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Jaruwan Soontornkallapakit 2011: The Evaluation of Service Quality Performance of
Outsourcing Employees: Emirates Airline, Suvarnabhumi Airport. Master of Business
Administration, Major Field: Business Administration, Interdisciplinary Graduate

Program. Thesis Advisor: Assistant Professor Yuraporn Sudharatna, Ph.D. 167 pages.

The objectives of this research were to quantify the outsourcing employees’ performance
level of service quality (PSQ), the importance level of service quality criteria (ISQ) and to
compare PSQ with ISQ. The Importance-Performance Analysis or IPA was applied as a

technique of employee self-evaluation of this research.

The SERVQUAL and The Relational Coordination were employed as criteria for PSQ
and ISQ. Five attributes of SERVQUAL composed of Tangibility, Reliability , Responsiveness,
Assurance and Empathy. Seven dimensions of the Relational Coordination Theory composed of
frequent, timely, accurate, problem-solving communication, and relationships of shared goals,
shared knowledge and mutual respect. The questionnaire was applied as a tool for collecting
data for this research. The population consisted of 212 outsourcing employees who work for
Emirates Airline at Suvarnabhumi Airport in Bangkok during November and December 2010.
Descriptive statistics such as frequency, percentage, mean were analyzed and presented in the

form of IPA scatter diagram.

The analysis revealed that the ‘Reliability’ is not only the highest performance level of
service quality but also the highest important level of service quality criteria, while ‘Assurance’
is the least importance level of service quality criteria. The comparing of PSQ and ISQ
evaluated by IPA showed that the administrators of this airline should emphasized on ‘Mutual
Respect’” and ‘Problem Solving Communication’ which are essential to the -effective

coordination of highly interdependent work such as airline industry.

Student’s signature Thesis Advisor’s signature
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Levenburg and Magal (2005) na3iilanufeunaimmsivanslinsinialss Tewd
voansoadie A lidwadudmuuamalumsianuasdsaiiunmsusmsvesgnduas
ﬂﬁgﬂfﬂNﬂﬁ@]ﬁM (Martilla and James, 1997; Crompton and Duray, 1985; Sampson and
Showalter, 1999) @1UNAYNTNITHAR (Slack, 1994) AuABNTIAADS IAMTURTRIY ISAT
(O°Neill et al.2001; Skok et al., 2001) sumstlsziiuulovrsuaznagnimsuimsians
NINONTYAAD (Graf ef al., 1992) AUMIIAATININGINT IUOIANS (Graf et al., 1992; Slack,
1994; Lovelock et al., 1998 cited in O’Neill et al., 2001) uaﬂmﬂf?m?mﬁa Importance-
performance analysis 84yl 1dnugaamnisua1eg ed1aunIvae 15U gAdIMNT TN
mauﬁ(Martilla and James, 1997) ﬁmmmimqm (Skok et al., 2001) g lsasuuag
Wouied (Weber, 2000) S1UIUFUIANT (Yeo, 2003), @1UATANET (Roskowski, 2003)
AUMITVTATOINIT (Sampson and Showalter, 1999) LazAIUMTUIMIHBIayAooU Tall

(O’neill et al., 2001)
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[

Hq ¥ A oA :
S TRER TR Importance-Performance analysis

‘?aﬁf{udq Haises Nuide  suuumsia IEmsuiamnu X nlesivudvesnadnuay  nlesimudvesnmdnyag
ﬂmé’nyms szé’fvmma"ﬁty uag'y u19)ag Scale means u9lag Actual means
filsziiiv
Guadagnolo (1985) N/A 31 7 point Actual means Positive 90% Positive 68%
Negative 10% Negative 32%
Hawes and Rao (1985) 254 women who had 20 6 point, Scale means Positive 90% Positive 70%
given birth at two local 1-least important Negative 5% Negative 30%
hospitals within the and 6-most
previous year important
Mengak (1985) 255 travelers to a 34 5 point Likert Actual means Positive 100% Positive 71%
visitor center Negative 24%
Alberty and Mihalik Adult education 93 23 5 point Likert Actual means Positive 100% Positive 74%
(1989) students Negative 22%
Evans and Chon (1989) 400 travelers 11 7 point, 7-high and Scale means Positive 45% Positive 45%
1-low Negative 55% Negative 55%
400 travelers 10 Same as above Scale means Positive 50% Positive 40%
Negative 50% Negative 60%

