1 Why?
9. Need any facilities or services that you want from Suvarnabhumi Airport?
10. If you a port of the management of airport what three things you will provide for the airport to
have a good image?
11. What do you think the airport should improve?

12. Recommendations for the airport to get a better image in a better way?
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