[43
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‘?aé’udq Haises NuIIve stuumsia Fosmiwnu X wesisudvesnadnuar  nleSirudvesnadnya
A ANHUT ixé’fumma"ﬁmu uag'y uiielag Scale means uU3lag Actual means
finlszidiu
Ortinau et al. (1989) 146 business students 14 6 point, 1-not at all Actual means Positive 100% Positive 71%
for course evaluations: important to me and Negative 21%
beginning of semester definitely disagree and
6-extremely important
to me and agree
End of semester 14 Same as above N/A Positive 93% Positive 71%
Negative 14%
Chon et al. (1991) 401 Virginia residents 15 5 point, Actual means Positive 100% Positive 40%
travelling 1-not important and 5- Negative 40%
to the Norfolk-area very important
Residents from 15 Same as above Actual means Positive 100% Positive 40%
northern Virginia Negative 53%
Residents from 15 Same as above Actual means Positive 100% Positive 40%
Richmond Negative 40%
Residents from 15 Same as above Actual means Positive 100% Positive 60%

Southwestern Virginia

Negative 27%

€€
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‘?aﬁf{udq Haises NuIIve stuumsia Fosmiwnu X wesisudvesnadnuar  nleSirudvesnadnya
ﬂmé’nyms ixﬁUﬂ31Nﬁ’1ﬁmu uag'y u19)ag Scale means u9lag Actual means
filsziiiv
Dolinsky (1991) 787 HMO members 7 4 point, 1-very satisfied N/A N/A N/A
and 4-very dissatisfied
787 HMO members 6 3 point, 1-HMOs better N/A N/A N/A
and 3-traditional fee-
for-service better
Hollenhorst 522 cabin renters 24 7 point Actual means Positive 75% Positive 58%
etal. (1993) Negative 21% Negative 38%
Park visitors 14 7 point Actual means Positive 36% Positive 71%
Negative 50% Negative 21%
Duke and Persia (1996) Clients of travels agent 20 4 point, 4-very Actual means Positive 100% Positive 75%
and tour operators: 133 important and 1- Negative 10%
pre-trip clients unimportant
Duke and Persia (1996) 89 post-trip clients 20 Same as above Actual means Positive 100% Positive 85%

Negative 10%
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‘?aé’udq Haises NuIIve stuumsia Fosmiwnu X wesisudvesnadnuar  nleSirudvesnadnya
ﬂmé’nyms izﬁumma"ﬁmu uag'y u19)ag Scale means u9lag Actual means
lszidiv
Go and Zhang (1997) 59 international 11 5 point, 1-least Arbitrary Positive 100% Positive 64%
meeting planners important and 5- Negative 27%

extremely important

Industry factor 11 5 point N/A Positive 100%

Positive 64%

Negative 27%
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Y

v A o
M3 AN UADanA

_Y

9 ANy NnEE ANUFEITIY 4.19 4.09 1

Tumsdgianihn

10 Aanuamsalumsded1snuIoIngy 3.83 3.59 3
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v Y d \ = \ =
20 (RN AUNAY  AURAY  Quadrant
1SQ: (Y) PSQ: (X)
11 mssudeya anmsiiuadvedeainaue  4.03 3.91 3
Ao & 1 Aa wva 9 A
nuremslgiianim
y A A ¥ 2 o
12 M3uanIedeas Joya Danuaanaal 4.04 3.92 3
13 msudansedes Joya Tanunar Tuarn  4.08 4.02 3
14 msudansededs Joya Ided1 4.26 4.08 1
gnAvIUS
Y A A v A Y
15 msudensedoas Joya tiveun b 421 4.03 2
da £
Jymninavu
=2 . .
16  M3IHNOUSH (Training) 3.98 3.83 3
Yo Y v
ms3anuaziilognm
I a [ 4
17 anuiudasiudou 4.18 4.06 1,2
18 anunszaeIesunvzud luilgm 4.32 431 1
A J 9
M3 0IMANMIARNIZHIN
19 mstidhuunesmiu wu anmujands 4.49 4.47 1
~ o Yo & A Y A a
nagihanulidisaielmneriivesn
Taasamuan
20 A andnledeiu i N1 427 4.18 1
(YRR L o
ANNFUNUT IUNIZVIUMITIY
YOIAUDITIWNUHOU
21 msldanumsnasiumeziu 4.35 3.96 2
o2
AuNaY 4.16 4.06




111

9 9
v A

a 4 Aav A, L4
MIVATIEHHAMIITEATIH 1935z Importamce-Performance Analysis
o 1 I 1 1 I~ 1 1l H
apA) Tasfmmuaa 1SQ Wuam luunu Y uazar PSQ Wumluuau X vazldaunaslagsiu

I o £ 1 Y I o dy
Lﬂuﬂqﬂmmamﬂu XUag Unuy cmmmﬁml,muﬂﬂllﬂl,ﬂu 4 Quadrant A9U

Quadrant 11 Keep Up the Good work ¥11894 wiinamianulalalunaainig

A Aa dy Y a A (A wa ldy ' sy =< Y
‘]_I33luuaﬂlﬂWWUﬁﬂ'ﬁullagﬂ1§oh’ﬁ.liﬂTTV]ﬂQUﬁ@fJ1!’E)ﬂiulﬂmmmﬁi?ﬂﬂ?TNWQW@iﬁ]qﬂQQ

G R

v 9

~ ' 1 dyd 13 < J
TIJ@‘VI@ﬂ’e)fﬂumuuamnﬂuﬁ;mmwmammi

d‘ =3 [} ~ 1 4 a
Quadrant 12 Concentrate Here nx1899 wiina1uiaulalalunasnmsdseiu

a dy [ a wua A Y a [ 1 a3 A = v Y ~ 1 [}
AuamusmMstuawanmslfianunsemsIiusmsdsliidunnane s Wadenanedludiu

4

=S S ' S &k o I Y g Yo Y 1w A
Haznoinuyagouvesesnms i ududesldluagmimsudilynildediaiunied

A v % [ 1 J
Quadrant 713 Low priority #1894 wilnausin luasslnnulalalumaainig
a a dy a vAa S v [~ A =< v Y A 1 1 dyd 1
Usziliuguamuimsinazramsifianunds bidluiiawely widenanegludiuiinen
lifeslinnudrnguinmilainuadinsiidnen iz ausonaounlasinunaves

o Yy D), P} a o
Wuﬂ\ﬂuUlﬂﬂ13Jﬂﬁllﬂhl"llﬂigWWQWHﬂTiUﬁﬂﬁﬁ]ﬂﬂﬁ

= . ) = o o v v , I
Quadrant 14 Possible Overkill Hunea wiinausn luneelinnulals lumnasing
a a dy 1 9 = a ua dy F2 4 Y
UsziiuguamwuimsiuaaunsoadnanuianelaninwamsUfiaauii1d esdmsernld

o w 1 o a a 1 Y a o
ﬂ3111mﬂiyﬂalﬂmmﬁlum’iﬂizmuﬂmmwmmﬂumuﬁmmﬂumm%nﬂu



2: Concentrate Here
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1: Keep Up the Good Work

4.52 J
+
19
4.42 1
by
4.32 - +
° 18
AL
4.22 J
154 __’9
L} L] ‘ L] 17 L] L] L] L]
412 ” -
"
8
[ 7 .
3| m A Tangibility
12
4.02 o y Ak i
11 1 @ Reliability
A
16 3 .
W Responsiveness
3.92 .
# Assurance
¢ 3:Low Priority 4: Possible Overkill
3.82 10 g + Empathy
3.50 3.70 3.90 4,10 4.30 4,50 4,70

v 4
MNN 8 N5 Importance-Performance Analysis (IPA) YOIWINITUNT 7 LHUA

M3199 26 MSeueuarnde ISQ ag PSQ VYBIWHNIU LINUA Passenger Services

- - . .
DPLTS Ineuen AuUNA8  AUNDY  Quadrant
ISQ: (Y) PSQ: (X)
% d

sianwamameann
1 MIuAIMeNABIAINNg 21D 4.20 421 4

o L4
2 SnuazaNunouvegnyol 4.30 4.10 1

d‘ = o

1n3eale Tumsnau

3 SuwinuisIme MU AL 4.13 4.15 4
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v
Alnae

oA
Altnay

d
#*IVU0 NN Quadrant
ISQ: (Y) PSQ: (X)
aMurens 1INl la
4 mafianugndesnsinunasgu 431 4.08 1
a wua a3 { o
5 malgianuaianunamimua 439 4.15 1
NMIsAdUAUDINBGNA
6 AanueuazANuazaInlumsanae ol 4.13 4.16 4
Pam s lvluauinmusudayey
3 Aa oA Y A
7 anuanlalumadgiiantihnau 4.15 4.18 4
o ¥ YA
A1309UDINHDOU
g mafiianihildgndeas 4.11 4.07 3,4
o o ¥ 9 A
NUNANUAIT09UDIINHDY
v A U v
mslinnaureiiuaagna
9 a1 inbg ANuFeIIgy 4.18 3.95 3
Tumsdgianin
10 AnueIsaluMIToasnIEIBInNgy 4.11 3.88 3
11 mssudeya ynmsiiualisedeainaue 420 3.88 3
Ao o 1 a wva Y A
nIutluaemslgiianinn
Yy A A Y =2 o
12 MsudnTedeals Yoya danuaasaal 4.22 3.87 3
P2 A A 9 Y v T 9
13 msudeniedoms doya lanunan luadn 422 3.93 3
Y A A ) Y FY
14 msudeviodoms Joya 1Aod1gnang 4.45 4.10 1
U
Y A A ) 4 9 a
15 msudarsededs Yoya tivoud luilyrii 442 4.07 1,2
a &
AU
=2 . .
16  M3IANOVTN (Training) 3.97 3.73 3
Yo Y 4
msanuazidinlognm
I a o 4
17 anuiudasiudou 438 4.10 1
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M31397 26 (919)
Y d U d' 1 d'
1290 LNEUN ARG AUNBY  Quadrant
1SQ: (Y) PSQ: (X)
A A Y A v A
18 anunszAsIodufivzun luilynl vie 4.43 423 1
AN IBIRIIZHIN
19 mstdhvanes i gy anugan iy 4.52 4.46 1
o Yo & A Y A a Y
Mmanulidusane limentuesn ldasany
181
20 avw anudhleaeniu sy nsw 4.30 4.25 1
1% @ I o
ANVFUNUT IUATLUIUMTRINUYBIAULB
! o YA
JIWAVHDY
Y & W [
21 MTIHANUMITNEINULAE N 4.55 3.88 2
v A
RO ] 4.27 4.07
4.6(
2: Concentrate Here 1: Keep Up the Good Work
1
4.50 +
19
150’4 +
4.40 E
18
o
.4
8 . . S .
12¢,
4.20 1
who1 s
7
4.10 ¢ 8'. ‘ P
. 10 6 A Tangibility
2.00 ® Reliability
36 B Responsiveness
3.90 4 Assurance
3: Low Priority 4: Possible Overkill
3.80 ] -Empathy
3.40 3.60 3.80 4.00 4.20 4.40 4.60

MUN 9 N3 Importance-Performance Analysis (IPA) VOIWHANU LHUN Passenger Services
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m1ai 27 mslSeuMeuaaae 1SQ tag PSQ YoIWNI1U uKWUN Baggage Loading

Y

oA
Alnay

oA
Altpay

£y, d
U9 NN Quadrant
ISQ: (Y) PSQ: (X)
Y] d
sudnyaimamen
1 msusemoegndesaungszidion 3.87 4.16 3,4
o 4
2 SwunazaNunSenvesgnol 3.87 3.23 3
4‘ A o
N394 UM
3 SuwinnumisanenumsUfiaau 3.81 4.10 3
ANNene NNdlala
4 mafianugndesnsinunasgiu 4.26 4.23 1
a ua < 'o
5 aslgianuaiamunaninvua 4.39 439 1
PIIADUAUDINDYNA
6  anudetazaNnuazadnlumsfane ol 4.13 4.13 3
Yym s lvluauimusuiAayey
1 Aa va Y A
7 anuduly lumsdgianina 4.16 4.39 4
o ¥ Wd’
A1309UDINHDOU
8 msdjianihnldgndesuay 4.19 429 1.4
@ o ¥ 9}&'
NUNAINUAIT03UDIINHDOU
v A o v
msldnnaveiiunagnm
9 AW NNBE ANUTEITY 4.29 4.29 1
Tumsdgiandn
10 anwamsalumsdea1snyIengy 3.61 3.30 3
11 mi%’ueffmg‘a AT NN U1 1T ND 4.26 4.00 2
Ao & 1 a wva 9 ~
nduuaemsiianin
Yy A A 9 = o
12 MsudanTedeals Joya Danuaasaa 4.16 4.00 3
Y = d‘ 9 Y o T 9
13 maudasodoas voya lanunan luadn 423 4.13 2
Yy A A Y} Y v
14 msudansodeds Yoya laodagndos 423 427 1

YU
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d v =
NN Anag

oA
Altpay

HIUD Quadrant
ISQ: (Y) PSQ: (X)
15 maudansedems Joya iieud luilymin 423 4.20 1
a &
AT
=2 . .
16  mMsHnousW (Training) 4.16 4.10 3
Yo Y Y
my3anuazanlognm
I a [ Sld'
17 anudluliasnudou 423 433 1
18 anunsgaesedunazud luilyw vie 4.45 4.50 1
aMTalmNIZYI
19 mstidhvunesauii gu aAnujanienee 4.65 4.70 1
o Yo & A Y A a 9
maulddusuneldinertivesn ldns s
na
20 A anudladeiu iy N1 4.42 433 1
v o d o
ANUANRUS IUNTZVIUMITNNUVBIAUIDA
! o YA
Fwnudou
Y £ o o
21 M ldanumsngInuas i 435 423 1
2
Aunde 4.19 4.16
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4.7 2: Concentrate Here 1 1: Keep Up the Good Work
T
4.6 - 19
4.5 .
20
.
-{ 5
1
4.3 -
o |so%
4I2 L) L) L) L] L] 11 13.- ?ld.l_l_ 17 L] 1
Yite| 8 ®
4.1 . /
q -
A Tangibilit
1.9 ] gionity
4 I Reliabilit
® Reliabili
3.8 A - y
3 B Responsiveness
3.7 .
2 . ) ¢ Assurance
' 10 3: Low Priority 1 4: Possible
3.5 2
3 3.2 34 3.6 3.8 4 4.2 44 4.6 4.8

M 10 319 Importance-Performance Analysis (IPA) VOIWHANU LHUN Baggage Loading

M3191 28 MsdSeuounrnde ISQ Hag PSQ VYBINWINIU LINUA Catering

Y

- - ) .
oL 1) IneUN AUNA8  ANAG8  Quadrant

ISQ: (Y) PSQ: (X)

v d
31] NHUNNMYMN
1 msuasmegndesaungseiion 4.17 4.29 4
o 4
2 ﬁ]1u3utlﬁ$ﬂ31NW%}ﬂNﬂl@\‘lQﬂﬂiﬂ! 4.17 4.06 3

A =} [
N304 TuMsnu

30 SuwtinaunieawenumsUliaay 4.06 4.41 4
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oA
Allnay

oA
fnae

d
DPLT naua Quadrant
ISQ: (Y) PSQ: (X)
aNuyenslingala
4 malfiAnugndeinsinnnasgu 4.39 4.47 1
a wa a3 { o
5 malgiianuadaaunamimua 4.50 4.47 1
MIAdUAUDINDGNA
6 anudenazANNazaInuNMIfane 4.17 4.18 3
Wity Idnuud lulununnu
FURAYDL
3 a oA Y A
7 anuanla lumsdgiianshme 4.39 4.24 1
o ¥ YA
A1309UDINHDOU
8 msUgianihnldgndeanas 4.44 429 1
o o ¥ v A
NUNANUAI309UDIINHDY
v A oo v
mslinnureiiuaagna
9 A3 NnBY ANUTEITY 4.39 4.29 1
Tumsdgianihn
10 ANUEWNTnlUMIToTNIBIBINgY 3.61 3.65 3
11 mssudeya ynensiiudiveds 3.89 4.00 3
° Ao & 1 a va Y A
aduauensuduasmsigianim
Y A A Y 2 o
12 mMsudansedeas Yoya Danuaasaa 4.00 4.06 3
Y A A 9 Yo
13 msudaniedems Toya lasnunal 4.06 3.89 3
T 9
Taiandn
Y A A ¥ Y Y
14 msudanTedems voya lavdragndes 4.17 4.28 4
TERYER
Y A A ¥ A Y
15 m3udensedeas Joya iwoun luilgym 4.17 4.11 3
da &
G
16 M3ANOUTY (Training) 3.78 3.94 3
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oA
Allnay

oA
fnae

d
DPLT naua Quadrant
ISQ: (Y) PSQ: (X)
Yo Y Y
ms3anuazidnlognm
I a Y §
17 anuiluliasiudou 4.17 4.17 3
18 anunszaeIosunzud luilyw uie 433 4.44 1
4 Y
IMAMIALANIZHIN
19 mstdhunesmnu gy anminisiog 4.67 4.61 1
o Yo & A Y A a Y
maulddusuieliinerduesn ldass
Aual
20 A anwdladen iy N1 422 429 1
ANMUAUIUS IUnsZUIUMIRIIUYY
1 @ 9)4'
AULDITINNUHDUY
21 msldanumsndgaiunaz iy 4.33 4.06 2
A
AuDaE 4.19 4.20




4.7

4.6

4.5

4.4

4.3

4.2

4.1

3.9

3.8

3.7

3.6

3.5

2: Concentrate Here
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1: Keep Up the Good Work

N

?0 3: Low Priority

3.2 3.4 3.6 3.8

_I_
- 19
20
T
| .5
| %
15% .9
nifm 2N
6
A Tangibility
g Reliabilit
(]
A eliability
: B Responsiveness
- Possible # Assurance
Overkill + Empathy
4 4.2 4.4 4.6 4.3

M 11 3l Importance-Performance Analysis (IPA) ¥9IWHNI1U WU Catering
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121

Y

oA
nnRay

v
Altnae

LY d
U9 INDUN Quadrant
ISQ: (Y) PSQ: (X)
v q
sianyaimame,mn
1 maussmoegnAeeamungszidiou 4.29 4.60 1
2 fwurazanuwieuvesginsal 4.10 4.10 2
d’ = o
1A5030 TuMINau
3 Swuwinnuiiisanenumslginau 4.00 4.40 4
anuvene 1inalala
4 msliaaugndensimuuas g 4.38 4.45 1
a wa < { o
5 asUgianuasimunannua 4.48 4.65 1
NIINBLAUBIADYNA
6 ANNNYUAZANVAZAIN IUMIAAND 3.95 4.35 4
A A Y Y A
etitlym vnuud lvluaunvu
FUHAwDY
3 a va Y A
7 anudylylumsigianinay 4.24 430 1
o ¥ 9 A
A1309UDIINHDOU
g msigiandhnlagndeauas 429 4.40 1
Y o Y yA
NUNINUAI09UDIINHDY
v A oo v
mslianuresiuaegnm
9 AN AnYE AT 4.05 4.25 4
Tumsdgianihn
10 anuansolumsdeasneoIngy 3.19 3.00 3
11 mssudeya dnasiiuaiisodia 3.71 4.05 3
° Ao & v Aa oA Y A
aerye nduuaemsdiiaviim
Y A A v 2 o
12 MILAMIodos Toya dafuaaoaal 3.76 3.95 3
13 maudansedods doya lasiunar luadn 386 3.95 3
Y oA A v Y Y
14 msudansedods Joya ldod1agnAns 4.05 3.76 3

U
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d
NBUN

oA
flnae

v
Altnae

LT Quadrant
1SQ: (Y) PSQ: (X)
15 msudensedods veya wiveud luilayn 3.90 3.81 3
Aa &
GE
=< . .
16  MIWNOUIY (Training) 3.95 4.05 3
Yo Y Y
ms3anuazilognm
< a Y 4
17 anuiludasiudou 4.00 3.86 3
A A g oA v A
18 anunszhesesunivzud luilyn wie 433 4.14 1
J 9
MOMIAANIZHIN
19 mslithuuneswiu iy aAnwjan i 4.48 4.29 1
o Yo < A Bid' a Y
Maulddusuneldineriivesn laas
AuIa
20 a3 anuahlaaeiu iy N5 4.29 4.14 1
AnuFuRUS lunszuIumIhau
' o yA
VDIAUIDIIINNVNDU
21 msldanumsndanuiaz iy 4.10 3.90 2
4
AuDaY 4.07 4.12




4.6
4.5
4.4
4.3
4.2
4.1

3.9
3.8
3.7
3.6
3.5
3.4
3.3

2: Concentrate Here
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1: Keep Up the Good Work

32 ¢

3.1

3.2

3: Low Priority

34 3.6

3.8 4

A Tangibility
® Reliability
B Responsiveness

4: Possible Overkill ¢ Assurance

+ Empathy

4.2 4.4 4.6 4.8 5

M 12 n3l Importance-Performance Analysis (IPA) VOIWHANU LHUN Cleaning
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124

Y

v
Alnag

oA
nnae

o d
U9 INUN Quadrant
1SQ: (Y)  PSQ: (X)
v q
sianvamemenn
1 msusemoegnAeenungsgidiou 4.00 3.89 3
2 Swumezanuwionvesgilnsal 4.22 4.00 2
d’ = o
1n3eale TumInau
3 Pwuminnuiienenumslginau 4.00 4.00 3
anureae Inglala
4 msdfianugndeinsinnnsgu 4.44 4.22 1
a wa < { o
5 msUgianuesimunaniua 4.56 422 1
NIINBLAUBIADYNA
6 ANNNLHAZANVAZAINIUMIAAND 4.11 4.00 2,3
A A N Y A
Wetitlym vnuud lvluaunvu
SuHaveY
3 Aa va Y A
7 anudylylumsigianinay 3.89 4.00 4
o ¥ yA
A1309UDIINHDOU
g m3lgianihnlagndeaas 3.89 4.00 3
@ o Y yA
NUNINUAI309UBIINHDY
v A oo v
mslianuresiuaegnm
9 anug inye Anusermgylumsia 4.33 4.22 1
¥ A
NN
10 anwawnsalumsdemsnuisengy 4.00 3.75 3
11 masudoya dnasiiuaivodia 4.00 3.88 3
° Ao & 1 Aa va Y A
aduaue niuduaemsilgianiim
Y A A Y 2 o
12 Mo deds Joya anunaoana 3.78 4.00 3
13 maudesededs deya Idiunm 3.89 4.00 3

Tyandn
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Y

d v 2
NN Anag

v
Allnag

V0 Quadrant
1SQ: (Y)  PSQ: (X)
Yy A A Y Y Y
14 MIdanTedos Joya Idodgnded 433 4.00 2
TETEA
Yy A A v Ay ~
15 MIudeansededs Joya tivoun luilynin 4.11 3.88 2.3
- 2
AU
= ..
16 MIANBUTH (Training) 4.00 4.00 3
Y % b4
ms3anuaziilognm
Id a ] 4
17 anuiluiiasiudou 422 3.75 2
A A Y A Y A
18 AnunszAniosunvzud lwilyw o 422 438 1
HAMIBIRIIZHIN
19 msithwunesauiu gy a2 411 4.50 1,4
A o Yo & A YA a
Mzirnuldausanelvinertuesn
1dasamuan
20w anudleaeniu sy nsw 4.00 3.88 3
1% @ o o
ANUAUNUT IUATZUIUMTRIUY
! (% sld'
YDIAUIDITINAUNDU
21 mMsldanums N uay iy 422 3.75 2
T A
ANNaE 4.11 4.02




4.6

4.5

4.4

4.3

4.2

4.1

3.9

3.8

3.7

2: Concentrate Here

126

1: Keep Up the Good Work

]
5
°
4
¢ L
144 &
+ A +
17 21 18
21
) 1 ) ‘ l ) 1 : L)
15 6 19
A Tangibility
A\
o1 ® Reliability
g u B Responsiveness
7
13
. 4 Assurance
b
3: Low Priority 4: Possible Overkill +Empathy
34 3.6 3.8 4 4.2 44 4.6

M 13 3l Importance-Performance Analysis (IPA) VOIWHANU LHUN Engineering
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M3199 31 Mslseueuaunde 1SQ taz PSQ ¥BININIIU LHUN Weight and Balance

Controlling
v Y d \ = \ =
30 (e AUNBY  AUNAY  Quadrant
1SQ: (Y) PSQ: (X)
[ ¢
sidnbaimanmann
1 mausanmegndosaungszibou 3.83 3.93 4
2 Swauaganuniovvesginsal 4.07 3.24 2
A A o
1n3oale Tumsnau
3 PuwlnumganenumsUiaau 3.76 3.79 3
aureae INdala
4 mslfianugndensmuagIu 4.14 3.86 2
a va < { o
5 malgiinnuadsnunaininvua 4.14 3.97 1
NIINBLAUBIADGNAL
6 anudeuazANuazaInluMInane 3.90 3.79 3
ety Ivnuud lvluaunvu
FUHAYBOL
[~ a va Y A
7 anudyly lumsdgianinau 3.86 4.03 4
o ¥ 94
f1309UNKDU
g mylfianihnlagndeaas 3.86 3.93 4
o o ¥ ¥4
NUNANNAIT0IUBIINHDY
y AL o
msldnnareiiuaagn
Y o d' a wAa
9 Awg Ninpe ANuFEINy lumsU e 4.10 3.83 2
v A
NN
10 anuawnsalumsdodsnIsIngy 3.86 3.61 3
11 mssudoya anmsniualdeodeaduaue 3.90 3.62 3
Ao & [ Aa wva Y A
nduuaemslianiim
9 a A Y =K o
12 MIusnIedeas Yeya danuaasaa 3.82 3.83 3
9 A zﬂl 9 K% T 9
13 msudavisedeas veya laniunan luadn 3.93 4.14 4
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v Y

oA
ARy

oA
Allnay

190 Ineun Quadrant
1SQ: (Y) PSQ: (X)
14 maudanSedoms Yoya ldedragndes 4.14 3.97 1
tgiud
- | v A gy o =
15 msudensedeans Joya wveun luilynin 4.17 3.83 2
a £
AT
=< . .
16  MIHNOUIN (Training) 3.97 3.79 3
Yo Y Y
ms3anuazianlognm
I a @ 4
17 anwuiulasiudou 3.97 4.00 4
18 anwnizaesosuizud luilywm ue 3.93 4.34 4
4 Y
MgMIalaMIEHIn
19 mstidhwunes i wu anujarisig 4.17 4.17 1
o Yo & A Y A a 9
mauliduiuieldinertusenldassam
A
20 A anwdladei iy N1 421 4.00 1
v o J o
ANNANAUS IUNTZVIUMI TNV
1 @ 9)4'
TN
Y £ o Y
21 M ldanumsnagInuas i 421 3.97 1
33U 4.11 4.02




4.3

4.2

4.1

3.9

3.8

3.7
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2: Concentrate Here 1: Keep Up the Good Work
]l ++
2120
12 T
o o
4 5
¢
g 14
A
2
L) L] L] L) = L] L) L) L]
¥ | T
1 TS Tangibilit
13 A
. - angibility
11 6
¢ i N @ Reliability
10 8
Ak B Responsiveness
124 1 P
A # Assurance
3: Low Priority 3 4: Possible Overkill
] + Empathy
3.2 34 3.6 3.8 4 4.2 4.4 4.6

MNA 14 319 Importance-Performance Analysis (IPA) UBIWHAU LHUN Weight and

Balance Controlling



130

M3191 32 MadTeunouaunie ISQ ag PSQ YaINiNa1U WU Flight Dispatch

v Y d v a v a
30 (o AUDBY  AUDAY  Quadrant
1SQ: (Y) PSQ: (X)
Y d
sudnuaimamenn
1 msusenegnAssaungsidion 3.69 3.94 3
2 Swunaganuniouvesginsal 4.44 3.50 2
A A o
1n3ale Tumsniau
3 Swuwinnuniisanefumsgiaau 4.06 4.06 4
anuyene 13ndlala
4 mslfiAnugndenssnnasgIy 4.19 4.13 1
a va < { o
5 malfianuaiaaunanimua 4.50 4.38 1
PSADUAUDINDGNA
6 ANUBLAZANNAZAINTUNTAAAD 3.88 4.00 3,4
Wetitlav 1vvuud Ty
FURAYDL
< a va 9 A
7 anuanlalumsidgianiihnay 3.81 4.06 4
o ¥ yA
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